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L. OVERVIEW

Republic Act No. 11032, otherwise known as the “Ease of Doing Business and
Efficient Government Service Delivery Act of 2018,” aims to streamline existing
systems and procedures in government services to enhance efficiency, improve
competitiveness, and promote ease of doing business in the Philippines. All
government agencies are mandated to implement this law and its Implementing Rules
and Regulations (IRR), and to continuously monitor and ensure compliance with the
national policy on anti-red tape and efficient public service delivery.

In line with this, all internal and external services reflected in the Metropolitan
Naga Water District (MNWD) Citizen’s Charter (CC) shall be evaluated using the Anti-
Red Tape Authority’s (ARTA) Client Satisfaction Measurement (CSM) framework. The
adopted questionnaire utilizes a five-point Likert scale and includes items assessing
client awareness of the Citizen’s Charter, as well as eight (8) Service Quality
Dimensions (SQDs). The format of the survey instrument is based on ARTA
Memorandum Circular No. 2022-05.

On July 26, 2023, through Office Order No. PRR2023-02-017, the Metropolitan
Naga Water District formally adopted the Client Satisfaction Measurement (CSM)
Survey to monitor the quality and status of services provided to its stakeholders. This
initiative is intended to assess whether client needs are adequately met and whether
concerns are addressed and resolved in a timely manner.

To further strengthen compliance, the Office reconstituted its Committee on
Anti-Red Tape through Office Order No. MNWD-COM?2025-02-005 dated February 25,
2025. The designated process owner is responsible for continuously tracking all service
requests received and completed within the year, supported by the real-time
administration of the CSM Survey.

Furthermore, each division is required to submit monthly reports generated
from survey results, which shall be integrated into their periodic planning and
performance review processes. The CSM Report also serves as a tool to verify
compliance with other ARTA issuances, including the submission of Zero Backlog
Reports, observance of the No Noon Break Policy, adherence to the Anti-Fixer and No
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Contact Policy, participation in the Bilis Aksyon Partner (BAP) Program, and the
establishment of a Public Assistance and Complaints Desk (PACD).

II. SCOPE.

The Client Satisfaction Measurement (CSM) Survey was conducted throughout
the year using the standard harmonized CSM questionnaire. The survey covered
clients who visited MNWD offices as well as those who availed of in-house services.
All respondents were duly informed of the survey’s objectives and the applicable data
privacy provisions prior to participation.

The survey instrument included key components aligned with the MNWD's
Citizen’s Charter (CC), specifically assessing three (3) indicators: awareness, visibility,
and helpfulness. It also measured overall client satisfaction through one (1) general
satisfaction question, and evaluated eight (8) Service Quality Dimensions (SQD),
namely: responsiveness, reliability, access and facilities, communication, cost,
integrity, assurance, and outcome.

For Calendar Year (CY) 2025, the scope of the survey covered a total of 677,643
recorded transactions. A total of 2,235 respondents participated in the survey for both
internal and external services, representing 34.57% of the required minimum sample
size of 6,302 respondents. These respondents were drawn from 62,087 active service
connections and represented a broad age range, from below 20 years old to above 65
years old, within the MNWD service areas, including Naga City and the
municipalities of Camaligan, Canaman, Magarao, and Gainza.

The survey encompassed thirty (30) services, consisting of twenty-eight (28)
external services and two (2) internal services.

30 TOTAL SERVICES

4

M Internal External

Figure 1. Total No. of Service
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In terms of Citizen's Charter (CC) Citizen’s Score
performance, MNWD obtained the following Charter
ratings: CC Awareness at 80.77 %, CC Visibility at CC Awareness: 80.77%
67.0?tA>, ar;d CtC ielffulgiss aic‘ 751.34 %. Thelie CC Visibility: 67.00%
results indicate that while clients generally

CC Helpfulness: 78.34%

recognize and find the Citizen’s Charter helpful, R P Rato: 34.57%
there is still room for improvement in its OespoESSe = 92.890/0
visibility within service areas. verar oeore =

Table 1. Citizen’s Charter Rating

The survey achieved a response rate of 34.57% of the required minimum
respondents, reflecting partial attainment of the target sample size due to operational
and client-related constraints.

Overall, MNWD obtained an Overall Satisfaction Rating of 92.89%, which is
interpreted as Very Satisfactory. This represents a strong performance in service
delivery and indicates a significant level of client approval of MNWD’s services.

CITIZEN'S CHARTER REPORT RESPONSES | PERCENTAGE

CC1. WHICH OF THE FOLLOWING DESCRIBES OUR AWARENES OF THE CC?

1. I know what a CC is and I saw this office's CC. 717 32.06%
2. I know what a CC is but I did not see this office's CC. 514 23.00%
3. I'learned of the CC only when I saw this office's CC. 575 25.71%
4. 1 do not know what a CC is and I did not see this office's CC. 430 19.23%

CC2. IF AWARE OF CC, WOULD YOU SAY THAT THE CC OF THIS OFFICE WAS..?

1 Easy to see 693 31.00%
2. Somewhat easy to see 805 36.00%
3. Difficult to see 402 18.00%
4. Not visible at all 335 15.00%

CC3.IF AWARE OF CC, HOW MUCH DID THE CC HELP YOU IN YOUR TRANSACTION?

1. Helped very much 730 32.66%
2. Somewhat helped 1021 45.68%
3. Did not help 484 21.66%

Table 2. Citizen’s Charter Tally of Reponses
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Total No. of No. of Min. No. Of
NO SERVICE EXTERNAL | INTERNAL| Transactions | Respondents | Respondent
FINANCE DEPARTMENT
1 | PAYMENT OF WATER BILL (OFFICE) X 281,005 398 383
2 | PAYMENT OF WATER BILL (MOBILE) X -
3 | PAYMENT OF WATER BILL (ONLINE) X 342,957 383
4 PAYMENT OF WATER BILL (BANK X 2108 395
TRANSFER/DEPOSIT/LDDAP)
5| COLLECTION OF OTHER PAYMENTS X 7,416 51 365
6 | DISBURSEMENT OF APPROVED CHECKS X 2,291 175 329
PROCESSING OF DISBURSEMENT VOUCHER
7 X 366 10 187

(PAYMENT TO SUPPLIER)

COMMERCIAL SERVICES DEPARTMENT

8 [ NEW WATER SERVICE CONNECTION APPLICATION X 1,981 195 321

9 REOPENING OF WATER SERVICE CONNECTION X 6313 87 362
WITHIN TWO (2) DAYS — SAME METER ’

RECONNECTION OF DISCONNECTED WATER SERVICE
10 CONNECTION AFTER TWO (2) DAYS TO SIXTY (60) X 1,640 101 311
RECONNECTION OF WATER SERVICE CONNECTION
1 DISCONNECTED FOR MORE THAN SIXTY (60) DAYS X 923 113 271
12 DISCONNECTION OF WATER SERVICE CONNECTION X 286 72 164
UPON REQUEST
13| SENIOR CITIZEN’S DISCOUNT APPLICATION. 618 77 237
14| PERSON’S WITH DISABILITY DISCOUNT APPLICATION 26 6 24

X
X
15[ CHANGE OF REGISTRATION APPLICATION X 500 49 217
X
X
X

16| INSPECTION/ VERIFICATION OF REPORTED ILLEGAL C( 501 217
17| NOTICE OF ADJUSTED BILLING 322 175

METER READERS’ FIELD FINDINGS, REQUEST FOR

18 2,913 339
REPAIR & OTHER WATER SERVICE RELATED
19| CUSTOMER COMPLAINT/REQUEST/QUERIES X 9,114 144 368
20| METER TEST X 8,924 90 368
21| RETAPPING OF WATER SERVICE CONNECTION X 170 68 118
ADMINISTRATIVE SERVICES DEPARTMENT
22| WATER SALES TO PRIVATE WATER LORRY X 389 389 193
23| SALES OF BIDDING DOCUMENTS X 27 27 25
24| WATER METER TESTING / CERTIFICATION X 13 13 12
PRODUCTION DEPARTMENT

25| BACTERIOLOGICAL ANALYSIS X 288 12 164
26| BACTERIOLOGICAL ANALYSIS X 6,059 45 361
27| PHYSICAL AND CHEMICAL ANALYSIS X 447 45 206
28| WATER SERVICE EXTENSION TO A SUBDIVISION X 3 2
29| TREE GROWING X 33 68 30
30| SPEAKING ENGAGEMENT X 10 9

TOTAL 677,643 2,235 6,466

Table 3. List of Services

Out of the thirty (30) services, one (1) service — Payment of Water Bill (Mobile
Collection)—had no clients due to its temporary suspension caused by vehicle
unavailability, limited manpower, and the shift to online payments.
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"Moreover, a total of eight (8) services recorded zero survey respondents across
the Finance Department, Commercial Services Department, and Engineering and
Environment Department. This may be attributed to several factors. Some of these
services likely had very low or infrequent transactions during the survey period,
limiting opportunities to gather feedback. In other cases, although transactions may
have occurred, surveys may not have been consistently administered due to
manpower constraints or operational limitations. For technical or field-based services,
such as inspections or external activities, clients may not have been readily available or
present to respond to surveys after service delivery. Additionally, the absence of
alternative survey methods (e.g., online or SMS-based feedback tools) may have
contributed to the zero turnout in these areas.

Overall, only 34.57% of the required respondents were achieved, influenced by
the growing use of online services, suspended operations, manpower constraints, and
limited client participation during service delivery.

Despite these gaps, the survey still captured diverse client feedback and showed
a Very Satisfactory Overall Satisfaction Rate of 92.89%, higher than CY2024’s 87.34%.
The results will guide continuous service improvement and enhancement of client
engagement strategies.

.  METHODOLOGY.

Client Satisfaction Measurement Survey (CSMS) is a questionnaire type
through pen and paper survey distributed thru (1) Walk-in clients at the main office
and (2) Plumbers during field work and collected at the end of transaction. The
questionnaire used has been adopted showing 5-pt likert scale with questions
pertaining to knowledge in CC and 8 service quality dimensions (SQD), and the
format was adopted thru ARTA in MC No. 2022-05.

Percentage Rating

Below 60% Poor
60.0%-79.9% Fair
80.0%-89.9% Satisfactory
90.0%-94.9% Very Satisfactory
95.0%-100% Outstanding

Table 4. Rating Scale

The accomplished CSMS forms are collected, tabulated and processed. The
data are analyzed and interpreted through descriptive statistics and the results are

6|Page



Client Satisfaction Measurement Report FY2025
15 Edition

presented through a written report. The report is then used as basis for improvement

of the current services being offered by the district.

6 Republic of the Philippines
METROPOLITAN NAGA WATER DISTRICT
APNAAAN 40 J. Wiranda Avenue, Concepcion Pequefia, Naga City

HELP US SERVE YOU BETTER!

This Client Satisfaction Measurement (CSM} tracks the customer experience of govermment offices. Your
feedback on your recently condluded transaction will help this office provide a better service. Personal information
shared will be kept confidential and you always have the option to not answer this form.
Client type: (1 Citizen [ Business  Date: Sex: 0 Male [0 Female Age: _
[0 Government {(Employee or another agency)
Address:

Service Availed: — lIssuance of Service Record, Certfficate of Employment & Other Personnel Records
Olssuance of Supplies and Materials O Leave/CTO Application CI0ther Services (Please Select af the back

INSTRUCTIONS: Check mark { + ) your answer to the CITIZEN'S CHARTER {CC} questions. The CITIZEN'S
CHARTER {CC} is an official document that reflects the services of a government agencyfoffice including its
requirements, fees, and processing times among others.
€C1 Which of the following best describes your awareness of a CC?

1. I know what a CC is and | saw this office’s CC.

2. | know what a CC is but | did NOT see this office’s CC

[3. | leamed of the CC anly when | saw this office’s CC.

4. | do not know what a CC is and | did not see one in this office. (Answer 'N/A' on CC2 and €C3)
CC2 I aware of CC (answered 1-3 in CC1), would you say that the CC of this office was?

1. Easy to see 3. Difficult to see s N/A

O 2. Somewhat easy 10 see 4. Not visible at all
CC3  If aware of CC (answered cades 1-3 in CC1}, how much did the CC help you in your transaction?

1. Helped very much 2. Somewhat helped 13. Did not help 4. Nf&

INSTRUCTIONS:
For SQD 0-8, please put a check mark [+ ) on the column that best corresponds to your answer

@ @ i

Strongly Neither Agree | Disagroe | Stondly | =
Aqgree Agres aersa’;;Eee . Disagree

[SGD0. | am satisfied with the service that | availed

[5GD1. | spent a reasonable amount of time for my transaction.
SQD2. The office followed the transaction's requirements and
steps based on on the information provided.

SQD3. The steps (including payment) | needed to do for my
transaction were easy and simple.

SQD4. | easly found information about my transaction from the
office or its website.

SQDS5. | paid a reasonable amount of fiess for my transaction.

SQD8. | feel the office was fair to everyane or "walang
palakasan’, during my transaction

SQDT. | was treated courteously by the saff, and (if asked for
help) the staff was helpiul.

SQD8. | got what | needed from the government office, or (if
denied) denial of request was sufficiently explained io me.

Suggestions an how we can further improve our services (optional):

Email address (optional):

THANK YOU!

SERVICE AVAILED: {Please check)

EXTERNAL SERVICES

1 PAYMENT OF WATER BILL (OFFICE)

[0 PAYMENT OF WATER BILL (MOBILE)

[1 PAYMENT OF WATER BILL (ONLINE)

1 PAYMENT OF WATER BILL (BANK TRANSFER/DEPOSIT/LDDAP)
[1COLLECTION OF OTHER PAYMENTS

[1 DISBURSEMENT OF APPRCVED CHECKS

[1 PROCESSING OF DISBURSEMENT YOUCHER (PAYMENT TO SUPPLIER)
[0 NEW WATER SERVICE CONNECTION APPLICATION

1 REOPENING CF WATER SERVICE CONNECTION WITHIN TWO (2) DAYS - SAME
METER

[0 RECONNECTION OF DISCONNECTED WATER SERVICE CONNECTION
AFTER TWO (2) DAYS TO SIXTY (50)

1 RECONNECTION OF WATER SERVICE CONNECTION DISCONNEGCTED FOR
MORE THAN SIXTY (60) DAYS

[71 DISCONNECTICN OF WATER SERVICE CONNECTION UPCN REQUEST
[ SENIOR CITIZEN'S DISCOUNT APPLICATION

[1 PERSON'S WITH DISABILITY DISCOUNT APPLICATION

[1CHANGE OF REGISTRATICN APPLICATION

[0 INSPECTION/ VERIFICATION OF REPORTED ILLEGAL CONNECTIONS
[0 NOTICE OF ADJUSTED BILLING

[ METER READERS' FIELD FINDINGS, REQUEST FOR REPAIR & OTHER WATER
SERVICE RELATED

[1CUSTOMER COMPLAINT/REQUEST/QUERIES

1 METER TEST

[0 RETAPPING OF WATER SERVICE CONNECTICN

[1WATER SALES TO PRIVATE WATER LORRY

[ SALES OF BIDDING DOCUMENTS

[ WATER METER TESTING / CERTIFICATION

[0 WATER SALES THRU LORRY TO OTHER SRAKEHOLDERS

O WATER SERVICE EXTENSION TO A SUBDIVISION

O TREE GROWING

0 SPEAKING ENGAGEMENT

INTERNAL SERVICES
[0 BACTERIOLOGICAL ANALYSIS
[ PHYSICAL AND CHEMICAL ANALYSIS

Figure 2. Client Satisfaction Measurement Survey Form

IV.  DATA INTERPRETATION.

As presented in table no. 5, a total of 2,235 respondents participated in the

survey, of which 96% were external clients and 4% were internal clients. Respondents

were classified into three (3) client types: Citizen, Business, and Government.

“Business”
“Government” pertains to

intergovernmental engagements.

transactions

refers to private entities availing of MNWD services, while

involving public agencies or

Among external clients, the Citizen category accounted for the largest
proportion, with 1,223 respondents (57.00%). This is followed by Business clients
with 579 respondents (27.00%), and Government clients with 193 respondents
(9.00%). A small portion of respondents (150 or 6.00%) did not indicate their client
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type. The predominance of Citizen respondents reflects the core function of MNWD
as a public water utility, primarily serving residential households.

For internal clients, responses were evenly distributed between Government
and No Response categories, each with 45 respondents (50.00%). This suggests that
internal transactions are largely associated with government-related processes,
although a significant portion of respondents did not specify their classification.

Overall, the distribution of respondents by client type highlights that MNWD
services are predominantly accessed by citizens, with supplementary engagement
from business entities and government institutions, consistent with its mandate as a
public water service provider.

Client Type External Internal
Citizen 1,223 | 57.00%
Business 579 27.00%

Government 193 9.00% 45 [ 50.00%

No Response 150 6.00% 45 1 50.00%

2,145 | 96.00% 90 4.00%
2,235

Total

Table 5. Client Category

The majority of respondents for both external and internal services were from
Naga City, comprising 1,297 respondents (60.47%) for external services and 32
respondents (35.56%) for internal services. This confirms that MNWD’s primary
client base is largely concentrated within its main service area.

Among the neighboring municipalities, Camaligan, Canaman, Magarao, and
Gainza contributed smaller yet notable shares of respondents. Camaligan recorded
154 (7.18%) external and 9 (10.00%) internal respondents, while Canaman accounted
for 148 (6.90%) external and 7 (7.78%) internal respondents. Magarao and Gainza
registered comparatively lower participation rates across both service categories.

Additional responses were obtained from Milaor and Pili, indicating
MNWD’s service reach extends beyond its core coverage areas. Meanwhile,
respondents who did not indicate their address comprised 108 (5.03%) of external
and 8 (8.89%) of internal responses. Entries classified under “Others” further suggest
participation from areas outside the identified municipalities.
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Overall, the data shows that while MNWD services are predominantly
utilized by residents of Naga City, there is also measurable engagement from
surrounding municipalities. As a water utility provider serving a total of 82
barangays across Naga City and nearby municipalities in Camarines Sur, the higher
proportion of respondents from Naga City is consistent with it having the largest

number of service connections, covering 27 barangays.

Address External Internal
Naga City 1,297 60.47 % 32 35.56%
Camaligan 154 7.18% 9 10.00%
Canaman 148 6.90% 7 7.78%
Magarao 124 5.78% 2 2.22%
Gainza 109 5.08% 6 6.67 %
Milaor 78 3.64% 8 8.89%
Pili 65 3.03% 9 10.00%
Re;;gnse 108 5.03% 8 8.89%
Others 62 2.89% 9 10.00%
Total 2,145 90

Table 6. Geographical Demographic

The tables present the distribution of client-respondents by age group and sex.
Results indicate that the majority of respondents belong to the 30-39 age group,
representing the largest share for both external and internal clients. This is followed
by the 40-49 age group, further highlighting that MNWD services are primarily
utilized by individuals within the working-age population.

~ Age  External Internal Equally, the smallest

19 and below | 142 | 6.62% .
proportion of respondents

= 0 0
e 247| 11.52% | 14 | 15.56% falls under the 19 years old
30-39 79| 37.11% | 41 | 4556% | S
40-49 572 | 26.67% | 9 | 10.00% e .bgt dy,t "
50-59 187 | 8.72% 6 | 6.67% | &Y Pe attnbuted to the

nature of water service

60 and above | 94 | 4.38% 13 | 14.44%
No Response | 107 [ 4.99% 7 7.78%
Total 2,145 90

Table 7. Age Demographic

transactions typically being
handled by adult household
members.

For external respondents, 796 (37.11%) were aged 30-39, followed by 572
(26.67%) aged 40-49, and 247 (11.52%) aged 20-29. Lower proportions were observed
in the 50-59 (187 or 8.72%) and 60 and above (94 or 4.38%) age groups. Meanwhile,
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142 respondents (6.62%) were aged 19 and below, and 107 (4.99%) did not indicate
their age. A similar trend is evident among internal respondents, with the 30-39 age
group comprising the highest share at 41 respondents (45.56%), followed by 20-29
(15.56%) and 60 and above (14.44%), while other age groups registered relatively
minimal participation.

Table 8. Sex Demographic

In terms of sex distribution, Gender External Internal
female respondents comprised the Male 628 | 29.28% | 29 | 32.22%
majority of participants for both Female 1,028 | 47.93% | 47 | 52.22%
external and internal services. R No 489 | 22.80% | 14 | 15.56%
Among external clients, 1,028 SSRCHLSE

Total 2,145 90

(47.93%) were female compared to
628 (29.28%) male respondents, while 489 (22.80%) did not indicate their sex. For
internal clients, 47 (52.22%) were female and 29 (32.22%) were male, with 14 (15.56 %)
non-responses.

Overall, the data indicates that MNWD services are predominantly accessed
by working-age adults, with higher participation from female respondents. This may
reflect household dynamics where women are more actively involved in managing
water service-related transactions and concerns.

ARTA has eight (8) specific service quality dimensions (SQD) to be rated by
the clients:

sQD Definition
sQD1 Responsiveness The willingness to help, assist, and provide prompt service to citizens/clients
o The provision of what is needed and what was promised, following the policy and
sQD2 Reliability . L
standards, with zero to a minimal error rate
saQD3 Access and The convenience of location, ample amenities for comfortable transactions, use of clear
Facilities signages and modes of technology
. . The act of keeping citizens and clients informed in a language they can easily understand, as

sQD4 Communication ping guag Y Y

well as listening to their feedback

The satisfaction with timeliness of the billing, billing process/es, preferred methods of
sQD5 Costs payment, reasonable payment period, value for money, the acceptable range of costs, and
qualitative information on the cost of each service

The assurance that there is honesty, justice, fairness, and trustin each service while dealing

sSQD6 Integri
Q grity with the citizens/clients
The capability of frontline staff to perform their duties, product and service knowledge,
sQb7 Assurance L . . .
understand citizen/client needs, helpfulness, and good work relationships
sQD8 Outcome The extent of achieving outcomes or realizing the intended benefits of government services

Table 9. SQD Categories
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Departmental Service Data Interpretation

SERVICE QUALITY DIMENSIONS (SQD)
NO. SERVICES 0 1 2 3A‘:ess 4 ccoms| € 7 8
Satisfaction | Responsiveness | Reliability Facilities Communication osts Integrity [Assurance| Outcome
FINANCE DEPARTMENT

1 | PAYMENT OF WATER BILL (OFFICE) 93.07 95.97 96.21 96.21 96.66 96.39 | 95.87 95.67 96.95
2 | COLLECTION OF OTHER PAYMENTS 94.18 95.24 100.00 96.21 96.66 100.00 | 100.00 | 98.67 93.20
3 | DISBURSEMENT OF APPROVED CHECKS 94.09 96.38 98.95 98.63 98.89 98.90 | 97.30 | 100.00 | 97.18
4 PROCESSING OF DISBURSEMENT VOUCHER 94.06 97.68 97.93 100.00 100.00 100.00 | 98.63 98.89 | 100.00

(PAYMENT TO SUPPLIER) ) ) ) ) ) ) ) ) )

Table 10. FD Service Rating

The Finance Department demonstrates consistently high performance across
all Service Quality Dimensions (SQD), with ratings generally falling within the Very
Satisfactory to Outstanding range (above 93%).

Among the services, Payment of Water Bill (Office) shows strong and
balanced performance, with scores ranging from 93.07% (Satisfaction) to 96.95%
(Outcome), indicating reliable and efficient frontline service delivery.

Collection of Other Payments stands out in terms of Reliability, Costs, and
Integrity, all receiving perfect scores (100%), reflecting accuracy in transactions, cost
transparency, and strong adherence to ethical standards. However, its Outcome
score (93.20%) is comparatively lower, suggesting some room for improvement in
overall client results or expectations.

Disbursement of Approved Checks also performed very well, particularly in
Assurance (100%), indicating high client confidence and trust in the process. Other
dimensions, such as Communication and Access, are also notably high (above 98%),
reflecting efficient coordination and service accessibility.

Meanwhile, Processing of Disbursement Voucher (Payment to Supplier)
achieved multiple perfect scores in Access & Facilities, Communication, Costs, and
Outcome (all at 100%), highlighting excellent efficiency, clarity of process, and
service completion. This service reflects the strongest overall performance among the
four.

Overall, the Finance Department maintains excellent service quality,
particularly in Reliability, Communication, Costs, and Integrity. Slightly lower scores
in Satisfaction and Outcome for some services indicate opportunities to further
enhance client experience, even though performance already exceeds acceptable
standards.
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SERVICE QUALITY DIMENSIONS (SQD)

NO. SERVICES 0 1 2 3A:ess 4 5 Cost 6 7 8
Satisfaction | Responsiveness | Reliability Facilities Communication osts Integrity | Assurance| Outcome
COMMERCIAL SERVICES DEPARTMENT

1 NEW WATER SERVICE CONNECTION 92.14 89.76 88.20 98.00 93.20 95.31 | 87.18 98.67 98.74
APPLICATION
REUPENING UF WATER SERVICE

2 |CONNECTION WITHIN TWO (2) DAYS — 90.74 100.00 97.47 98.73 100.00 98.73 | 97.36 100.00 | 100.00
SAME METER
RECUNNECTION UF DISCUNNECTED

3 |WATER SERVICE CONNECTION AFTER 92.06 98.46 98.46 98.28 98.28 98.28 | 100.00 95.25 100.00
TWO (2) DAVS TO SIXTY {60\
RECUNNECTION UF WATER SERVICE

4 [CONNECTION DISCONNECTED FOR MORE 93.09 100.00 93,43 94.48 98.85 92.19 | 94.66 100.00 | 100.00
THAN SIXTY (A0} DAVS

5 DISCONNECTION OF WATER SERVICE 93.02 95.20 100.00 95.78 95.90 93.20 | 100.00 94.12 94.12
CONNECTION UPON REQUEST

6 SENIOR CITIZEN'S DISCOUNT 95.64 96.34 100.00 94.65 100.00 90.91 | 97.32 90.91 100.00
APPLICATION.

7 PERSON'S WITH DISABILITY DISCOUNT 95.20 93.20 93.20 96.21 96.66 93.20 | 93.20 100.00 94.12
APPLICATION

8 |CHANGE OF REGISTRATION APPLICATION 92.43 93.33 95.97 96.21 90.91 96.39 | 95.87 93.33 92.74

9 CUSTOMER 88.60 91.19 91.19 89.19 92.19 93.33 | 91.19 92.19 93.19
COMPLAINT/REQUEST/QUERIES

10 |METER TEST 87.82 97.47 87.99 87.99 93.19 94.12 | 87.99 93.20 87.29

11 RETAPPING OF WATER SERVICE 87.80 86.00 92.05 87.80 93.82 85.21 | 93.20 86.00 92.63
CONNECTION

Table 11. CSD Service Rating

The Commercial Services Department shows an overall Very Satisfactory

performance across Service Quality Dimensions (SQD), with ratings generally

ranging from 87% to 100%, indicating strong service delivery but with some areas for

improvement.

High-performing services include reopening and reconnection services,

which consistently achieved near-perfect to perfect scores (up to 100%) in key

dimensions such as Responsiveness, Communication, Assurance, and Outcome,

reflecting efficient and reliable service delivery.

Services such as Senior Citizen and PWD discount applications also

performed well, particularly in Outcome and Communication, showing strong client

satisfaction and effective assistance to vulnerable groups.

However, relatively lower ratings were observed in New Water Service

Connection Application, Customer Complaints/Requests/Queries, Meter Test, and

Retapping services, particularly in Reliability, Integrity, and Satisfaction, indicating

areas needing improvement in consistency, process accuracy, and service experience.

Overall, while most services demonstrate high responsiveness, strong

assurance, and positive outcomes, the department should focus on improving

consistency and reliability in high-volume and technical services to further enhance
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client satisfaction.

SERVICE QUALITY DIMENSIONS (SQD) |
NO. SERVICES 0 1 2 3A°8fe“ 4 ccom| 6 7 8
Satisfaction | Responsiveness | Reliability Eacilities Communication osts Integrity | Assurance| Outcome
ADMINISTRATIVE SERVICES DEPARTMENT
1 | WATER SALES TO PRIVATE WATER LORRY|  92.08 97.69 100.00 71.72 95.12 97.94 | 100.00 | 100.00 | 96.14
SALES OF BIDDING DOCUMENTS 95.03 100.00 100.00 | 100.00 93.20 93.29 | 100.00 | 96.17 | 100.00
WATER METER TESTING / CERTIFICATION|  92.04 96.32 94.29 96.38 100.00 94.12 | 100.00 | 93.11 | 100.00

Table 12. ASD Service Rating

The Administrative Services Department shows an overall Very Satisfactory
to Outstanding performance across Service Quality Dimensions (SQD), with most
indicators ranging from 92% to 100%, reflecting strong and consistent service

delivery.

Both Sales of Bidding Documents and Water Meter Testing/Certification
achieved perfect or near-perfect scores in key dimensions such as Responsiveness,
Reliability, Integrity, and Outcome, indicating efficient processing, strong
compliance, and high client satisfaction.

However, Water Sales to Private Water Lorry recorded a notably lower score
in Access & Facilities (71.72%), which suggests a gap in physical service accessibility
or facility adequacy, despite excellent performance in other dimensions such as
Reliability, Integrity, and Assurance (all 100%).

Overall, the department demonstrates high service quality and strong client
trust, with only minor improvement needed in service accessibility and facility
conditions for specific services.

SERVICE QUALITY DIMENSIONS (SQD) |
NO. SERVICES 0 1 2 3A§e“ 4 ccots| 6 7 8
Satisfaction | Responsiveness | Reliability Facilities Communication osts Integrity | Assurance| Outcome
PRODUCTION DEPARTMENT
1 | BACTERIOLOGICAL ANALYSIS 95.10 93.33 100.00 97.50 97.78 100.00 [ 95.63 [ 97.45 | 97.83
BACTERIOLOGICAL ANALYSIS 95.21 97.78 97.94 97.69 92.84 9138 [ 92.19 [ 93.19 | 93.20
PHYSICAL AND CHEMICAL ANALYSIS 94.12 97.50 97.50 97.78 91.19 96.67 | 91.19 [ 93.20 | 93.19

Table 13. PD Service Rating
The Production Department shows an overall Very Satisfactory performance

across Service Quality Dimensions (SQD), with ratings generally ranging from 91%
to 100%, indicating strong service delivery for laboratory services.
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The first Bacteriological Analysis external service recorded the strongest
performance, achieving perfect scores in Reliability and Costs (100%), along with
high ratings in Access, Communication, and Outcome, reflecting accurate results and
efficient service delivery.

The second Bacteriological Analysis and Physical and Chemical Analysis
services also performed well, but showed relatively lower scores in Communication,
Costs, Integrity, and Assurance, indicating some gaps in information dissemination,
perceived affordability, and consistency of trust-related dimensions.

Despite these variations, all services maintained high Responsiveness and
Access ratings, showing that clients are generally well accommodated and services
are delivered promptly.

Overall, the department demonstrates reliable and efficient laboratory service
performance, with opportunities for improvement in communication, cost
perception, and service assurance.

SERVICE QUALITY DIMENSIONS (SQD) |
NO. SERVICES 0 1 2 3A:e“ 4 ccos| 6 7 8
Satisfaction | Responsiveness | Reliability Facilities Communication osts Integrity | Assurance | Outcome
1 | TREE GROWING 96.02 97.94 98.87 99.72 99.72 100.00 | 98.92 99.79 99.67

Table 14. EED Service Rating

The Engineering and Environment Department demonstrates an Outstanding
overall performance across all Service Quality Dimensions (SQD), with ratings
consistently ranging from 96% to 100%.

The Tree Growing service achieved exceptionally high scores, particularly in
Costs (100%), and near-perfect ratings in Access & Facilities, Communication,
Assurance, and Outcome, reflecting excellent service delivery, strong client
engagement, and highly positive service results.

High scores in Responsiveness, Reliability, and Integrity further indicate that
the service is efficiently implemented, trustworthy, and well-managed.

Overall, the department reflects excellent service quality and client
satisfaction, with no significant gaps identified across all dimensions.
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sQp1
Responsiveness
95.76%

sQD8 sabp2

Reliabiltiy

Outcome

96.37% 96.49%

San7 sQDo sQp3
Access &
Facilities
95.90% 92.89% 94.96%

Assurance e Satisfaction

sQD6 sQD4
Integrity Communication

95.80% 96.14%

Figure 3. Overall Ratings

The overall Service Quality Dimensions (SQD) results show consistently high
performance, with all indicators ranging from 92.89% to 96.49%, reflecting a Very
Satisfactory service quality rating.

Among the dimensions, Reliability (96.49%) and Outcome (96.37%) recorded
the highest scores, indicating that services are consistently delivered accurately and
meet client expectations. Assurance (95.90%), Integrity (95.80%), and Responsiveness
(95.76%) also reflect strong client trust, professionalism, and timely service delivery.

Meanwhile, Access & Facilities (94.96%) and Costs (95.43%) remain slightly
lower compared to other dimensions but still within the outstanding range,
suggesting minor areas for improvement in service accessibility and perceived
affordability.
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The overall Satisfaction score of 92.89%, although slightly lower than other
dimensions, still indicates a high level of client approval, with results supported by
strong performance across all SQD indicators.

Overall, the results demonstrate that service delivery is efficient, reliable, and
well-trusted, with only minor gaps that can be addressed for further improvement.
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V.

RESULTS OF THE AGENCY ACTION PLAN REPORTED FOR CY 2024

MNWD focuses on maintaining and improving customer satisfaction both

internally and externally. Below is the action plan from customer surveys to further

elevate the district’s performance:

Accountable Time
Area Issues Unit/ Improvement Action Plan
e Frame
Division
water deliveries thru L . .
. ; injection of new Pumping Stations (Almeda 2 PS
lorry in areas with low to| ]
& Sta. Lucia 2 PS)
Low water supply/ no water supply
. 2025 . construction of additional water sources (Pacol
Water Supply shortage & low All units adjustment of water . . ] .
onwards . 4, Carolina 5, Carolina 6, Carolina 7, Carolina 8,
pressure system for timely
T Cararayan 8, Cararayan 6)
distribution of water - - - —
pipelaying of various transmission &
supply R
distribution lines
procurement of
. . equipment to address
. discoloration / sandy 2025 auip . . .
Water Quality . PD water quality issues Full implementation of Water Safety Plan
water, high TDS onwards - -
operationalize Water
Safety Plan
COA Audit Maintain compliance
. . . A . 2025 . P Maintain compliance with regulatory laws and
Financial Service | Observation All units with regulatory laws and .
onwards . agencies
Memorandum (AOM) agencies
share survey results
with staff &
stakeholders to boost
morale and reinforce the
lack of highl importance of excellent | continuous attendance to technical training
. . gnly 2025 service continuous re-orientation and re-iteration on
Staff Productivity| technical knowledge ASD = - .
onwards | collaborate with Manila | the importance of EODB and other regulatory
& development .
Water Foundation for orders
additional technical
expertise on various
technical water supply,
and quality concerns
collaborate with LGUs, NGOs, and community
collaborate with LGUs leaders to address broader issues like
and NGOs environmental sustainability, disaster
preparedness, or extended water access
continuous promotion of
increasing number of water conservation & . .
. . 2025 monitoring repeated complains
Customer Care complain and All units onwards educate customers on
dissatisfied customers water district mandate
conduct community
forums to address
concerns openly & monitoring of low response vs daily transaction
gather additional
suggestions
. Sustain application . 2025 annual system upgrading of operation systems/ digitalization
Best Practices e All Units .
of QMS Certification onwards | maintenance of processes

Table 15. Action Plan
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VI. CONTINUOUS AGENCY IMPROVEMENT PLAN FOR FY 2026

Based on the FY 2025 ARTA Client Satisfaction results, the agency will
implement targeted strategies to improve survey compliance, client feedback

collection, and service quality across all departments.

1. Improve ARTA Survey Compliance

Standardize survey administration across all service points to ensure
full coverage of eligible transactions.

Assign per-service respondent targets and conduct monthly
monitoring of compliance, with focus on services with zero or low
responses.

Strengthen accountability of frontline personnel in ensuring client
teedback collection after every transaction.

2. Enhance Digital Feedback Systems

Fully implement QR code-based surveys in all offices and field services.
Integrate feedback links in online payment platforms, receipts, and
electronic transactions.
Introduce SMS/email post-service surveys for services with limited
face-to-face interaction.

3. Strengthen Frontline Service Feedback Collection

Prioritize high-volume services such as complaints, meter testing,
reconnections, and payment channels.

Designate service focal persons to monitor and ensure consistent
survey administration.

Improve client prompting at point-of-service completion to increase
response rates.

4. Address Departmental Gaps

Commercial Services: Strengthen feedback capture in all customer-
facing transactions.

Finance: Improve survey coverage for payment channels,
disbursement, and support services.

Production: Implement digital post-laboratory service surveys.
Engineering & Environment: Adopt simplified feedback tools for field
and project-based services.
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5. Enhance Service Quality Performance

Improve accessibility and facilities, particularly in service areas with
lower SQD scores.
Strengthen communication materials to ensure clarity of procedures
and requirements.
Sustain high performance in reliability, responsiveness, and integrity

across all services.

6. Monitoring and Evaluation

Establish a customer complaint monitoring dashboard

Establish a monthly ARTA compliance dashboard tracking
transactions, respondents, and compliance rates per service.

Conduct quarterly performance reviews to address gaps and
implement corrective actions.

Recognize units with high compliance and service quality
performance.

Target Outcome for FY 2026

Achieve at least 75% compliance with ARTA minimum respondent
requirements

Increase overall survey response rate significantly from FY 2025
baseline

Ensure consistent, standardized, and digital-enabled feedback
collection across all services

Sustain and further improve overall client satisfaction and service
quality performance

Prepared by: Reviewed by:
Sgd. Sgd.
MARY FRANCE D.R. SABALLA SONJUN O. MILLARES
MSD OIC-Dep. Manager A, EED /
CART Chairperson
Approved by:
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General Manager A
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