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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:

Research Grant (Basic Research Information System)
NRCP Membership (Membership Information System)
Library Service (Library Management System)
Thesis/Dissertation Manuscript Grant

Outreach Program

ukwnN e

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.

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:

Total
EXTERNAL SERVICES Responses Transaction

NRCP Membership Application 114 943
Availment of Library Service 7 128
-Application for Master’s Thesis and Doctoral 0 22
Dissertation Manuscript Grant
-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.

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 Neither Unsatisfied nor
Agree satisfied
4 Agree Satisfied
5 Strongly Agree Very Satisfied
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IV.

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

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%

. 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.
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Service Quality Strongly . N.either Strongly .
. i . Disagree | Disagree | Agree Responses | Rating
Dimensions Disagree Agree
or Agree

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 7 112 121 98.35% I
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%.

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%.
Neither
. Strongl . Agree Strongl
External Services . Yy Disagree 8 Agree sl Responses
Disagree nor Agree
Disagree
NRCP Membership 1 0 2 10 101 114
Application
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:

Overall Rating

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

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%.

Page 6 of 10



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 Remarks
Responded
P20230123-849-4 January 23, 2023 January 26, Resolved and
2023 acted within 72
hours
prescribed
period
G202330130-128-6 January 30, 2023 February 2, Resolved and
2023 acted within 72
hours
prescribed
period
W20230201-745-12 February 1, 2023 February 6, Resolved but
2023 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.

VII.

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.

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.

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.

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

B.

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

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.

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.
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D. The CSF will be integrated into the NRCP’s Citizen Charter, which can be
accessed and completed by clients directly on the LCD screen located at the
front lobby of the office.

E. The CSF will be embedded in the email signature of all NRCP personnel,
enabling clients to provide feedback on the service they received.

In coordination with the MIS personnel, the Council will implement the plans
(items b & c on the results of the agency action plan for CY 2022) that were not

executed in CY 2023.

These initiatives aim to capture comprehensive feedback from clients, both for
physical and online transactions, while ensuring anonymity and ease of
submission. Further, the NRCP will also prioritize the development of automated
systems to streamline the CSF process and enable timely escalation and resolution

of any negative feedback.

Prepared by: Approved by:
/ 0
s LSS
MARY ROSE M. MARTIN BERNARDO N. SEPEDA, Ed.D.
Executive Director llI

Sulervising Administrative Officer

HAZEISS, E
Planning Officer llI
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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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Annex B

2IA9e, 900 A Dapartment of informabion and Coenrmomicasons Technology Mail - Response bo the Cammplsn® re Delay in 1ha fslecta of salar. ..
GGVMEH DOST-MRCP Info <nrepinfofinrep.dost gov. pha

Response to the Complaint re Delay in the release of salary of the Contract of Service [COS)
Employees at the DOST-NRCP

DOST-NRCP Info <nrepnfoginrop dost gos ph Thu, Jar 36, 2023 8t 343 P
T complaimsEA508 gov ph

Cao: QASEC HRMMSSC - OO <passctangignaciofgmail. come. LD - CO W <legaliidost. gov ph=, DOST-NRCP-OED oed
=oediinrep. dost gov.ph>, Mary Rose BMartin <maryrose maning@nmon dos! gov phs

Dear Atty. Walino:

Gieetings fhom MRCP.

W are pleased o ranemil herewith the allached response letler in relabon o the complant rmgerdang the Dalay inthe release of salary of
the Cortract of Service (C05) Employeas 8 the DOST-NRCP. Ao attachad the supporting document for yous refeience

Thank you

Kirsdly acknoaledge recaipt of this emasl
Wery inuly yours

Jhunel Aguino

Recordes Offficar

Mational Research Council of the Philippines
Hacords Section

2 attachments

- Anty. ValingNRCP Response letter.pdf
ASTH

=) MEMO NO. ED-2023.01-08 palt
HATHE

2129724, 2203 AM Departmant of Information and Communicatons Technokogy Mad - Responss to the Complaint ne Deiay in the rlease of salar,
GGV il DOST-HRCF Info <repinfo@nrep dost gov,phs

Response to the Complaint re Delay in the release of salary of the Contract of Service (COS)
Employees at the DOST-NRCP
Legail Divislon <kegal@dost.govph= Thu. Jam 26, 2023 at 4:13 PUJ
To: DOST-NRCP Info <nrepinfoineep dosLgov phe
Ce. DOST OASECALA <ossee alafidesal go pha

Cood day MaamiSir

| arm wailing 1o acknewledpe recespt of your amail. Thank you for provicdeng us a copy.

Best regands.

ALS-Legal Division

[Couktend barst. riiden]
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.. Republle: of the Fhilipmnes L
Departenent af Science amd Technodogy

MNATIONAL RESEARCH COUNCIL OF THE PHILIPPINES [MRCP)

[F:-mh:ru.lng Sanggunian sa Pananalisik n‘ Plipinas)

FALL - 2002
26 Jenuary 2023

ATTY. SHIELA O. VALINDG

NG and Affomay IV, ALS - Legal Davision, and

Techmgal Cifcar, DOST 5058 Cidtemns’ Complaint Hofime
Focal Team

DOST Campourd

Biculan, Taguig City

Dear Atty. Walino:

This is in relerence o your iether received on 23 Janaeary 202

3 ra

Dredary in ihe releass of salary of the Contrac] of servce [C00E])

amployees at the DOST-MRCF, wilh lickes reference numiber
P20Z301 23-849-4,

Wie wish o mfomm you thal all COS: employed by The Council hawes o
subimiél thedr accomplishment reporls, DTR=. and Olhar supporting
documenis aday afier the 158h and b of ewvery mdanih 828 recuinement
I the paymant of their satary on the saed pay peniod. I-hw&m.itw.e!a
chserved Thal & nembar of cur COS have submithed bayond fhe said
date mndior submillsd Pcompiale reguirements that conirbulad o tha

dalayed processing of the salary.

Further, the Managermenl concephmioed and studssd measures far e
tasi faclitation of the COS sslanes el will be implemened n e

ansuing manth subpact to exsting guedelinas on e matie

Attachad 1o his lether & fhe sunparting document for your pedusal.

Thank you

Very truly yours,

-_.-‘W- —.l' 'l'-'
E-HHAHDCIH "SEPEDA, E4.D.
Executive Darector T

Pr mverme. Beiwuemn, ] Togeg £
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T2, 202 PM Deapartrnent of information and Communications Technology Masl - Response 1o Gitpanen's Compian] Tckel Mo, G202301 30

Gﬂv ﬂi I DOST-NRCP Info <nrepinfo@nrep.dost.gov.ph>

—_

Response to Citizenen's Complaint Ticket No. G20230130-128-6

DOST-NRCP Info <nrocpinfof@nrep.dost gov.ph> Thu, Feb 2, 2023 at 2:27 PM
Tao: thrizlerf@gmail.com
Ce: complaints@3888.gov.ph, DOST OASECALA <casec alafdost.gov.ph>, LD - CO W <legali@dost. gov.ph>

Dwear Dr. Tanalge:
Greetings!

We are pleased o transmit herewith the attached response letter regarding your complaint filed using the Cilizen's
Complaint Hotlne with theket number G20230130-128-6 conceming the delayed processing of your reimbursemaeant
fexr thar grand of this ROLIP.

Kindly acknowledge the receipt of this email.
Thank you.

Very truly yours,

Jhunel Aguing

Records Officer

Mational Research Council of the Philippines

Records Seclion

Cien. Sanbos Ave., Brcunan, Tagueg Ciry

Tel (6323 8370041 w043, (A3} BITOMAL (032 83771 1w 83 loc. 2540 fo 46
Fax: gh32) 8300275

email: mrcpinfodnicp.dost.gov.ph

hitp:/wwealnrep.dost.gov.ph

3 attachments

ﬂ Dr. Tenalgo Response to BBEE Complaint, pdf
1260K

& 30 January 2023_Reimbursement Claims_NRCP.pdf
2 10k

| G20230130-128-6.pdf
29K
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Fapublic of thi Philippires ¥y,
47 DEPARTMENT OF SCIENCE AND TECHNOLOGY ... /il
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30 Jarwary 2023 o RO,
DR. BERNARDO N. SEFEDA 17 ; R HL)
Esgcutive Direcior 4,
Naticnal Research Council of the Philiapines (NRCP) JAN 31 NR
Gen. Sartos Ave., Tegug Ciy Aith d
% e SO
e M6 T _fwwd

Dear Executive Director Sepeda;

This is %o andorsa far your appropriate action the lollowing concermicamplaini(s) lodged before She
BELA Caman's Complaing HBoting:

Tickel Refarence Number - G20230130-128-6

CallenComglainant Mz
DaieTime of fhe Recaipt 30 January 2073 (Manday] | 408 FM
ConcarmiComplaint - Delay in tha processing of reimbursement clam of the

complainant in the DOST-NRCP
For complete details, plaase see attached copy of e-mail
Pericd to ks achon © Wiihin sevanty-fao (T2) hours [roim receips

Phﬂt&rdwun:pnmﬂﬂmmﬂm:nrﬂdﬂnummmthWambj&ﬂ
concarricemplaink(s) dinectly 1o the caler'complainant, aF 12 : L3 el o ] & ol
FOTH TS £3 'ﬂﬁﬂﬂ‘ﬂﬂ]ﬁﬁﬂﬂ.rﬂfﬂﬂmmymwmmmﬂﬂummmw

i and the 8388 Technical Oilficer at_ fi }
Be furiher advised that BABB Citians' Complaint Cemter [CCC) requies prool of your
communication's with tha caliercomplainant, such as email sfiachments (wilh recpant email, dsle
and lime The email was sant) andior screenshots of lext messages or call logs betora tickeds may
e approved for closing n the BBEE CCC Portal. Thus, unsl compliagnce wih the sad reguirsmant
this tickat will remain gpan

Thank you

Very truly yours,

w0 v
oic Atormay W, ALS — Lagal Divisian, and

Techmica! Officer. DOST BE8H Citizens” Compéaint Hoding Focal Teadm

Gy Femished Assisinet Secratary Dians L. fpreci -
Focal Parson. DOST 8388 Caizany Complain Hofine Foca! Taam

feuss i o mbs
page Hlar
[ hogrsan: OOET Comphe Gaseral S4nion Assrua Tai haon Wrinkdare (805 BRET.HTA in B2 SE3T- 0071 16 #0
oo B-dll.l'lll'lc City 1839 Fawbéa. - CEED [+E37% SET- M7 Reconds (=530 BRI, a1
Fo Box FTL
e eTEE i ol igow R

RPN v -/



WTES, 202 PM Dapartment of Biormation and Communicabions Technology Mail - NRCP Response to BEBE Complani wi Tickst Ral Mo, W2

G O"f d 'I DOST-NRCP Imfo <nrepinfe@nrep.dost.gov.ph>

NRCP Response to 8888 Complaint w/ Ticket Ref. No. W20230201-745-12

1 message
DOST-NRCP Info <nrcpinfo@@nrcp.dast gov.ph= Mon, Fab &, 2023 al 5:03 PM

To- tkrizlen@gmail.com
Cro: DOST OASECALA <paszec alaifidost. gov ph>, complaintsi@ 8888 gov.ph, LD - CO & <legalidost gov.ph>

Cear Dr. N
Greetings.

Transmitting herewith the attached response to the 8888 complaint with Ticket Referance No, W20230201-745-12
receivad by the Council,

Thank you.

Kindly acknowledge receipt of this email,

Very truly yours,

Jhunel Aquing Puiei s B BT
Administrative Officer

Mational Research Council of the Philippines

Records Section
Cren, Santos Ave., Bicutan, Tagug Ciy
Tel (B2 HYTAE4] 1045 (A3Y) B3T0H09, (R32) BATIOT] o 53 boe. 234] o M

Fax: (632 8300074
email: nrcpnfo@nrop.dost.gov.ph
htto: i nrcp. dost gow.ph

31 attachments
- Dr. iy Lotter pof
157K

T_j 11 February 2023_Slow Pracessing Refund.pdf
181K

oy W20230201-T4512.pdf
12K



';'\-n-u_-u—‘!'"

Ticket Reference Mumbser :
Status:

Head of Agency

Agency -

Agency Address :
Attenion (Focal Person) :

Office of the President

REPUBLIC OF THE PHILIPPIMNES

8888 Citizens' Complaint Hotline

WIDZMIZ0I-745-12

Ticket indorsed

MN/A

Department of Science and Technology
NIA

Angely P. Medalle-Alviar

Pursuant to Exccutive Order No. 61, 5. 2016, may we respectfully ransmit the following concern received
through the 8888 Citizens’ Complaint Hotlime

Date:

Mame of Caller:
Address:
Contact Details:

Mature of call:
Subyect:

L
1 February 2023
Krizler C Tanalgo
MIA
A
INIA
tkrizlerigmail.com
Complamt Against Government Regulations/processes/services
Concern Regarding Slow Processing OF Refund From DOST SCRP-
RDLIP




Dhetails:
Dear MRCE and DOST,

| s Koridder O Tanalgo a Filspinge eaflv-career rescarche m ecolesy sl coscervanion, | am nnting again
this emigil simee vou bave not respoasdad oo several of my emails regarding the seven-moach delaved
resmbursement issue of the KRCP-RIMLIP program. 1 am mkng necessary legal actsons reganding this
matver if MECPF woshl Gal o fulfil their dutics and obligaisons befiore tye end of the month.

Last Judy 2022, | was successfully graniad an intermational conference ravel prant from SECP-RDLIP
Itipe bl by Sks 390N 1o travel bo the LUK for a conference. They lodd me that tee grant is through o
reimbursement process, which mezans that 1 well use my can fand 10 mvel then they will remburss mae
will 2 massmum ol JE0LHHE PHIF. While the grang o not enemgh b cover everstlomg, if was helpful, O of
the RDLIF stall requestcd 1 sahmit 3 repor even i | am i the meddle of the conference For a reasos w
enpeing my reimbiarssmenr | comglied &5 1 thowegh o e pam of the precgss

| submaticd all the papers and documents recessary nghd alber | came back 1o the Philippines (in Faly 2022
] they ol mic o weail Tor seviral weeks Do e oo Busscinenl wall b suceesshial. Several monthis
have prissed there are no updates Dask e NROP-ROLIT in charge bt ey koep tellmg me 1o wail for
seveml exiensions uniel December 2022 ey sold me that the fnasee office com mo process the
reimbursemenm and already closed thewr financial book_ i the XRCP siaff wold me that they reimburse me
in Decemdher and wast until January 2023, Then, anoary 2023 come and | asked them for updaies, and
againm sane reason o wait and another exienssom.

| am comcemed becasse | have 1o clear my financial clearance so | can orovel mgasn and porsue my work
plans, but with the pendimg financial delbs doe o KRECF long delays, 1 ane barmed oo travel and engage in
research activities. Las year, | massed four b smporian) research engagements becanse | <till have pending
and nncloaned travel From my prevaous cae. | okl the MECTF affice and il stemad no response from the
Darcctr arl the officials,

The WRCT officials amd stail are nol answering any of my mgquiries after filing to fulfil ther promise
efire the reimburzement die. This made mc nealize that there = someibing off with the MRECF procesang
ol | o meed [k the ndbiza thad already poor nissanciers ang being explatiod. Hen: o oy inguiries and

= iEa LT

Yo callad fiw an NECT-RINLIP comleremee prasd Las) January 2022 and annoanced the sucoesaful grinlees
o Juse-luls D022 Fhow come vou Jom'l Bavg the fumls ready fo resmbasrse b fone the emd of the year™

How come the Tuinds supposad albocated Sor 2022 grantods can il be granted within seven months and if
bk until dhe pexr venr? |am femibier voth such o progess and this extent of time s strage. Whene did the
fund for reseanchers go?

In Jaly 2022, vour siall keep asking for docunsenes snd repon even i [ am in dee middle of the confermce,
Tha reaszom is o expedide the process, thes bow seven (71 months equal wo expediting™ She sald me i will
take arcamd -2 months as the fund & giready "in®. Again. wkat kappened?

The provess reached wntil Devember 2022 one of your stofT fold e that the fonds are aleead s obligaied,
whizh eneans the funds se already derectad towards the renburscment bt the casheer and financaal afTices
willl close and the ramsfer wildl be made by Januery. What Bappened 1o those fends that were sapposed 1o be
iransfermed F

January 2023 camc. | asked yous saalT abou the apdates and sold me that 1he retmbursement will be mado
within Jnd week jearliest) and Srd week ilateszh. Then. om the 2nd week, one list signagure is meeded 1o
succexsfially transfer i, I ks now Srd week ond 1 leansed thar again the process will nog be made. Wha is
happening with your process?

That sevens {71 meanths of delays are cousimg us ke moour workplace and im o reseacch plans. Tt may be



TS M O3 AN Deparimant of Infarmation and Communicatons Technolagy Maid - NRCP Response to BBBE Cormplaint wy Tickel Rel. Mo, W

A 6 a
GD‘?MEI | DOST-NRCP Info <nrepinfo@nrop.dost.gov,ph>

MRCP Response to 8888 Complaint w/ Ticket Ref. No. W20230323-666-3

Legal Division <legal@dost.gov,ph> Satb, Mar 25, 2023 at 7:18 PM
To: DOST-NRCP Info <nrepinfoiinrep. dost. gov.ph>

Ce: Mary Rose Marlin <maryrose maring@nrep dost.gov.phs, DOST-MRCP-0ED oed <oedi@nrep dost.gov.phe, "0r.
Bemado Sepeda” <aido sepeda@nrop dost gov.phs, DOST OASECALA <oasec alaf@dost gov ph>

Digar Ma'am/Sir:

This is to scknowledge receipt of your email, We greatly appreciate vour response to this concern. This ticket shall be
elosed as vour reply on the matter is considered a concrete and specific action.

Thank you,
ALS Legal Division

[Quptess Reat hichider]

Page 1ol 2

Office of the President

Gonirsi- HREPUBLIC OF THE FHILIPPINES

BRER Citieens' Complaini Hotline

Ticket Reference Numiber - WIZIAI2 A -Hb6-1

Status: Ticket indorsed

Head of Agency MN/A

Agency : Departnent of Science and Technology
.'L;l:fll;y Ylohress ; MNA

Adtention {Focal Persom) - Angely P, Medalle-Alviar

Pursuant to Executive Order Mo, 6 s, 2016, may we respectfilly mansmin the fol lowing coneemn received
thoaigh the $88R Citizens’ Complaint Hotline:

Daite: 23 March 2023
Name of Clienn: NA
Aiddress: NiA
Contact Details MiA
MNiA
NA
Mature of call: 2023 - Slow! Ineflicient’ Inconvenient Process
Subjpect: Alleged Inconveniear Mandatory Wearing of Limiform in the Natomal

Research Council OF The Philippines, General Sanos Avenee, Taguig
Ciny




220024, BAT AM Department of ivommation and Communications. Technology Mail - NRCP Responst fo EBRR Complaint w Tickel Rel. No. W2
Gov ail DOST-NRCP Infa <nrepinfo@inrep.dost.gov.ph>

NRCP Response to 8888 Complaint w/ Ticket Ref. No. W20230816-844-9

Legal Division <legal@dost.govph> Thu, Aug 17, 2023 al 4.24 PM
To: DOST-NRCP Info <nrepinfo@nrcp dost.gov.ph>

Ce: DOST OASECALA <oasec alafbdost gov.pher, Adminisiralive and Legal Service <als od{@oost.gov phe, Mary Chariotte Fresco
<marycharotie frescof@inrcp, dost gov.ph=, Kanzza Yambao <kanzza yamban@nrep dost gov.ph>, DOST-NRCP-0ED oed
“padifnrc.dost.gov.ph>

Dear Ma'am /Sir:

This is tw acknowledge receipt of your email. We greathy appreciale vour response to this concern. This tioket shall be chosed b vour reply
on Lhe malter is considered o conerete and specific setion.

Thuank vou,

TeNo.8837 3071 ot 020

"This communication mey cantam confidential or priviieged informalion and & intended sokly for the indnidual or endity to whom i 1wes

onginally addressed, Any deripsure, copying, dissemination, or any acion ki in refiance on it by others, other than the infendad recipiant
stracty proibifedd. The onons, conclsions, and slatements expressed in s message are fhose of the sender and mey nat iecessanly reflect i
g of ihe apency ”

' DEPAR P-it"nlul'-.l.flfi-.| AND TECHNOL
‘ Ground Floor, Main Bldg., m'l:ll'lm

Help us improve our services by answering our survey:

| G et ke
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Ticket Reference Number ;

Status:

Head of Agency :
Agency

Agency Address

Attenbon {Focal Person)

Office of the President

REPUBLIC OF THE PHILIPPIMNES

8888 Citizens' Complaint Hotline

W202i0816-844-0

Ticket indorsed

NA

Depariment of Science and Technology
NA

Angely P. Medalle-Alviar

Pursuant to Fxecutive Order No. 6, 5. 2016, may we respectfully transmit the following concern received
through the 8888 Citizens' Complaimt Hotline:

Drate:
Name of Client:
Adddress:

Contact Details:

Nature of call;
Subject:

16 August 2023

R T R A Y,
11 Bach St., Filinvest 2, Batsan Hills, Quczon city, NATIONAL
CAPITAL REGION (NCR)

0917 5390721

NA

joseph_denogalngmail.com

2023 - Inteprity - Process And Serviees

Follow-Up on Final Billing of a Projeet under the National Rescarch
Council of the Philippinesi NRCF)




2224, BA2 AM Daparimind of information and Commumcatons Technology Mad - ETicus? Reference Number, W20230826-350-18

GDVMEH DOST-NRCP Info <nrepinfofnrep.dost gov.ph>

ETicket Reference Number: W20230926-950-19

Legal Division <lagak@dost govph> Thu, Sap 26, 2023 a1 4.41 PM
To! rdlead@nrep.dost gov.ph

Cr: DOST-NRCP-0ED ned <oed{@nrcp. dost gov,ph>, “Bemardo N, Sepeda” <aido sepedai@nrcp.dost gov.ph, Beverly Mae Del Cruiz
<haverlymas, delacruzifnrcy dost gov.ph, DOST-MRCP Info <nrepinfodinrep. dosl gov.ph=, Garaldo Petila
=qeraido.petillagnrcp.dosl.gov.ph>, DOST DASECIC <oasec.iciidost govphe, DOST DUSECRD <pysecrdidost govph>, DOST
DASECALA <pasec alaidost gov ph>, Administrativie and Legal Service <als odgdost gov pho

Dear Ma'am/Sir:

This is to acknondedge receipt of your email, We greatly appreciate your response (o this eoneern, This ticket shall be dosed as vour reply
ol the matter is considered a concrete and specific action.

Thank vau,
iy AL Leg iision
' DEPARTMENT UF SULENCE AND TECHNUOLG Y
* Ground Floor, Main Bldg., DOST Compound
Gen. Santos Ave., Bicutan, City
‘ Tﬂ.mm—mlhﬂlm

“This communication may contain confidential o privileged mfarmation and s infendlad sl for the indadhisd or enfity o whom if was

aiginally adkdressed, Any obciosure, eopying, dssamination, o 2ny acton taken i rskange on it by others, other than the intended recpient i
sirictly promibited. The apinians, conclusions, and statements expressad in this message are those of the sendr and may nol necessardy reflect the
views of the agency.”

Help us improve our services by answering our survey:

|Couspried Rt i)
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Office of the President

et REPUBLIC OF THE PHILIPPINES

8888 Citizens’ Complaint Hotline

Ticket Reference Number : W2H230926-950- 19

Starus; Ficket indorsed

Head of Agency : MiA

Agency Department of Science and Technology
Agency Address : M/A

Anention {Focal Person) : Angely P. Medalle-Alviar

Pursuanat 1o Executive Order No. ﬁ’, 5. 2006, may we respectiully mansmat the following congemn received
through the 8888 Citizens’ Complaint Hotline:

Date: 26 September 2023
Muame of Client: MAA
Address: MA
Contact Detnls: MiA
MNiA
MN/A
Wature of call: 2023 - futepnity And Conduoct - Employes
Subject: Alleged Lack of Qualification for Leadership of an Employee of the

Mational Research Council of the Philppines Bicotn, Taguig Ciry




Annex C

| e

CSC

(VY SEEWHE (DAIAREEDN
Bopritl o T Pk poames

17 January 2024

Exacutive Director Il BERNARDD M. SEFEDA, Ed.D.
Hatonal Research Councll af the Philippines
Genaral Santos Avenue, Baculan,

Tagusg City

Dear Executive Director |1 Sepeda:
Graatings from the Civil Service Commissian (TS0)!

The Contact Center ng Bayvan (CCH), establshed as the public feedback mechanism
of the CSC, aims 1o pramobe accountabdty among govemmiment agencias by providing
the customers with asccessible channels o repont fesdback on govermnmen fromtline
servicas, Tha asiablishmant of the facility was anchored on Republic Act [RA) Mo,
485 or the Anti-Red Tape Act of 2007,

Wil e passsge of Republc Act Mo, 19032 or the Ease of Doing Business and
Efficierd Government Sendoe Delivery (EODE EGSD) Act of 2018, amanding R#&
5485 the CCH conlinues ils rode ags a feedback facility on govemmeant service dalivany.
The implemanting Rules and Regulations of the said law provide for the inclusion of
the CCB in the Citizen's Charter of every government agency to be part of their
complaints mechanism. (Rule IV [Citizen’'s Charter], Saction 2 [g] [1)

The Philipgine Development Plan (PDP) 2023-2028 recognizes the CCB as part of the
monitoring and resolution of cifizen’s reports and il serves as a sirategy for enhancing
put: feedback loops a1 the national kewel-thues providing a ransformative potential for
socal accountability and improsing citizens' trust and confidence in governmeani.

Furthar, in accordance wilh the Memorandum Circular Moo 20231 dem 4.4 of the
Guidelmas on the Granl of the Perormance Based Bonus [PEB) for the Fiscal Yiear
2023, we are providing you a copy of your olfice’s perfarmance report on tha resoluton
of all concems refarmed 1o your office by the CCB for the period covening 1 January
2023 by 31 Decembser 2023

W are pleased fo inform you that the CCE did not receive any public feedback
in relation fo ihe delivery of the services of your agency.

For any clarfication, please feel free 10 contact the CCE through the: loliowing access
modes:  shorl  messaging  service (5MS)  0B08-BR16565, email address
emailficontactcenterngbayan. gov.ph, and CCHB wekrsdle
wranw contactcentemgbayan gov,ph.

Bawat Kawani, Lingkod Bayani page 4.0

TRF Baci rag B Rl Conidiiubaes Hali, §10% Gueemn Gty 0 B0 R0 PRS00 901 MESRI $51 8080 (Dyowphilsrw qreph i sewor L6 e b




Thank you

Very truly yours,

Flﬁ.!ﬂ U. SALUMBIDES

Actineg Director IV
Public Assistance and Information Office



Annex D

Department of Science and Technology
NATIONAL RESEARCH COUNCIL OF THE PHILIPPINES
General Santos Avenue, Bicutan, Taguig City N:ﬁ%fgé?;;’;"

CLIENT/CUSTOMER SATISFACTION FEEDBACK (CSF)

This form aims to track the client/customer experience of government service. Your answer will enable
this office to provide a better service.

itk o

Name:
| AQE: Sex:
i ! Division/Unit visited;
e
o Flnan:n‘and Adminlstrative Research and Devalopment Research Infarmation and Offica of the Executiva
_;\J Division {FAD) Management Division (ROMD) Dlssemination Divislan Cirector
1 [RIDD} {OED)
Accounting Section (AS) Research Evalualion and Informalion Planning
Manitoring Seclion Dissemination Section
(REMS) (105)
Budgge! Section (BS) Technical Capacily Management Information Offiee of the President
Development Section System (MIS)
(TCDS)
Cash Section (C5) Library Section {L3)
Human Resource
Manzagement Section
[HRMS)
Records Section (RS)
Supply and Maintenance
Seclion {SMS)
Service Availed: .
G

Customer/Client Type: (Citizen, Business or W) 2

Instruction: Please rate the service of the Office as to the given rating scale 5 being the highest and 1the lowest.
SCALE

Neither Agree Disagree Strongly

or Disagree 2) Disagree

3) (1)

Strongly Agree Agree
(3 (@

Particular

| spent an acceptable zmount of time to complete \
m ion (Responsivengss).
2. The ofiice accurately informed and followed the l
transaction's requirements and steps (Reliablity). \

l\\
L

My online transaction (including steps) was simple

and convenient (Access and Facililies). \
I easily found information about my transaction \ \
from the office or its websile (Communication). e

I paid 2n acceplable amount of fees for my ot app

|
iransaction (Cosls). \ l \ ﬂ

jl

|

was secured (Integrity)

7. The office’s support was available, or ( if asked
questions) support was quick lo respond

ance,

| got what | needed from the govemment office l \

(Outcome).

 am confident my Transaction/ onfine transaclion

THANK YOUIIl
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