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I. OVERVIEW 

 
The National Research Council of the Philippines is an attached agency of the 
Department of Science and Technology that ensures compliance to R.A. 11032, 
also known as the Ease of Doing Business and Efficient Government Service 
Delivery Act of 2018. The NRCP monitors the activities of the Council toward the 
delivery of efficient and effective services to the transacting public, clienteles, and 
stakeholders.  
 
In 2023, all the external clients who availed of the NRCP’s services were requested 
to fill out a Client Satisfaction Form (CSF) after their transaction, either physically 
or through the fully online e-processing system on the Council’s Scientific 
Knowledge Management System (SKMS). The SKMS is an online platform 
developed by the NRCP through its Management Information System (MIS) that 
serves as a repository of information on Filipino researchers, engineers, scientists 
and authors of scientific publications and basic research in the Philippines, NRCP 
Research Journal publications, research-based policies, monographs, abstracts of 
terminal reports or completed researches, among others.  The SKMS also includes 
the following: 
 

1. Research Grant (Basic Research Information System) 
2. NRCP Membership (Membership Information System) 
3. Library Service (Library Management System) 
4. Thesis/Dissertation Manuscript Grant 
5. Outreach Program 

 
Although the Basic Research Information System (BRIS) is included in the SKMS, it 
is also connected to the Project Management Information System (DPMIS) of the 
Department of Science and Technology.  However, despite the collection of CSFs 
being integrated into the BRIS, the generation of feedback reports cannot be made 
directly by the NRCP since the final processing is handled by the DOST, which is the 
end-user of the said information.  
 

II. SCOPE 
 
In 2023, the NRCP conducted client satisfaction surveys throughout the year, from 
January to December. The Council surveyed clients who visited its various divisions 
and units as well as those who transacted with the NRCP online.  
 
The survey utilized the standard harmonized Client Satisfaction Measurement 
(CSM) questionnaire which encompassed questions relative to the client’s 
demographics and Service Quality Dimensions, to wit:  
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1. Responsiveness    6. Integrity 
2. Reliability     7. Assurance 
3. Access and Facilities   8. Outcome 
4. Communication 
5. Costs 

 
The NRCP client satisfaction survey covered the following services:  
 

 
EXTERNAL SERVICES 

 
Responses 

Total 
Transaction 

NRCP Membership Application 114 943 
Availment of Library Service  7 128 
-Application for Master’s Thesis and Doctoral 
Dissertation Manuscript Grant 

0 22 

-Application for Conduct of Outreach Program 0 0 
-Application for NRCP Research Grant - 274 

 
In CY 2023, only 121 people out of a population of 1,367 were able to answer the 
survey regarding service quality dimensions, resulting in an 8.85% response rate. 
According to the administrator of the SKMS, most of the clients who responded  
focused more on the functionality and usability of the system itself rather than the  
specific services provided by the NRCP.  
 

III. METHODOLOGY 
 
For clients who visited the NRCP’s offices and divisions in person, the survey 
questionnaires were handed out and collected by the personnel who assisted them 
during their transactions. This allowed the Council to gather direct feedback from 
these clients and ensure a higher response rate.  
 
For online clients, the CSF was embedded within the NRCP online system, that is 
the Scientific Knowledge Management System (SKMS).  One of the programs  
under the SKMS which is the BRIS is responsible for the e-processing of research 
grant applications and funding. However, the BRIS did not generate client  
satisfaction feedback for the NRCP, as its final processing is handled by the DOST  
Central Office.  

 
The 8 Service Quality Dimensions were scored using the 5-Point Likert Scale.   
 

Scale Rating 
Verbal Adjectival 

1 Strongly Disagree Very Unsatisfied 
2 Disagree Unsatisfied 

3 Neither Disagree nor 
Agree 

Neither Unsatisfied nor 
satisfied 

4 Agree Satisfied 
5 Strongly Agree Very Satisfied 



Page 5 of 10 
 

   The interpretation of the client satisfaction survey data results is as follows: 
 

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

 
IV. DATA AND INTERPRETATION 

 
A. Demographic Profile of the Respondents 

 
The client satisfaction survey results showed that male respondents dominated 
the pool of clients who transacted with the NRCP. This suggests that the NRCP 
may need to explore ways to encourage greater participation and engagement 
from female clients to ensure that its services cater to a diverse range of 
stakeholders.  
 
Most of the survey respondents, accounting for 80.17% of the total, were 
affiliated with government institutions. The following is the breakdown of the 
respondents based on sex and client type:  

 
Sex Responses Percentage 

Male 63 52.07% 
Female 58 47.93% 

Total 100% 
   

Client Type Responses Percentage 
Citizen 5 4.13% 

Business 19 15.70% 
Government 97 80.17% 

Total 100% 
 

B. Count of CC and SQD Results   
 
The NRCP’s customer satisfaction survey focused on the key service quality 
dimensions of responsiveness, reliability, access and facilities, 
communication, costs, integrity, assurance, and outcome to gather feedback 
on the Council’s service delivery process. The Agency had a visible and well-
communicated Citizen’s Charter (CC) which was favorably recognized by its 
clients. As the NRCP continues to reinforce improvements, the inclusion of 
Citizen’s Charter related questions in the forthcoming 2024 customer 
satisfaction survey will be an utmost priority.  
 

 



Page 6 of 10 
 

Service Quality 
Dimensions 

Strongly 
Disagree Disagree 

Neither 
Disagree 
or Agree 

Agree Strongly 
Agree Responses Rating 

Responsiveness 1 0 3 20 97 121 96.69% 
Reliability 1 1 3 15 101 121 95.87% 
Access and Facilities 0 2 3 19 97 121 95.87% 
Communication 1 0 2 18 100 121 97.52% 
Costs N/A 
Integrity 1 0 1 7 112 121 98.35% 
Assurance 1 0 3 10 107 121 96.69% 
Outcome 2 0 5 19 95 121 94.21% 
Overall 7 3 20 108 709 847 96.46% 

 
Among the eight (8) Service Quality Dimensions, integrity had the highest 
rating that is equivalent to 98.35% while the outcome factor garnered the 
lowest rating of 94.21%. The overall rating for the 8 service quality dimensions 
was significantly capped at an outstanding rate of 96.46%.   
 

C. Overall Score per Service 
 
The client satisfaction survey results indicate that the respondents were highly 
satisfied with their transactions and interactions with the Council. This is 
evident from the fact that all Service Quality Dimensions received a rating 
above 80.0%. 

 

External Services Strongly 
Disagree Disagree 

Neither 
Agree 

nor 
Disagree 

Agree Strongly 
Agree Responses 

NRCP Membership 
Application 1 0 2 10 101 114 

Library Service 1 0 0 0 6 7 
Total 2 0 2 10 107 121 

 
The data provided below summarizes the overall ratings of the surveyed 
services: 

 
 

EXTERNAL SERVICES Overall Rating 

NRCP Membership Application 97.37% 
Library Service 85.71% 
External Service Overall  96.69% 

 
 

V. COMPLIANCE TO HOTLINE #8888 AND CONTACT CENTER NG BAYAN (CCB) 
 
For CY 2023, the NRCP received a total of six (6) complaints. The Council resolved 
and acted upon all complaints, except for one, within the prescribed 72-hour 
period. The Council complied with the requirements of Hotline #8888 and the 
Contact Center ng Bayan (CCB) with an overall compliance rate of 83.33%. 
Meanwhile, the non-compliance rate was 16.67%. 
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In summary, the NRCP demonstrated a high level of responsiveness in resolving 
complaints with many cases addressed within the designated timeframe.  
 

       The table below displays the resolved complaints for CY 2023. 
   

Ticket Number Date Received Date 
Responded 

Remarks 

P20230123-849-4 January 23, 2023 January 26, 
2023 

Resolved and 
acted within 72 

hours 
prescribed 

period 
G202330130-128-6 January 30, 2023 February 2, 

2023 
Resolved and 

acted within 72 
hours 

prescribed 
period 

W20230201-745-12 February 1, 2023 February 6, 
2023 

Resolved but 
acted beyond 
the 72 hours 
prescribed 

period 
W20230323-666-3 March 24, 2023 March 25, 2023 Resolved and 

acted within 72 
hours 

prescribed 
period 

W20230816-844-9 August 16, 2023 August 17, 2023 Resolved and 
acted within 72 

hours 
prescribed 

period 
W20230926-950-19 September 26, 2023 September 28, 

2023 
Resolved and 

acted within 72 
hours 

prescribed 
period 

 
As for the CCB, a letter was received on 17 January 2024 informing the Council that 
the CCB did not receive any public feedback in relation to the delivery of the 
services of NRCP. 
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VI. RESULTS OF THE AGENCY ACTION PLAN REPORTED IN CY 2022 
 

The action plan reported in FY 2022 were as follows: 
 
A. Integrating the Harmonized CSF prescribed by the Anti-Red Tape Authority 

 
The prescribed CSF by ARTA was integrated into the SKMS.  However, the 
system’s feedback is being answered by the clients first before the CSF for the 
services.   
 

B. Automated follow-up of responses to the CSF in the SKMS 
 
Although the CSF is embedded in the email notification of approval of 
application/request, there is no automated follow-up if clients miss answering 
the CSF. 
 

C. Automated process for CSF collection, reporting, escalation and resolution.  
 
The automated process of CSF collection has been implemented through the 
SKMS and reporting can be generated.  However, the process of escalating 
results and resolving negative feedback is still to be developed due to the 
turnover of three (3) computer programmers. The Council has been unable to 
find replacements for the vacant positions, despite repeatedly posting them. 
The remaining 3 current programmers are continuously maintaining the SKMS, 
and any delays may affect the Council’s service delivery.   

 
By addressing these action items, the Council can ameliorate its CSF collection, 
reporting, and resolution processes, ultimately elevating its service delivery 
and responsiveness to client feedback. 

 
VII. CONTINUOUS AGENCY IMPROVEMENT PLAN FOR CY 2024 

 
To further improve the Council’s CSF collection and responsiveness, the following 
strategies will be implemented in CY 2024: 
 
A. Hard copies of the CSF will be placed in strategic locations within the Agency’s 

divisions/units/sections to ensure they are easily noticed by clients. 
 

B. A dedicated container box will be provided for clients to insert their completed 
CSF allowing them to submit feedback anonymously without directly 
interacting with the personnel. 

 
C. For online processes, the CSF will be embedded in the system’s approval or 

rejection notification emails, prompting clients to submit their feedback 
immediately after the service is delivered. 

 



CamScanner
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Annex A 

Sample Email Notification for Approved Application for Membership 

 

 

  



Sample Email Notification for Library Materials Provided 
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