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FROM ,
Quality Managemént Representative
DATE . August 7, 2020
RE 2 RE$ULTS OF INTERNAL CUSTOMER SATISFACTION

SURVEY FOR THE FIRST SEMESTER OF 2020

As part of SRA’s commitment in enhancing its Client Satisfaction through a conduct of
Customer Satisfaction Survey, generation of Customer Feedback started last July

2015.

The following criteria were used to weigh satisfaction from various SRA clients of each
Department:
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Quality of service

Response time

Service outcorne

Extensive information of service provider

Competence

Service provider friendliness, courtesy, and fair treatment

The Rating Scale used on said parameters are as follows:
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5.00 | Outstanding
4.00 — 4.99 | Very Satisfactory
3.00 — 3.99 | Satisfactory
2.00 — 2.99 | Fair or Needs Improvement
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A total of four (4) Department/Areas have submitted their respective Summary of
Customer Feedback Forms covering January - June 2020. Results were tallied to

come up with SRA's Overall Customer Satisfaction Rating. Kindly refer on the
summary below:

SUMMARY FOR 2020 (JANUARY-JUNE 2020)

SATISFACTION POINTS No. of WEIGHTED
CRITERIA Respondents AVERAGE

1 952 203 4.69

2 955 203 4.70

3 935 203 4.61

4 932 203 4.59

5 954 203 4.70

6 963 203 4.74

SRA Overall Rating: 4.67
RATING SCALE:
5.00 Qutstanding
4.00-4.99 Very Satisfactory
3.00-3.99 Satisfactory
2.00-2.99 Fair or Needs Improvernent
1.00-1.99 Poor
SRA’s Overall Customer Satisfaction Rating = 4.67 (Very Satisfactory)

The following are the gathered suggestions for the months of July - December 2019:

Month: Department/ Area: Suggestions for Improvement:
You should have a permanent/
authorized personnel available in the

Maiz SRA-Bacolod | \151;MCO Mill for prompt issuance of
receipt.

June Regulation Casbhier is far.




Please be advised to submit your Customer Feedback Form Summary quarterly on
time to be able to come up with a more accurate rating for the next semester.

For your information and compliance.
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