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II. Rationale

The Inter-Agency Task Force (IATF) on the Harmonization of National Government Performance
Monitoring Information and Reporting Systems issued Administrative Order (AQ) No. 25 s. 2011 that
aims to continually achieve a government-wide improvement through seamless public service delivery.
In achieving this, service quality standards in delivering critical services, doing business with the
government, industries, various sectors, and the citizens must be institutionalized across all
government agencies.

Aligned to the PITAHC's commitment to its Quality Management System (QMS), the client or
customer satisfaction survey is being conducted to measure and evaluate the degree of client’s
perception to which their needs and expectations have been fulfilled by the Institute.

In 2022, the PITAHC had a total of five hundred seventy-five (575) respondents who
participated in the survey conducted both in electronic and printed forms. The PITAHC received an
overall impression from their respondents (clients served) an average score of 4.94 with an adjectival
rating of “Very Satisfactory”. Wherein, respondents noted that the PITAHC has exceeded their
expectations in terms of the Responsiveness, Communication, and Integrity while availing the services
offered.

The result of this survey will be essential for PITAHC's Management and Process Owners for
reviewing and calibration processes and strategies in attending to the needs for their clients.

II1. Objectives

The general objective of this survey is to measure and report the client’s satisfaction level that
was served by the PITAHC for the FY 2023.

The following are the specific objectives:

I.  To identify the set characteristic of the respondent/s to properly represent the clients
served or each service and to collect accurate data;
1. To describe the client’s experiences in availing the PITAHC offered services;
111, To analyze data gathered and provide conclusion on the client’s perception on the
services given;
IV. To identify possible key areas for improvement that the PITAHC might consider to
improvement it's services which are aligned to their QMS;
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IV. Methodology

The targeted information was gathered through the administration of the questionnaire
designed patterned on the sequence of the presented objectives. The questionnaire includes service
quality dimensions or criteria to capture the total client experience, expectations and satisfaction in
reference to the IATF AO No. 25 Annex 4, as follows:

PITAHC Adopted Service - Description: il
Quality Dimension : "
Responsiveness Willingness to help, assist and provide prompt service to
citizens/clients
Reliability (Quality) Provision of what is needed and what was promised,

following the policy and standards, with zero to a
minimal error rate

Access & Facilities Convenience of location, ample amenities for
comfortable transactions, use of clear signage, and
modes of technology.

Communication Act of keeping citizens and clients informed ina
language they can easily understand, as well as listening
to their feedback

Integrity Assurance that there is honesty, justice, fairness, and
trust in each service while dealing with the
citizens/clients.

Assurance Capability of frontline staff to perform their duties,
product and service knowledge, understanding
citizen/client needs, helpfulness, and good work
relationships.

Outcome Extent of achieving outcomes or realizing the intended
benefits of government services
Cost Satisfaction with timeliness of the billing, billing

process/es, preferred methods of payment, reasonable
payment period, value for money, the acceptable range
of costs, and qualitative information on the cost of each
service.

As per recommendation of the AO No. 25 IATF, PITAHC had already included the SQD v
COST” for FY 2023.

For this year, PITAHC will still be using the Five (5)-point Likert Scale to measure the
perception of PITAHC's clients on the services provided.

Very Dissatisfied Neither Satisfied Very Satisfied
dissatisfied satisfied nor
dissatisfied
1 2 3 4 I 5

Both electronic and printed copies of the approved Client Satisfaction Survey (CSS) Forms were
utilized in this survey. All process owners were provided by the sample templates of the CSS forms
and web link for the electronic version.
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The population considered in this survey was the total accomplished forms (both electronic and
printed copies) from January to June 2023. All printed forms were encoded to the Google form link
provided for consolidation and validation. For generation of reports, PITAHC has developed a software
database to ensure reliability and consistency of the CSS.

Sampling was not done due to the small number of respondents as recommended under the
IATF AO No. 25 guidelines on sampling. After which, the data collected were subject to descriptive
analysis and interpretation using the adopted Service Quality Dimension and the Five (5)-point Likert
Scale adjectival scale.

V. Scope and Limitation of the Survey

The survey involved the following services being offered by PITAHC per division covering
January to December 2023, as follows:

No. PITAHC Division Services/Products Offered
1 Research and Development | Request for Information regarding T&CM
Research/es
2 Request for Funding of T&CM Research/es

3 Standards and Accreditation | Initial Application for Certification
(Filipino/Non-Filipino)

4 Renewal of Application for Certification
(Filipino/Non-Filipino)

5 Initial Application for Accreditation (Clinics,
Training Centers & TAHC Organization)

6 Renewal of Application for Accreditation (Clinics,
Training Centers & TAHC Organization)

7 Social Advocacy and Request for Training on Acupressure, Tuina

Training Massage, Basic & Advance Acupuncture
8 Request for Training on Acupressure, Tuina

Massage, Basic & Advance Acupuncture
(PITAHC Initiated Seminars and Training)

9 Request for Seminar Orientation on the proper
use of medicinal plants using the book
“Patnubay sa paggamit ng Halamang Gamot";
seminar orientation on Traditional and
Complementary Medicines Practices; Tuina
Massage, Basic & Advance Acupuncture

10 Request for Seminar Orientation on the proper
use of medicinal plants using the book
“Patnubay sa paggamit ng Halamang Gamot";
seminar orientation on Traditional and
Complementary Medicines Practices; Tuina
Massage, Basic & Advance Acupuncture
(PITAHC Initiated Seminars and Training)

11 Management Services Sales and Marketing of PITAHC Published
Books and products (Herbal Soap and
medicines)

1SO & GAD related matters

12 Finance Division Accounting, Auditing, and other concerns from
clients

13 Administrative Division Hiring of New Employee
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Procedure for
complaints/recommendations/inquiries/suggest
ions

13

Herbal Processing Plants

Request for Training on Acupressure, Tuina
Massage, Basic & Advance Acupuncture

Request for Seminar Orientation on the proper
use of medicinal plants using the book
“Patnubay sa Paggamit ng Halamang Gamot”;
seminar orientation on Traditional and
Complementary Medicines Practices; Tuina
Massage, Basic & Advance Acupuncture

Request for Bioassay Services (Consultation for
research protocol, research design)

Sales and Marketing of PITAHC Published
Books and products (Herbal Soap, IEC
Material, and medicines)

Training evaluation for training provided by PITAHC was not included in this survey since it
has different parameters. This survey includes the measurement on PITAHC's action on the request

for training on TAHC.

VI. Results, Data Analysis and Conclusion

The data generated from the administered survey instrument were collated, tabulated and

subjected to appropriate statistical analysis.

Respondent’s Demographic

A total of nine hundred fourteen (914) respondents served by PITAHC different divisions from
January to December 2023 have submitted PITAHC CSS forms in the database. There were no age
groups included in the survey forms; only the sex and profession were reflected to characterize and

segment the respondents.

Number of Respondents: by Sex

582 (64%)

EE Mae B Femaie
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Based on the data collected, sixty-four percent (64%) of the clients served by PITAHC were
females and thirty-six (36%) percent were males.

Number of Respondents: by Type of Client

<>

B Researcher EEEEE Pracltioner MM Studen! BN Buyer
BN Service Provider / Supplier EElll PITAHC Empioyee HEEEE Others

For professional identification of the respondents, the CSS forms have pre-listed the possible
clients that PITAHC will be serving. Among the 320 respondents or thirty-five percent (35%) were
buyers, followed by “Others” with 199 (22%) respondents (they are the respondents identified
themselves as DOH staff, government employees, visitors, members of the press or media partners),
next was by students in total of 194 (21%), the practitioners with 147(16%) and service
provider/supplier with 30 (3%) of the total number of respondents.

Measurement of Service Quality Dimension (SQD) or Criteria

For 2023, the PITAHC adopted the eight (8) Service Quality Dimensions (SQDs) or criteria to
measure the client’s experience in availing PITAHC's services. However, the analysis of the result “by
service” (as suggested by the IATF AO No. 25) is not yet possible since the number of accomplished
still not enough to have significant result per service provided. This year's survey will only provide the
number of respondents per “Service Provided”.

After the data collection, validation and analysis, herein the results of PITAHC Client
Satisfaction Survey covering January to December 2023:

By Transacting Division
Based on the data gathered, the most number of respondents from January to December 2023

for this survey was from the Davao Herbal Processing Plant (DHPP) with 516 (56%) respondents out
of the 914 total respondents. It was then followed by 83 (9%) of the respondents from Tacloban HPP,
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then 77 respondents from the Standards & Accreditation Division. The MSD managed to collect
responses from its 65 clients.

Number of Respondents: Transacting Office
B Transacting Office

Research and Development Division I 10 [1%)

Standarts anc Accreditation Division - T7 (8%)
Sol Advecacy and Training Division - 58 (6%)
Fiionoh DMsieh . 3 (3%)
Management Services Division (3ales end Marketing) - 65 (7%)
Admiisasie Dvision l 10(1%)
Herbal Frocassing Piant (Cagayan Valay) - 5(5%)
Herbai Processing Plant (Tacioban) - 83 (9%)

Bk and Awatds Cominities I 13 (1%)

] 100 00 300 100 500 800

While the Social Advocacy & Training Division with 56 respondents, Cagayan Valley HPP with
51 respondents. There were only 31 respondents from the Finance Division, 13 from the Bids and
Award Committee, 10 from Research and Development Division, and the Administrative Division.
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RESULTS PER DIVISIONS:

Research and Development Division (R&DD)

This division provides clients with information about TAHC research and attends to requests
for funding of TAHC studies as well as provision of TAHC information. A total of ten (10) respondents
were collected for this division, the result as follows:

PITAHC Average Rating: By SQD

Resporsiveniess Retiubiy Acvess and Facikly Cornmunicabon Cost Intagrily Assurance DQutcome Ovesall
® B A/7AMC Oversil Rating [ Trassactieg Office Average Rating/SA0

The 10 respondents have appreciated the service provider by R&DD staff in all SQDs and

exceeds the PITAHC's client expectation except for the Access & Facilities wherein its does not meet
the PITAHC Overall Client Expectations. However, the rating was still under “Very Satisfactory”.

Distribution of Client's Rating
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_ While for the distribution of customer’s rating, all the respondents graded R&DD with “Very
Satisfied” for the services being provided. Only 10% of the respondents rated R&DD with
“Satisfactory”.

Number of Respondents: by Availed Service

. using of TACH Ressuichs I Regues! Tor Wiiofimation trough eFCI Fodm (£10 Stanamd Fom B Cilers

For the services availed by their clients, 7 (70%) of the respondents availed the service under
Others™ these services are responding to the different inquiries about TAHC. While 20% of the
respondents availed “Request for Information through eFOI Portal/FOI Standard Form”.

The R&DD received an impression from their respondents with an average overall score of
5.00 with an adjectival rating of “Very Satisfactory”. Most of the respondents appreciated the “great
service” and politeness of the R&D staff who rendered their service. However, due to the limited
number of respondents, the result does not reflect the true picture of the client's perception.

Standards and Accreditation Division (S&AD)

This division provides services on the processing of their certification for practitioners and
centers for Filipino and Non-Filipino clients. A total of seventy-seven (77) respondents were collected
for this division, the result as follows:
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PITAHC Average Rating: By SQD

496 496

: I
Cutsome Ovoratl

The respondents have appreciated the services provided in all SQDs by the S&AD staff on the
different processes under this division. However, these rating for their SQDs have not met the
PITAHC's Client Expectations but still the S&AD still rated “Very Satisfied” by the respondents.
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In terms of distribution of customer’s rating, 88% to 95 % of their respondents graded S&AD
with “Very Satisfied” for the services being provided. While the 6% to 10% respondents rated S&AD
with “Satisfied”, there were 1% of each SQDs rated S&AD with “Neither satisfied nor satisfied™.
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Number of Respondents: by Availed Service

N ComisERTECOMMendalon nounes sup0esions I NO8 ADTICALSN I Ceacyion I Rencwal 0 ADOICanon for CENmncaen
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The S&AD received most number of service for “Initial Application for Certification “with 48%
of their respondents, followed by the “Renewal of Application for Certification “with 35%, “Initial
Application for Accreditation with 8%, 5% for “Renewal of Application for Accreditation, and 3%
clients availed “Others” services offered by S&AD.

The S&A Division received an overall impression from their respondents of an average score
of 4.87 with an adjectival rating of “Very Satisfactory”. Most of the respondents appreciated the
helpfulness, responsiveness, communication, integrity, and assurance of the S&AD staff on the
different processes.

Social Advocacy and Training Division (SA&TD)

This division provides services on the requests for training on Acupressure, Tuina Massage,
Basic & Advance Acupuncture. Also, the SA&TD cater to requests for Seminar Orientation on the
proper use of medicinal plants using the PITAHC Published books. A total of fifty-eight (58)
respondents were collected for this division, the result as follows:
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PITAHC Average Rating: By SQD
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The respondents have appreciated the services provided in all SQDs by the SA&TD staff on
the different processes under this division. However, these ratings for their SQDs have not met the
PITAHC’s Client Expectations but still the S&AD still rated “Very Satisfied” by the respondents.

Distribution of Client's Rating
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While for the distribution of customer’s rating, 74% to 90% of their respondents graded S&AD
with “Very Satisfied” for the services being provided. While the 9% to 22% respondents rated S&AD
with “Satisfied”, there were 2% to 7%of each SQDs rated S&AD with “Neither satisfied nor satisfied”.

The S&AD received most number of service from “Initial Application for Certification with 48%
of their respondents, followed by the “Renewal of Application for Certification with 35%, “Initial
Application for Accreditation with 8%, 5% for “Renewal of Application for Accreditation, and 3%
clients availed “Others” services offered by S&AD.
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The SA&TD Division received an overall impression from their fifty-eight (58) respondents of
an average score of 4.81 with an adjectival rating of “Very Satisfactory”. With the high rating received
the SA&TD should still look for ways to delight its clients to meet the PITAHC overall client’s

expectations.

Management Services Division (MSD)

This division provides services on the sales and marketing of PITAHC Published Books and
products. Also, the MSD attends ISO and GAD related matters. A total of sixty-five (66) respondents
were collected for this division, the result as follows:

PITAHC Average Rating: By SGD
5.00

455

487 497 497 497 497 4.97 4.97 497 497
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The respondents have appreciated the service provided by MSD staff in all SQD giving them
an average score of 4.83 with an adjectival value of “Very Satisfied”. However, it does not meet the
PITAHC Client’s Expectation specifically in SQD Cost and Access and Facilities.

Distributien of Client's Rating
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While for the distribution of customer’s rating, it was found out that their lowest rating came
from the SQDs: Cost with 3% each of their respondents graded MSD with “Neither Satisfied nor
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Dissatisfied” which is below the average PITAHC overall client’s impression. While 79% to 89% of the
respondents rated MSD with “5” or "Very Satisfied.

Number of Respondents: by Availod Servica
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The MSD received most service from its buyer of PITAHC published books and herbal products
from their Sales and Marketing Staff.

The MSD Division received an overall impression from their respondents of an average score
of 4.83 with an adjectival rating of “Very Satisfactory”. With the high rating received the SA&TD should
still look for ways to delight its clients to meet the PITAHC overall client’s expectations.

Finance Division
This division provides accounting, audit and other financial transactions of PITAHC. A total of

thirty-one (31) respondents were collected for this division, the result as follows:
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PITAHC Average Rating: By QD
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_The respondents have appreciated the service provided by Finance Division staff in all
dimensions by giving them a “Very Satisfied’ rating. From being responsive, fair, honest, competent
and timeliness of providing services to their clients.

Distribution of Client's Rating
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While for the distribution of customer's rating, it was found out that all respondents graded
FD with “Very Satisfied” which exceeded the PITAHC overall client’s impression.

The respondents have appreciated the services provided by the Finance staff and rated this
division with “Very Satisfied” in all service quality dimensions. The Finance Division received an overall
impression from their respondents of an average score of 5.00 with an adjectival rating of “Very
Satisfactory”. Given the small number of respondents, it is early to conclude that these results
represent the true picture of the services they can provide to the public.
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Administrative Division
For this survey from January to December 2023, only ten (10) respondents as reflected in the
data base for Administrative Division, the results are as follows:

PITAHC Average Rating: By SQD

4.98

Responshveress Reliatity Access and Facilty Communicalion Cost Irtbegrity Assutancy Oulcorme
B 7172HC Overal Rateg [ Trénsacting Office Averags RatnyySQD

The respondents have appreciated all the criteria or SQDs: from the responsiveness, quality,
access & facilities, integrity, communication and assurance of the Administrative staff while providing
the services they availed.

Distribution of Client's Rating
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While for the distribution of customer’s rating, it was found out all of their respondents graded
AD with “Very Satisfied” which exceeded the average PITAHC overall client’s impression.

The Administrative Division received an overall impression from their respondents of an
average score of 5.00 with an adjectival rating of “Very Satisfactory”. Given the small number of
respondents, it is premature to conclude that these results represent the true picture of the services
they can provide to the public.
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Herbal Processing Plants (HPPs)

The PITAHC also has other functions, such as production of herbal medicines to support its
operations and assist the government in its effort of increasing access to medicines. In this survey,
the three (3) HPPs namely Cagayan, Davao and Tacloban HPPs have also submitted their CSS
accomplished forms, the result as follows:

Cagayan Valley Herbal Processing Plants (CVHPP)
For this survey from January to December 2023, fifty-one (51) respondents as reflected in the
database for CVHPP, the results are as follows:

PITAHC Average Rating: By SQD
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The respondents have appreciated the service provided by CVHPP staff in SQDs
Responsiveness. While other dimensions such as Access & Facilities, Cost, Integrity and Assurance
were below the PITAHC's Client Expectation but still under the rating "Very Satisfied".

Distribution of Client's Rating
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In terms of the distribution of clients rating, it was found out that their lowest rating came
from the SQDs: Access & Facilities and Reliability from 2% of their respondents. While 82 % to 91%
of their respondents rated CVHPP with “Very Satisfied”.

The Cagayan Valley Herbal Processing Plant received an overall impression from their
respondents of an average score of 4.89 with an adjectival rating of “Very Satisfactory”. The
respondents have appreciated the services provided to them by CVHPPs staff by meeting the expected
SQD as to professionalism, responsiveness, competence and courteousness.

Tacloban Herbal Processing Plants (THPPs)
The Tacloban HPP received eight-three (83) accomplished CSS Forms from January to

December 2023, the results are as follows:
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PITAHC Average Rating: By SQD

497 497 497 497
500
498
cost nagrty

497
REsponsiveness Red@abiety ALCOSS 8nd Fasity Communicition
[ F7AHC Oversi Rasing [N Transactiog Offce Averape Ratng/'SQ0

460
AESURNCE

The respondents have rated THPP in SQD Responsiveness that exceeded the PITAHC's Client
Expectation rate. Other SQDs: from the quality, access & facilities, integrity, communication fmd
assurance were beyond the threshold. However, it is still under the THPP with “Very Satisfied” rating.

Distribution of Client's Rating
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While for the distribution of customer’s rating, it was found out that most of (96%)their
respondents rated THPP with "5 in all SQDs. While the 4% rated them with “Satisfied”.
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The Tacloban Herbal Processing Plant received an overall impression from their respondents
of an average score of 4.95 with an adjectival rating of "Very Satisfactory”.

Davao Herbal Processing Plants (THPPs)
The Davao HPP received five hundred sixteen (516) accomplished CSS Forms from January to
December 2023, the results are as follows:

PITAHC Average Rating: By $QD
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Having the most number of respondents, the DHPP was rated in all criteria or SQDs: from the
responsiveness, quality, access & facilities, integrity, and assurance with a rating above the PITAHC
Overall rating with “Very Satisfied” value.
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While for the distribution of customer’s rating, it was found out that most of (99-100%%)
their respondents rated DHPP with *5 or Very Satisfied” in all SQDs. While 1-4% of the respondents
rated DHPP with “Satisfied” in Reliability and Access & Facilities.

The Davao Herbal Processing Plant received an overall impression from their respondents of
an average score of 4.98 with an adjectival rating of “Very Satisfactory”.
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Comments, Suggestions and Commendations

The respondent’s remarkable comments, suggestions and commendations gathered in
the survey were enumerated below to know and appreciate the good practices that satisfied and
delighted the clients.

PITAHC Division Comments, Suggestionsand
- Commendations
Research and Development They‘ré nice and accbmm"odating

1 am happy with the assistance I have
received so far. No further comments

The whole internship experience was very
memorable and insightful for me as a
pharmacy intern.

Standards and Accreditation Very accommodating and pleasant.

Ms. Pia is very accommodating.

Mr. James is very accommodating

Social Advocacy & Training Division To our last speaker, thank you for the
support to CHD 4A advocacy. Video
presentation is a big help to better
understand the program, and we want to
suggest that make the lecture livelier after
the vid presentation.

Thank you so much Ms. Kristine for the very
informative and productive training. We
learned a lot and we are looking forward to
the next training that we were planning.

Management Services Division Thank you for the freebies
Fast online transaction
Finance Division The accounting office and its staff are very

reliable and competent. The checklist of

requirements they prepared really helped

me a lot in ensuring a smooth flow of

transactions with them. Good job!

Administrative Division Keep up the good work.

Cagayan Valley Herbal Processing Plant Thank you for responding to all of my

questions. 1 appreciate the time you

allotted to answer me.

Tacloban Herbal Processing Plant Very Satisfied. Keep up the good work
Davao Herbal Processing Plant The lecture on traditional medicine is

indeed very helpful to us RSCC staff.

They have delivered it as promised.

The whole internship experience was very

memorable and insightful for me as a

pharmacy intern.
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Overall Agency Citizen/Client Satisfaction Score

A total of nine hundred fourteen (914) respondents served by PITAHC different divisions from
January to December 2023 have submitted PITAHC CSS forms in the database.

PITAHC Average Rating: By SQD
5.0

" 4.95 4.95 485 4.85 4.86 4.85 4.95 4.95
[
‘
180
Aasurance Ouicoms Overall

Respongivineis Ralabdkty Azeazs and Facily Commurication Cost Intagrity

-
b

3

2
=

B FTAHC Oversi Rotng IR PITAHC Average Ratng/SQD
The PITAHC received an overall impression from their respondents (clients served) of an
average score of 4.95 with adjectival rating of “Very Satisfactory”. The client's expectations in terms
of responsiveness, professionalism, competence, integrity, communication and quality of services
being offered to PITAHC staff from January to December 2023.

VII. Conclusion/Recommendations

With the result for the PITAHC Client Satisfaction Survey, it is hereby recommended the
following:

e A total of nine hundred fourteen (914) respondents served by PITAHC different divisions from
January to December 2023 have submitted PITAHC CSS forms in the database.

e PITAHC was rated by its clients with “Very Satisfactory” for the services provided with an
improvement from FY 2022 (4.94 to 4.95)

e While celebrating the overall success, it is crucial to address specific areas where PITAHC fell
below client thresholds in service quality dimensions, particularly in Access & Facilities,
Reliability, and Cost:

o Enhance accessibility and facilities to meet or exceed client expectations. Consider
investing in infrastructure improvements and optimizing the layout to ensure a more
comfortable and efficient experience for clients.

o Strengthen protocols and procedures to enhance the reliability of services. This may
involve regular maintenance, rigorous quality checks, and continuous staff training to
ensure consistent and dependable service delivery.

o Evaluate the cost structure and explore opportunities for cost optimization without
compromising service quality. This could involve negotiating better deals with
suppliers, streamlining internal processes, or identifying areas for potential cost
savings.

e Continuous Improvement Initiatives:
o Implementing a robust Continuous Improvement Plan can contribute significantly to
addressing the identified areas for improvement. This plan should include:

Page 20 of 27



o Regular client feedback sessions to stay attuned to evolving needs and expectations.
o Ongoing staff training programs to enhance skills and adaptability.
o Periodic reviews of infrastructure and facilities to identify and address potential
shortcomings.
e Encourage all staff to be keen in asking clients to accomplish the CSS forms.

Prepared by:

MICHAEL B,
Pharmaci

U&E@){, RPh, CPS, MBAH

Recommending Approval:

b, O ia i{:
FROILAINNE A. DELA CRUZ, MD, FPOGS, MPH
Planning Officer V
Management Services Division

Approyed by:

ATTY H N. ALMENE
Chair
Anti-Red Tape Committee

Noted by:

@{4&_% )
DR. ANNABELLE PABION% DE GUZMAN, FPAFP, MHA, MA Med (UK), CESE

Director General
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ANNEX A
PITAHC Client Satisfaction Survey (CSS) Form
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ANNEX B
PITAHC Client Satisfaction Survey (CSS)
Google Form

CLIENT SATISFACTION SURVEY

Repubiic of the Philippines
Department of Health

Philigaine Institute of Traditlonal and Alteinative
Heslth Care

We would be grateful if you could spate @ few minutes t¢ complete this Customer
Satisfaction Questionnalie. Help us ensure thal our standard ol customet care excesds
expeciations whenever possible.

= Zs
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& A
& e
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CLIENT SATISFACTION SURVEY

*Required

Date Accomplished

dd/mmiyyy B

Name (Optional)

Your naver

) Femule
O wale

lama*
(O nasearcher
() Practitioner

O student

Link:

httos://docs.google.com/forms/d/e/1FAIpQLSNLz OxQiTayPabwA-

vGih8ozsW1 aCWkavSthpSziQS-Bquviewform?vc=0&c=0&w=1 &fir=0
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ANNEX C
PITAHC CLIENT SATISFACTION SURVEY (CSS)
FY 2023

UPDATES and ACTION PLAN for FY 2023

With the result from the 2022 PITAHC Client Satisfaction Survey (CSS), the recommendations were
presented during the PITAHC Management Review. Herein the updates on PITAHC Action Plan for

FY 2023:
ltem CSS FY 2023 Recommendations PITAHC ActionsTaken
No_ | ] ! sl i
1 The results per division per service | CSS results and recommendation were

quality dimension may be used as
reference to assess what key
competencies to provide to PITAHC
staff for improvement.

discussed during the PITAHC Management
Review

2 PITAHC may include the SQD on
“Cost” for its products being offered
toits clients.

Already included as part of the SQDs in the
CSM. It was agreed during the Management
Review that there were services of PITAHC that
does not apply the “Cost”, client may not require
to have their rating under this SQDs and place
“N/A” instead.

3 For Access and Facilities of Central
Office and HPPs

In the PITAHC CO, area for clients were
provided with electric fan and free water and
coffee

For look possible improvement of the client’s
waiting areas and possible posting of signage
showing directions or way to PITAHC

5 Staff should be keen or aggressive in
encouraging clients (both internal
and external) to accomplish the
approved PITAHC CSS forms. For
telephone, electronic mail or social
media queries or service given, all
staff should rigorously ask their
clients to accomplish the electronic
forms by sending the Google Form
Link. It is also recommended to have
a dedicated computer in the lobby
area of the Office, so that clients may
have options.

The PITAHC Management Committee have
assigned one (1) staff per division as CSM point
person.
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ANNEX D
Legend and Metric Used in the Interpretation of Results

PITAHC will still be using the Five (5)-point Likert Scale to measure the perception of
PITAHC's clients on the services provided.

- Very ~ Dissatisfied Neither Satisfied e
dissatisfied satisfied nor : S
dissatisfied i b

Simple average of the questions was used to get the Overall score. The interpretation of the
results are as follows:

Scale Average _____Rating
1 1.00-1.49 Very dissatisfied
2 1.50 - 2.49 Dissatisfied
3 2.50 - 3.49 Neither satisfied nor dissatisfied
4 3.50 - 4.49 Satisfied
5 4.50 - 5.00 Very Satisfied
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ANNEX E

Breakdown of the Result per Service Quality Dimension

| ‘ Neither M i G
 Criteria overy | | satisfied | S | pissatisfied | iy
|  dissatisfied
Reéponsiveﬁess 883 29 1 0 1 rd 914
Reliability 854 54 5 0 1 914 4,93
Access and 828 75 10 0 1 914 4.89
Facility
Communication 872 39 2 0 1 914 4.95
Cost 853 50 10 0 1 914 4,92
Integrity 873 37 3 0 1 914 4.95
Assurance 869 40 4 0 1 914 4.94
Outcome 867 43 3 0 1 914 4.94
Overall 871 39 3 0 1 914 4.95
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ANNEX F
Number of Respondents per Service Availed

Availed Services Numberof | Overa
Respondents |  Rating
Complaints/recommendations/inquiries/suggestions 2
Funding of T&CM Research/es 1
Information Regarding T&CM Research/es 1
Initial Application for Certification 37
Renewal of Application for Certification 28
Initial Application for Accreditation 6
Renewal of Application for Accreditation 4
Request for Training on Acupressure, Tuina Massage, i1
Basic & Advance Acupuncture
Request for Training on Acupressure, Tuina Massage, 8 4.75
Basic & Advance Acupuncture (PITAHC)
Request for Seminar Orientation on the use of medicinal 74 4.99

plants; orientation on T&CM Practices; Tuina Massage,
Basic & Advance Acupuncture
Request for Seminar Orientation on the use of medicinal 16 4.88
plants; orientation on T&CM Practices; Tuina Massage,
Basic & Advance Acupuncture (PITAHC)

Sales and Marketing of PITAHC Published Books and 245 4.96
herbal products
ISO & GAD related matters 3 5.00
Accounting, Auditing, and other concerns 2 5.00
Procurement of Infrastructures 10 5.00
Procurement of Consulting Services 2 5.00
Payment for Purchase of Goods/Services under Shopping 23 5.00
Payment for Research Project 4 5.00
Payment for Honorarium 1 5.00
Pharmacy Internship 86 5.00
Technical Assistance 30 4,87
Payment for Service Provider 7 4.71
Sales and Marketing of PITAHC Products (Walk-in) 40 4.98
Request for Bioassay Services (Consultation for research 7 5.00
protocol, research design)
Request for Bioassay Services (Conduct of Bioassay tests) 6 4.67
Sales and Marketing of PITAHC Products (Bulk Order) 82 5.00
Request for Information through eFOI Portal / FIO 2 5.00
Standard Form
Others 176 4.94
Total 914
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