
DON HONORIO VENTURA STATE UNTVERSITY

crrrzEN/ctrENT SATTSFACTTON REPORT 2O2O

This report summarizes and highlights the findings of the DHVSU

2O2O Citizen/Client Satisfaction Survey. The analysis of this suruey report

was accomplished by the Quality Management System (QMS) Unit of the

University. For this report, QMS unit used two sets of CSS forms (DHVTSU-

QSP-ADMINSO-004-F0001-R00 and DHVSU-QSP-ADMINSO-004-F0001-

R01) for the period of January-August and September-December,

respectively. A total of 1753 surueys were conducted with DHVSU

customers.

Coverage Suruey Form Freguency

January to August 2020 Customer Satisfaction Form

( D H VTS U fl SP-A D MIN 5 O 4 H -

ruau-R00)

1,t97

Sefiember to December 2020 Customer Satisfaction Suruey Form

( D H VSU QS P-A D MIN S O 4 04 - ft n 0 1 -

R01)

556

TOTAL 1753

The suruey addresses client opinions on their experience and

satisfaction with DHVSU seruices. The analysis includes the Net Positive

Index (NPI) which provide an indication of the most satisfied versus the

least satisfied clients. The NPI is the difference between combined Top

Box and Combined Bottom Box responses.



Results of the Citizen/Client Satisfaction Suruey for FY 2O2O

Resulb of the CSS (Januaty - August' 2AZA)

Seruice QualiU Dimension Rating Description NPI
1. Timeliness 4.75 Very Satisfied 195

2. Length of Waiting 4.54 Very Satisfied 181

3. Willingness 4.84 Very Satisfied 190

4. Responsiveness 4.81 Very Satisfied 196

5. Overall rating
(Personnel/StafD

4.79 Very Satisfied 196

6. Overall rating
(Office/Unit)

4.82 Very Satisfied 196

7. Overall rating (Services) 4.81 Very Satisfed 193

OVERALL SATISFACTIOil 4.76 Very Satisfied

The results of the 2020 CSS from January-August shows that the

clients of DHVSU were "very satisfied"with the services rendered by the

personnel of the university. Responsiveness is the highest rated overall

category at an NPI of 196, with 96.320/o clients choosing the top box.

Clients rate their overall satisfaction with the service at an NPI of 193,

indicating that 93.32o/o of the clients choose the top box ( very satisfied and

ntisfied).

CSS January - August 2020

Overall rating on the servicels or action/s provided

Guerall ratinB on the concerrred ofiice

Otrerall rating of tire concerred personnel

Fersonrrel's re sponsiveness in resolving the conterrr

P*r&)nnel's .willingness t o address the corre rn

Nurnber of minutes

Timelirress of service

Ws tffio?ffi}Wo 4{06 5096 60?6 70968ffi 909610096

VerySatisfied "Satisfied Dissatislied *VeryDissatisfied l.loresponse

-1



Results of the CSS (September - December, 2A2A)

Service Quality
Dimension

By Critical
Seruice

Overall
5eruice

L. Responsiveness 8.9s 9.L2

2. Reliability (Quality) 8.97 9.13

3. Access & Facilities 8.73 8.93

4. Communication 8.94 9.10

5. Costs 8.37 8.s0

6. Integrity 9.47 9.21

7. Assurance 9.06 9.22

8. Outcome 8.96 9.1rt

OVERALL SCORE B.B8 9.05

DESCRIPTTOfrI Yery Satisfred Yery fitisfied

Finally, the last part oF each questionnaire asked customers/clients to

provide any additional comments or suggestions for improving the seruice

they receive from DHVSU. Out of the 1584 total respondents, all of the

comments mentioned positives like "Good Job". "very accommodating",

Yhank you".

September-December 2020
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Assurance Outcome

9Wo 100%



SUMMARY OF

CITIZEN CLIENT

SATISFACT!ON

SURVEY

REPORT



JANUARY 01 . 31, 2A2O

January 2020

OVERALL RAT| NG (SIRV ICES)

0VERALL nATr NG { POFF I CE/UN {T}

OVEftALL ftATl NG ( PERsol-I N ELISTA F r)

HESPONSIVENESS

wrLLrN6Nr5s

LENGTH OF WAITING

TIMELIN[55

: Very Satisfied x Satisfied $' Dissatisfied m Very Dissatisfied

CUSTOMER SATISFACTION
very

Satisfied Satisfied Dissotislied Dissotisfied
Not
accomplished

1. Timeliness of service 11L 51 0 0 0

2 Number of minutes L04 53 0 0 0

3

Personnel's willingness to address the
concern 110 52 0 0 0

4
Personnel's responsiveness in
resolving the concern 110 52 o 0 0

5

Overall rating of the concerned
personnel L10 52 o 0 0

6 Overall rating on the concerned office 110 52 0 0 0

7
Overall rating on the service/s or
action/s provided LL0 52 0 0 0

l-- -"5t _ I
t ffi f
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FEBRUARY 01-29, 2O2O

February 2A2O

OVERALL RATI NG (5ERVI CES)

OVERALL RATI N6 ( POF F I CE/UN IT)

OVERALL RATI N6 { PERSON N EL/STAF F )

RESPONSIVENESS

WILLINGNESS

LENGTH OFWAITING

TIMELINESS

r Seriesl r Series2 w Series3 * Series4 r Series5

CUSTOMER SATISFACTION
very

tutisfied Sotisfied Dissotisfied
very

Dissatisfied
Not
accomplished

1 Timeliness of service 111 50 o 0 1

2 Number of minutes lo2 40 10 0 0

3

Personnel's willingness to address the
concern 109 53 0 0 0

4
Personnel's responsiveness in
resolving the concern 109 53 o 0 0

5

Overall rating of the concerned
personnel 109 53 0 0 0

6 Overall rating on the concerned office 110 52 0 0 0

7

Overall rating on the service/s or
action/s provided 110 52 0 0 0

llo

--r52

lt 52 I

53--- l

-T

53 I

53_ r
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rl nrIrtt tralrtt
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MARCH 01-31, 202A

CUSTOMER SATISFACTION

March 2O2O

OVERALL RATI NG (SERVI CES}

0VERALL RATTN6 ( POFFTCE/UN lr)

OVERALL RATI NG ( PERSONN ELISTAF F)

RESPONSIVENESS

WILLINGNESS

LENGTH OF WAITING

TIMELINESS

r Seriesl r Series2 * Series3 * Series4 r Series5

very
Dissotisfied

Not
accomplished

very
Satisfied Sotisfted Dksotisfied

0 0 91 Timeliness of service L52 L

154 1 o 0 02 Number of minutes

158 4 0 0 03

Personnel's willingness to address the
concern

0 0 04
Personnel's responsiveness in
resolving the concern 158 4

158 4 0 0 o5

Overall rating of the concerned
personnel

06 Overall rating on the concerned office 158 4 0 0

0 07

Overall rating on the service/s or
action/s provided 160 2 0

I
I

I

160

ru
f-l

-_l

158 7;t
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APRtt 01-30, 2020

April 202A

OVERALL RATI N6 (SERV ICTS}

ovERALL RATr N6 { 
po r r r crlulu rr}

0VERALL RAT| N6 { PERSON N E L/STAF F}

RESPONSIVENISS

WILLINGNTSS

LENGTH OF WAITIN6

TIMELINESS

r $eriesl t Series2 m Serie*3 n Series4 r Series5

I

CUSTOMER SATISFACTION
very

Sotisfied Satisfied Dissotisfied
very

Dissatisfied
Not
accomplished

L Timeliness of service 132 0 0 0 0

2 Number of minutes 62 50 2A 0 0

3

Personnel's willingness to address the
concern L37 0 0 0 0

4
Personnel's responsiveness in
resolving the concern r.32 0 0 0 0

5

Overall rating of the concerned
personnel 130 z 0 0 0

6 Overall rating on the concerned office 132 0 0 0 0

1

Overall rating on the service/s or
action/s provided t3z 0 0 0 0

t
I

I130

--_-Z
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MAY 01-31, 2420

very
ktisfied Satisfied Dissqtisf,ed

very
Dissatisfied

Not
accomplished

t Timeliness of service 82 0 0 0 4

2 32 5 0 4Number of minutes 45

3

Personnel's willingness to address the
concern 82 0 0 0 4

4 0 4

Personnel's responsiveness in
resolving the concern 82 0 0

5 0 0 4

Overall rating of the concerned
personnel 82 0

6 Overall rating on the concerned office 82 0 0 0 4

7

Overall rating on the service/s or
action/s provided 82 0 0 0 4

May 2020

oVERALL RATr N6 (SERVTCES)

0VERALL RATi NG { POFF r CE/UN rT)

oVERALL RAT| NG { PERSONNEL/STAF F}

RESPONSIVENESS

WILLINGNESS

LENCTH OF WAITIN6

TIMELINESS

m

m

__45
aa

I

r Seriesl r Series2 s Series3 m Series4 x Series5

CUSTOMER SATISFACTION



JUNE 01-30, 2A20

very
Satisfted Satisfied Dissatisfied

very
Dissotislied

Not
accomplished

1 Timeliness of service 162 3 0 0 4

0 42 Number of minutes 1.43 10 10

0 43

Personnel's willingness to address the
concern 163 0 0

5 0 0 44
Personnel's responsiveness in
resolving the concern r.58

5 0 0 45

Overall rating of the concerned
personnel 158

0 0 0 46 Overall rating on the concerned office L63

0 47
Overall rating on the service/s or
action/s provided 145 5 0

145

163

4

/*

4

3E
143II

June 2A2O

OVERALL RATI NG (SERVICES)

oVERALL RAT| N6 (POFF tCE/UN lr)

OVEflALt RATI I'lG TPERSONNEL/STAF F)

RESPONSlVENESS

WILLIN6NESS

LENGTH OFWAITING

TIMELINESS

E
I

r Seriesl r Series2 e Series3 * Series4 r Series5

CUSTOMER SATISFACTION

rl



JULY 01-31, 2020

Iufy 2O2O

0VERALL RAT! NG ( SERVTCES)

OVERALL RATI N6 ( POFF ICE/UN IT)

0VERALL RATI NG { PERSON N EL/STAFF}

RESPONSIVENESS

WILLINGNESS

LENGTH OF WAITING

ffi

TIMELINESS

r Seriesl r Series2 e Series3 u Series4 x Series5

CUSTOMER SATISFA TION
very

Satisfied Satisfied Dissotisfied
very

Dissotisfied
Not
accomplished

L Timeliness of service 104 50 1 0 4

2 Number of minutes 96 59 0 0 4

3

Personnel's willingness to address the
concern 144 10 0 0 4

4
Personnel's responsiveness in
resolving the concern 124 30 0 0 4

5

Overall rating of the concerned
personnel LO4 50 0 0 4

6 Overall rating on the concerned office 104 50 0 0 4

7

Overall rating on the service/s or
actionls provided 104 45 5 0 4

rta FN
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AUGUST 01-31, 2O2A

very
Satisfred Satisf,ed Dissatisfied

very
Dissatisfied

Not
accomplished

1 Timeliness of service 108 53 0 0 4

Z 0 4Number of minutes 82 53 20

3

Personnel's willingness to address the
concern Ls8 0 0 0 4

4 0 0 4

Personnel's responsiveness in
resolving the concern 128 30

5

Overall rating of the concerned
personnel 135 23 o 0 4

6 Overall rating on the concerned office t5B 0 0 0 4

7
Overall rating on the service/s or
action/s provided L58 0 0 0 4

August 2020

CIVEftALL RATI N6 {S[RVICES}

OVIRALL &ATl rdc { POF F l([/U N fTi

ovrRArL RATI NG {PERSONNEI_/STAF F)

RESPONSIVEf{TS5

WILLINGNTSS

L[}I6TH OFWAITING

TIMTLINESS

-Eru"-
rffi

: $eriesl n Series2 ti Series3 w Series4 w Series5

CUSTOMER SATISFACTION



10 9 I 7 6 5 4 3 2 1

Responsiveness 348 56 84 1"6 36 16

Reliability 3s2 24 108 28 44

Access & facilities 336 48 84 28 52 4 4

Communication 352 44 88 20 48 4

Costs 332 16 108 12 40 4 44

lntegrity 380 16 112 8 40

Assurance 384 12 108 8 44

Outcome 368 t2 84 32 56 4

September - December 2020

Septem ber-Decem ber 2020

1

)

3

4

q.

6

7

d

9

10

t

i

0% 10% 20% 30% 40%

t; Responsiveness r Reliability

nt Costs ry lntegrity

50% 5Ao/o 70o/o 80%

t Access & {acilities r C.ommunrcatron

' Assurance Outcome

90% 1000/o
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Repuuk of thc pmlppkrcJ

DON HONORIO VET{TURA STATE UI{IVERSTTY
0rcolor, P ntrroglr

Gulomar,Satlrfrdhtl-$lrtgLflm

Name
BASIC INFORMANON
(Opthnal)r

Slt dcot E P,rrcnucudrrrbn u Dlnsu [mplo6a l]supg5r f]q,rrr (tr(rr)
Delh,tdng omavuntt:
safvtct Rqudd:
Asslsted by:
Date:

t(lL----
aPl_

II. cfiEcxusT

Sewice Dimension
l. of se lce

m. cor,ruElfrygJccEsnoils

(6). (5) o (t)

Vcry
Snllrrlcd

5nlt..fl'r,

1fl_. -(!) o)

Nrllhct
!tt{lcd

no(
Drrtu.r.ld

Or,.,rll'.f'4d
ot\..rlt Ietl

I

I
I

f-
r

t

oHvsu-QsP-ADMlN5(,-OO4-FOOOl-ROl

ua_
*\/*-

3. EmployedJ Esponslrc{ers ln resolying
Gncems

4. Employeqs' aulity to show slncere
inW h solvlng custome/s prouems
and pIoi/ide the needed servlce

5. EmdoyeeJs' aulity to perform wlth none
to mhlrnal ermr rate ln servlce

6. Cdr/!'limce of locatiot and phyScal
access to bulldlno

7- Combrt oF omces ard waitJnq area
8. Lenqh of s€Nke
9. Queries trElq ffilered apg'opriately
10. Basic infamat on was available
11. Ouzen chartsr b dear and easy b

urdersEnd
12. Ease of billinq,/paymcnt
13. Acceobbh ranoe d service fee
14. Emplotte/t' lF.Esty h delh/Erfrg Ble

s€wlce
f5. Emplorcgt hlntesE ln dehrcrirp tle

s€tt lce
16. cr,stomer ftels safe with thdr

transactbn
17. Employeds aulity b lnsull drrlderre b

a,storne's
18. Ouallty d act al serlce orwlded

III rr
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2. Emplq/€qs' wlllingness to h€lp, asslst
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Repuuk o, the Pt llpptnee

DOI{ HONORIO VENTURA STATE UT{IVERSITY
&rcolor, Pampon{a

Customer SaUsfactlon SJrrvev Form

I. BASIC T TORHATION

E,ne (OpttonaD:

lZl $udent E parenvcua.dL'lr 
El DHvgJ EmpblEc EISrpOcr EOt 'crs 

(sp&ty, -=----
Odtvertl€ Omcguntt:
Servica Requ6tEd:
Asslsted br
Datp:

I o$

o

U. SERVICE CHECKUST

M. COMMEITVgJGGESIIONS

NcitlPr
SrUsred

tw

D,setJ.Jd vd,l
AtDttld

trnld I

Very
SaUsfled

SaUsrred

0) o) t4)Service Quality Dimenslon (8) lr) t6) (5)
l. Tlmely deliverv of servlce

Jil.
2. Emdoyee/t' wflllrqness to hdp, asslst

and povlde gompt senke
3, Emplol@s' responCveness in resolvlng

cdr@ms
4. Employee/s' ability to sllow Sncere

inErest h soMrlg olsbrnel,s prouems
ard prwide the needed service

5. Emdoyeds'ablity to perform witi none
to minlmal eror rate in servie

5. &r erdence of lo(aum and physkal
acess b hrildinq lr7. omfort of offres and waiunq area

8. Lenqth of servke
9, Querk:s rvere ans,vered appropriately
10. Bagc lnbrmation was aydllable
lt, Ouzeri dErter is dBr and easy to

urdersad
12. Ease of billhq/payment

I13. Acc@table ranq€ ot s€rvice f€e
14. Emdqdf tlon6ty ln ddir€ring the

servhe
f5. Employedt' hltrEss h ddhrerlng tite

Sen lce
16. GJSbmer EelS safe rYith their

trarEactbn
t7. EmdoFe's aHlity to Intull confldetlce b

ortomers
f 8. Quallty cf ach.El servlce p!!!L

II

oHvSU-QSP-ADMlfl sC004-F0001. R0l

Scanned with CamScanner

Q) t(

I

I



PREPARED BY:

CAPU

Republic of the Philippines

DON HONORIO VENTURA STATE UNIVERSITY
APALIT EXTENSION CAMPUS

DAC CUSTOMER SATISFACTION SUMMARY

EWA.

NUMBER OF VISITORS THAT ANSWERED:

VERY

DISSATISFIED
DISSATISFIEO SATISFIEO VERY SATISfIED

Timeliness of
service

0 o 16 38

No. of minutes 0 0 16 38

Personnel's
willingness to

address concern
0 0 16 38

Personnel's
willingness in

resolving
concern

0 0 16 38

Overall rating of
the concerned

personnel
0 0 L6 38

Overall rating of
the concerned

office
0 0 16 38

Overall rating on
the service,/s or
actions provided

0 0 15 38

MIN AIDE

T



DHVSU Mexico Campus

Customer Satisfaction 2020

Item Jan 2020 Feb 2020 Mar 2020 June 2020 July 2020 Aug 2020 Sept 2020 Oct 2020 Nov 2020 Dec 2020 Total
I VS L2 13 6 ?9 37 29 37 28 5 3 199

s 10 11. 3 15 32 25 25 48 4 5 178
2 VS 6 11 6 30 43 34 38 27 6 2 203

s 15 13 3 L4 26 2A 24 49 3 6 t73
3 VS 13 12 6 32 4L 34 39 27 6 2 2L2

s 8 2 3 13 28 20 23 49 3 6 155
4 VS L3 L2 5 30 39 32 39 27 6 2 205

s I t2 4 !4 30 22 23 49 3 6 L7L
5 VS 13 1.1 6 28 44 32 38 26 6 3 207

s I L3 3 16 25 22 24 50 3 5 169
6 VS L3 13 63 28 43 29 40 28 6 2 26s

s 8 11 16 26 25 22 48 3 6 165

rAL RESPONDEI 22 24 I 44 69 54 62 76 I I t77

Ed.D.

pus Director


