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Review and Request for Geo
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Wetlands Assessment /
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Review and Evaluation of
Cave
Assessment/Classification
Reports
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Application for Special Use
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Review of Proposed
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Division/Unit

Client Satisfaction Score Results for the 33 enrolled ARTA processes of Biodiversity

Management Bureau based on the 2020 DENR Client Satisfaction Survey:
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and other Contracts for
Funds Availability

Issuance of Order of
Payment

Processing and approval of
Permit for non-extractive
activities i.e. Filming,
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Procurement of ICT
Equipment and Supplies
(Hardware and Software)

Preparation of Technical
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Procurement of ICT
Equipment (Hardware and
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Request and Complaints
received from the
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GENERAL SERVICES
UNIT
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*weighted average score from two survey instruments covering January 2020 to August 2020 (old CSS 2019 form) and
September to December 2020 (new CSS 2020 form)
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Sale of Bidding Documents

Processing of Purchase
Request for the Procurement
of Goods and Services

Issuance of Certification of
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Issuance of Personal Travel
Authority

Issuance of Service Records

Issuance of Certification of
Travel History

Issuance of Certification of
No Pending Administrative
Case

BIDS AND AWARDS
COMMITTEE-
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SEC)

PROCUREMENT
MANAGEMENT UNIT
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1. Request for Technical Assistance (Coastal and Marine)
COASTAL AND MARINE DIVISION

2. Review and Evaluation of Wetlands Assessment / Classification Reports
1. Review and Evaluation of Cave Assessment/Classification Reports

CAVES WETLANDS AND OTHER ECOSYSTEMS DIVISION

2. Review and Evaluation of Application for Special Use Agreement in Protected Areas
(SAPA)

1. Review of Proposed Protected Area Community- Based Resource Management Agreement

(PACBRMA)

NATIONAL PARKS DIVISION

6. Processing and Documentation of Turned-over, Donated and Confiscated Wildlife

5.  Processing and Approval of Request for Bioprospecting Undertaking
4. Processing and Approval of MO A for Scientific Research

3. Processing of Request for Gratuitous Permit to Collect Wildlife for Scientific Research
Purposes

2. Processing of CITES Permit Applications for the Import of Wildlife, including by
products and derivatives

1. Processing of CITES Permit Applications for the Export/ Re-export of Wildlife,
including by-products and derivatives

WILDLIFE RESOURCES DIVISION

The Client Satisfaction Survey is a tool to generate verifiable data and tangible evidence

in order to determine the effectiveness of implemented processes through identified indicators

or service dimensions. The Biodiversity Management Bureau is one with the Department of

Environment and Natural Resources in monitoring and measuring the satisfaction of internal and
external clients to ensure that their needs and expectations are addressed and met in compliance

to the Quality Management System (QMS), the Bureau's Citizen Charter and the Anti-Red Tape

Act (ARTA) whose goals are to streamline efficient and effective frontline services for the
Filipino people.

This report analyzes satisfaction of clients for the following Unit/Division's services, as

listed in the Citizen's Charter of the Bureau:

Technical Divisions and the Ninoy Aquino Parks and Wildlife Center



1. Processing of Purchase Request for the Procurement of Goods and Services
Procurement Management Unit

of Certification of Employment
of Personal Travel Authority
of Service Records
of Certification of Travel History
of Certification of No Pending Administrative Case

Human Resource Development Unit

Issuance
Issuance
Issuance
Issuance
Issuance

5.

4.

3.

2.

1.

UnitServices

Issuance of Fuel Withdrawal Slip
Issuance of Vehicle Trip Ticket

General

2.

1.

2. Collection and Deposit of Fees
1. Preparation, Processing and Issuance of Checks/LDDAP-ADA

Cashier Unit

1. Processing of Special Budget Request (SBR)
Budget Unit

3.  Issuance of Tax Withheld Certificates (BIR FORMS 2306 and 2307)

2. Processing of Purchase Order (PO) and Job Order (JO), Contract of Service (COS) and
other Contracts for Funds Availability

1. Issuance of Order of Payment
Accounting Unit

ADMINISTRATION AND FINANCE UNITS UNDER OFFICE OF THE DIRECTOR

1. Processing and approval of Permit for non-extractive activities i.e. Filming, Videotaping,
spiritual and other recreational activities; use of Protected Areas for Scientific purposes
prior to issuance of Research Agreement

NINOY AQUINO PARKS AND WILDLIFE CENTER

5. Review of Technical Specifications for Procurement of ICT Equipment (Hardware and
Software)

4. Evaluation of Tender/Quotation for Small Value/Shopping Mode of Procurement of ICT
Equipment and Supplies (Hardware and Software)

3. Preparation of Technical Specifications for Procurement of ICT Equipment (Hardware
and Software)

2. Response to Inquiries / Request and Complaints received from the Presidential Complaint
Center-Hotline 8888

1. Review and Request for Geo Spatial Data/Maps
BIODIVERSITY POLICY AND KNOWLEDGE MANAGEMENT DIVISION



Survey Questionnaire

There were two (2) questionnaires used during data collection, as attached in Annex I.

CSS Form 2019 was used for transactions from January to August 2020; whereas CSS Form

2020 was used for the remainder of the year. The change of forms was in compliance with the

recommended service quality dimensions of Client Satisfaction Survey based on Annex 4 of the

Data Gathering

The CSS data was collected through exit survey method instead of the usual face-to-face

interview. In this method, the clients were asked to rate the service of the Division/Unit after

they have received their requests, permits or certificates. The clients rate the services either

online or through paper questionnaires. The questionnaire takes the form of the issued CSS

Format of the DENR-Central.

In accordance with the Data Privacy Act, consent from clients were first solicited either

in written or verbal form. Clients who opt not to participate in the survey were treated as refusal

in the data. Confidentiality of personal details, answers and CSS data was ensured.

As a measure to prevent the spread of the COVID-19 virus, the Bureau practiced safety

protocols with limited client interaction. In the last quarter of the year, the Bureau has adopted

an online CSS questionnaire via Google Forms and tillable PDF to fecilitate surveying of client's

feedback. A QR code was also generated for easy access of the survey link.

The Client Satisfaction Survey 2020 has the following objectives:

1.To measure the level of satisfaction of the internal and external clients of the Bureau who

availed of the BMB services indicated in the Bureau's Citizen Charter from January to

December 2020;
2.To identify the service gaps to meet the needs and expectations of its clients; and

3.To determine the drivers of satisfaction of its clients.

(BAC-SEC)
Sale of Bidding Documents

Bids and Awards Committee - Secretariat

Processing Request for Copies of Controlled Documents
Records Management Unit

1.

1.



Data Analysis

Results of the 2020 Client Satisfaction Survey were analyzed using the combined

weighted average of the two sets of scores from the two survey instruments. The number of

months the survey questionnaire was utilized served as the weights to compute the combined

averages of the result of the two survey instruments as follows:

_ number of months (survey coverage)

total number of months in a year

Since CSS Form 2019 was utilized from Januaiy to August, it encompassed a period of

eight (8) months and has a corresponding weight of— or 0.67. As for the new CSS Form 2020,

the corresponding weight is — or 0.33.

The combined weighted average (overall score) for a given service was computed using

the formula below:

Overall Score = (Satisfaction Score using the CSS 2019 form x 0.67)
+ (Satisfaction Score using the CSS 2020 form x 0.33 )

1 No scale of 3 in the Likert Scale
5 - Strongly Agree
4 - Agree
3 - Neither Agree nor Disagree
2 - Disagree
1 - Strongly Disagree

CSS 2020 Form

5-Very Satisfied
4 - Satisfied
2 - Dissatisfied
1 - Very Dissatisfied

CSS 2019 Form"

Rating Scale

Data Processing

Collected data from paper and online questionnaires were encoded, processed and

analyzed using MS Excel.

Memorandum Circular 2020-1 of the Inter-Agency Task Force on the Harmonization of National

Government Performance Monitoring, Information and Reporting Systems (IATF-AO25).

The four service dimensions measured in the CSS Form 2019 are timeliness, quality,

professionalism of DENR personnel and ease of doing business; while the eight service

dimensions of the newer CSS Form 2020 consist of responsiveness, reliability (quality), access

and facilities, communication, costs, integrity, assurance, and outcome.



b Dimensions used are only for CSS 2020 form

Score by Critical Service

8.  Outcome
7.  Assurance

6.  Integrity
5.  Costs
4.  Communication
3.  Access and Facilities
2.  Reliability (Quality)
1.  Responsiveness

Service Quality Dimension *

Results for each service quality dimension for each service was presented in a similar manner

as follows:

Poor
Unsatisfactory

Satisfactory
Very Satisfactory

Outstanding
Adjectival Rating

1.99 and below
2.00-2.99
3.00-3.99
4.00-4.99

5.00
Overall Score Rating

The client satisfaction score for each service/process was computed by averaging all the
score rating of the service quality dimensions. The score rating of each service quality dimension

was derived by averaging all the responses found under specific dimensions.

The overall score was interpreted based on its adjectival equivalent as specified below:



a.Automate the process or transaction.

b.Access to WIFI

Suggestions

4.93
4.92

5
4.92
4.92
4.92
4.92
4.92
4.92

Score by Critical
Service

Satisfaction Score
Outcome

Assurance
Integrity

Costs
Communication

Access and Facilities
Reliability (Quality)

Responsiveness

From CSS 2020 Form
Responses

4.72

4.72
4.72
4.77
4.74
4.67

Score by Critical
Service

Satisfaction Score

Overall Experience
Ease of doing business

Professionalism
Quality of Service

Timeliness

From CSS 2019 Form
Responses

Processing of CITES Permit Applications for the Import of Wildlife, including by-products

and derivatives

Number of CSS Forms Received: 53

Suggestions

a. Reduce the length of processing time to complete the transaction

,.,.,,-,,r^,    J
4.56
4.57
4.57
4.57
4.50
4.57
4.57
4.57
4.54

Score by Critical
Service

Satisfaction Score
Outcome

Assurance
Integrity

Costs
Communication

Access and Facilities
Reliability (Quality)

Responsiveness

From CSS 2020 Form
Responses

i*^•,.,r:;;;^:.-^;..,^^_—

4.77

4.77
4.77
4.80
4.80
4.73

Score by Critical
Service

Satisfaction Score

Overall Experience
Ease of doing business

Professionalism
Quality of Service

Timeliness

From CSS 2019 Form
Responses

Results

WILDLIFE RESOURCES DIVISION

Processing of CITES Permit Applications for the Export/ Re-export of Wildlife, including

by-products and derivatives

Number of CSS Forms Received: 45



CAVES WETLANDS AND OTHER ECOSYSTEMS DIVISION

Review and Evaluation of Cave Assessment/Classification Reports

No data available

Review and Evaluation of Wetlands Assessment / Classification Reports

No data available

NATIONAL PARKS DIVISION

Review of Proposed Protected Area Community- Based Resource Management Agreement

(PACBRMA)

No data available

Review and Evaluation of Application for Special Use Agreement in Protected Areas

(SAPA)

No data available

Processing of Request for Gratuitous Permit to Collect Wildlife for Scientific Research
Purposes

No data available

Processing and Approval of MOA for Scientific Research

No data available

Processing and Approval of Request for Bioprospecting Undertaking

No data available

Processing and Documentation of Turned-over, Donated and Confiscated Wildlife

No data available



Suggestions

a. Explain to client how to evaluate map result

No data available
5
5
5
to
to

Score by Critical Service

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

BIODIVERSITY POLICY AND KNOWLEDGE MANAGEMENT DIVISION

Review and Request for Geo Spatial Data/Maps

Number of CSS Forms Received: 1

Suggestions

a. Kindly finalize the needed fields in the CMEMP database particularly in the coastal
habitat (coral reef, seagrass and mangroves)

I
4.83
4.86
4.86
4.86

-

4.86
4.86
4.81
4.71

Score by Critical
Service

Satisfaction Score
Outcome

Assurance
Integrity

Costs
Communication

Access and Facilities
Reliability (Quality)

Responsiveness

From CSS 2020 Form
Responses

4.67

4.67
4.67
4.67
4.67
4.67

Score by Critical
Service

[  '^^^
Satisfaction Score

Overall Experience
Ease of doing business

Professionalism
Quality of Service

Timeliness

From CSS 2019 Form
Responses

COASTAL AND MARINE DIVISION

Request for Technical Assistance (Coastal and Marine)

Number of CSS Forms Received: 10
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4.88
4.89
4.91
4.91
4.91
4.91
4.89
4.89

Score by Critical Service

Outcome
Assurance
Integrity

Costs
Communication

Access and Facilities
Reliability (Quality)

Responsiveness
From CSS 2020 Form Responses

NINOY AQUINO PARKS AND WILDLIFE CENTER

Processing and approval of Permit for non-extractive activities i.e. Filming, Videotaping,

spiritual and other recreational activities; use of Protected Areas for Scientific purposes

prior to issuance of Research Agreement

Number of CSS Forms Received: 56

Evaluation of Tender/Quotation for Small Value/Shopping Mode of Procurement of ICT

Equipment and Supplies (Hardware and Software)

No data available

Review of Technical Specifications for Procurement of ICT Equipment (Hardware and

Software)

No data available

-

•^tI'll it HlilM ^

No data available
5
5
5
to
5

Score by Critical Service
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From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

Response to Inquiries / Request and Complaints received from the Presidential Complaint

Center-Hotline 8888

No data available

Preparation of Technical Specifications for Procurement of ICT Equipment (Hardware

and Software)

Number of CSS Forms Received: I
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No data available
4.76
4.76
4.80
4.80
4.68

Score by Critical Service

.immnm

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

L-

Issuance of Tax Withheld Certificates (BER FORMS 2306 and 2307)

Number of CSS Forms Received: 25

Processing of Purchase Order (PO) and Job Order (JO), Contract of Service (COS) and

other Contracts for Funds Availability

No data available

No data available
4.83
4.83
4.88
4.88
4.83

Score by Critical Service

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

ACCOUNTING UNIT

Issuance of Order of Payment

Number of CSS Forms Received: 24

Suggestions

a.Availability of online payment

b.Awareness of security guards on regulations set by the admin.



GENERAL SERVICES UNIT

Issuance of Vehicle Trip Ticket

No data available

Issuance of Fuel Withdrawal Slip

No data available

No data available
4.93
4.93
4.93
4.93
4.93

Score by Critical Service

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

CASHIER UNIT

Preparation, Processing and Issuance of Checks/LDDAP-ADA

No data available

Collection and Deposit of Fees

Number of CSS Forms Received: 15

4.00
4.00
4.00
4.00
4.00
4.00
4.00
4.00

Score by Critical Service

Outcome
Assurance
Integrity

Costs
Communication

Access and Facilities
Reliability (Quality)

Responsiveness
From CSS 2020 Form Responses

Processing of Special Budget Request

Number of CSS Forms Received: 1

BUDGET UNIT



Issuance of Personal Travel Authority

No data available

J;.:r^^:..:

No data available
4.67
4.75
4.75
4.80
4.80

Score by Critical Service

.*^**•^

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

L-L

Number of CSS Forms Received: 5

Issuance of Service Records

No data available               \
5.00
5.00
5.00
5.00
5.00

Score by Critical Service

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

Issuance of Certification of Travel History

Number of CSS Forms Received: 3

J. :  ..-•^....^ .

No data available
5.00
4.67
5.00
5.00
5.00

Score by Critical Service

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

L.

HUMAN RESOURCE DEVELOPMENT UNIT

Issuance of Certification of No Pending Administrative Case

Number of CSS Forms Received: 3



BIDS AND AWARDS COMMITTEE - SECRETARIAT (BAC-SEC)

RECORDS MANAGEMENT UNIT

Processing Request for Copies of Controlled Documents

No data available

1
4.43
4.43
4.43
4.43

-

4.43
4.43
4.43
4.43

Score by Critical
Service

^^0^^^Z

Satisfaction Score
Outcome

Assurance
Integrity

Costs
Communication

Access and Facilities
Reliability (Quality)

Responsiveness

From CSS 2020 Form
Responses

4.74

4.77
4.85
4.77
4.69
4.62

Score by Critical
Service

^          •~-*^1l8W^^^(ffi

Satisfaction Score

Overall Experience
Ease of doing business

Professionalism
Quality of Service

Timeliness

From CSS 2019 Form
Responses

PROCUREMENT MANAGEMENT UNIT

Processing of Purchase Request for the Procurement of Goods and Services

Number of CSS Forms Received: 21

Suggestions

a.Expedite action on the preparation and releasing of request.

b.Availability of signatories for faster transaction.

No data available
5.00
5.00
5.00
5.00
5.00

Score by Critical Service

From CSS 2020 Form Responses
Overall Experience

Ease of doing business
Professionalism

Quality of Service
Timeliness

From CSS 2019 Form Responses

Issuance of Certification of Employment

Number of CSS Forms Received: 8
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4.88
4.91
4.82
4.91

-

4.82
4.91
4.91
4.91

Score by Critical
Service

Satisfaction Score
Outcome

Assurance
Int^rity

Costs
Communication

Access and Facilities
Reliability (Quality)

Responsiveness

From CSS 2020 Form
Responses

4.00

4.00
4.00
4.00
4.00
4.00

Score by Critical
Service

E          ."^!
Satisfaction Score

Overall Experience
Ease of doing business

Professionalism
Quality of Service

Timeliness

From CSS 2019 Form
Responses

Sale of Bidding Documents

Number of CSS Forms Received: 12
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Annex 1
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