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I. Overview: 
Table 1 below provides a summary of the CSM results for FY2023. 
 
Table 1.  FY2023 Summary of CSM Results 

 Score 
CC Awareness: 80.25% 
CC Visibility: 55.59% 
CC Helpfulness: 59.07% 
Response Rate: 48.41% 
Average Rating: (SQD 0) 98.64% 
Overall Score: (SQD 1 to 8) 97.83% 

(Outstanding) 
 
 

Of the 6,816 respondents in FY2023, roughly 80% were aware of the MIRDC Citizen’s 
Charter (CC).  About 55% of respondents found the CC visible (easy to see), and 59% 
found the CC very helpful.  The CSM covered 48.41% of the transactions rendered for 
FY2023. 

For FY2023, 98.64% of the Center’s clients generally expressed satisfaction with the 
availed service. 

Meanwhile, 97.83% of the survey responses for the eight (8) service quality 
dimensions (SQDs) rated Strongly Agree / Agree, which is equivalent to an 
Outstanding rating based on the scale set by ARTA. 

 

II. Scope: 

Starting FY2023, DOST-MIRDC has implemented the Harmonized CSM for its 
external services.  The Center adopted the harmonized CSM for internal services in 
September 2023 on a test run or trial period.  

Per Section 4.1.2.  of ARTA Memorandum Circular 2022-05, this CSM report covers 
only external services in FY2023.   

The survey covered the period from January to December 2023, detailing customer 
feedback on the services provided by seven (7) delivery units (DUs).  Table 2 below 
is an overview of the operational scope of external services and the number of 
transactions of DOST-MIRDC’s delivery units.  

Table 2.  Summary of DU’s Count of Services Offered, Total Transaction and Reach 

Delivery Units 
Count of Listed 

Services 
(External) 

Total 
Transactions 

Reach/ 
Coverage 

1.  Analysis and Testing 
Division (ATD) 

7 4,177 Nationwide 

2.  Materials Process and 
Research Division (MPRD) 

8 313 Nationwide 

3.  Office of the Executive 
Director - Mold Technology 
Support Center (OED-MTSC) 

3 6 Region IV-
A 
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Delivery Units 
Count of Listed 

Services 
(External) 

Total 
Transactions 

Reach/ 
Coverage 

4.  Office of the Executive 
Director - Technology 
Solution Services Section 
(TSSS) 

3 376 Nationwide 

5.  Prototyping Division (PD) 1 1 Nationwide 
6.  Technology Diffusion 
Division – Industry Training 
Section (TDD-ITS) 

6 8,772 Nationwide 

7.  Technology Diffusion 
Division – Technology 
Advisory and Business 
Development Section (TDD-
TABDS) 

4 436 Nationwide 

Total 32 14,081  
 
 
The Total No. of Transactions reported in Table 2 differs from the No. of Technical 
Services Rendered.  In FY2023, DOST-MIRDC rendered 5,851 technical services.  
Based on ARTA MC 2022-05, CSM shall be rendered to all clients with completed 
transactions.  A transaction is considered complete when the final step of the service 
availed of per the Citizen’s charter is accomplished.  However, a technical service may 
result in multiple transactions.  For example, a Training Program conducted by TDD-
ITS is counted as one (1) technical service rendered but will result in separate 
transactions due to the multiple number of trainees/attendees.  

Six out of the seven (6/7) DUs provide their services at the Metals Industry Research 
and Development Center (MIRDC) office (located at NCR), but these services were 
available to customers nationwide.  Meanwhile, the MTSC in Cavite primarily serves 
customers within Region IV-A but may have extended to neighboring areas. 

This report reflects the comprehensive nature of the survey, which sought customer 
feedback across different regions and types of services provided by the various DUs.  
It aims to provide insights into customer satisfaction levels and identify areas for 
improvement. 

Table 3 below outlines the DOST-MIRDC services surveyed for FY2023 with details 
of response rate and the required/minimum number of responses as computed using 
the ARTA’s prescribed sampling calculator (found in: 
https://tinyurl.com/CSMsamplesize). 

In most external services, the number of transactions is primarily determined by the 
count of completed Technical Service Requests or Job Orders within the year.  
Excluding the six (6) training services offered by the Center, the count of transactions 
is typically based on the number of participants in the training sessions.  However, 
there are instances where a single company requests for an exclusive training.  In such 
cases, irrespective of the number of participants, the transaction count remains at one 
(1) transaction.  An example of this scenario can be observed in Item number 19 and 
22 of Table 3. 

 
 

https://tinyurl.com/CSMsamplesize
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Table 3.  Surveyed services as reflected in the Citizen’s Charter 

External Services Total 
Transactions 

Respon
ses 

Response 
Rate 

Minimum 
Number of 
Responses 
(as per ARTA 

sampling 
calculator) 

ATD 
1.  Auto-parts 
Testing Services 43 39 90.70% 39 

2.  Corrosion 
Testing Services 319 179 56.11% 175 

3.  Mechanical 
Metallurgy Testing 
Services 

1,149 321 27.94% 288 

4.  Non-Destructive 
Testing Services 101 89 88.12% 80 

5.  Physico-
Chemical Testing 
Services 

818 267 32.64% 262 

6.  In-House 
Calibration Services 1,678 438 26.10% 313 

7.  In-plant 
Calibration Services 69 59 85.51% 59 

MPRD 
8.  Contract 
Research/ Joint 
Research Services-
MPRD 

4 4 100 % 4 

9.  Fractographic 
Evaluation 2 2 100 % 2 

10.  Metallurgical 
Sample Preparation 24 24 100 % 23 

11.  Optical and 
Electron Microscopy 69 60 86.96% 59 

12.  Metal 
Classification/Certifi
cation 

176 147 83.52% 121 

13.  Additive 
Manufacturing 
Services 

38 35 92.11% 35 

OED - MTSC 
14.  Service 
Request on Job 
Processing (Quoted 
Jobs)  

6 6 100 % 6 

OED - TSSS 
15.  Metal 
Processing (Actual 
Time) 

196 140 71.43% 130 
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External Services Total 
Transactions 

Respon
ses 

Response 
Rate 

Minimum 
Number of 
Responses 
(as per ARTA 

sampling 
calculator) 

16.  Service 
Request on Metal 
Processing (Quoted 
Jobs)  

163 115 70.55% 115 

17.  Use of 
Facility/Equipment 
(Time Sharing Jobs) 

17 17 100 % 16 

PD 
18.  Contract 
Research/ Joint 
Research Services-
PD 

1 1 100 % 1 

TDD-ITS 
19.  Packaged 
Training Programs 
(Face-to-face) 

28 28 100 % 26 

20.  Regional 
Training Programs 
(Face-to-face) 

245 159 64.90% 150 

21.  Regular 
Training Programs 
(Face-to-face) 

178 138 77.53% 122 

22.  Packaged 
Training Programs 
(Online) 

1 1 100 % 1 

23.  Regional 
Training Programs 
(Online) 

8,161 4,112 50.39% 367 

24.  Regular 
Training Programs 
(Online) 

159 134 84.28% 113 

TDD-TABDS 
25.  Short-term 
Consultancy 
Services 

375 244 65.07% 190 

26.  Long-term 
Consultancy 
Services 

35 32 91.43% 32 

27.  Technology 
Licensing 7 7 100 % 7 

28.  Conduct Of 
Measurement Audit 19 18 94.74% 18 

OVERALL TOTAL 14,081 6,816 48.41% 2,751 
 

The following services had no clients in FY2023.  The last two services were new 
services offered by the Center. 
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1. Failure Investigation/Failure Analysis  
2. In-Plant Metallographic Replication 
3. Job Processing (Actual Time) - MTSC 
4. Use of Facility/Equipment (Time Sharing Jobs) - MTSC 

 
 
Overall Response Rate 

The overall response rate of 48.41% suggests that a substantial portion of clients 
engaged in providing feedback.  According to the ARTA sampling calculator, all 
services with transactions have either met or surpassed the minimum number of 
responses.  Conclusively, the data collected for each service is statistically significant 
and representative, allowing for reliable analysis and decision-making based on the 
survey results. 
 
Six (6) services, such as Fractographic Evaluation, Contract Research/ Joint Research 
Services of MPRD and PD, Packaged Training Programs (Face-to-face), Technology 
Licensing, and Use of Facility/Equipment (Time Sharing Jobs) achieved a 100% 
response rate.  This high response rate may be attributed to the small number of 
transactions  requiring only a few number of respondents  and the direct involvement 
of clients or stakeholders who are highly motivated to provide feedback. 

According to the sampling calculator, almost all of the external services of DOST-
MIRDC achieved a response rate exceeding 70% and met the required number of 
responses.  This may be attributed to clients recognizing the importance of these 
services for their business operations, thus increasing their willingness to provide 
feedback.  Another contributing factor to the high response rate could be the attitude 
of the survey administrators/frontline staff and the administration of the online CSM 
survey questionnaire.  Survey administrators can create a positive survey experience 
that encourages higher participation and more meaningful feedback.  The online CSM 
provided clients with a more convenient way of giving feedback, with 62.78% 
(4,279/6,816) of respondents had used the online form. 
 
Services with low response rates present an opportunity for improvement, particularly 
in enhancing client engagement and feedback collection strategies.  Based on ARTA 
MC 2022-05, agencies shall continue to conduct the CSM, even if the minimum has 
been reached.  This will ensure a more comprehensive understanding of client 
experiences and identify areas for improvement. 

 

III. Methodology: 
For FY2023, the DOST-MIRDC adopted/implemented the Harmonized Client 
Satisfaction Measurement as prescribed by ARTA in MC No. 2022-005, as amended 
by MC No. 2023-005. 

A self-administered questionnaire and an online version of the form (Google Form) 
were utilized for onsite services, while only the online form was used for online services 
(see Item No. 22, 23, 24 of Table 3).  The CSM form/questionnaire that was employed 
is attached as ANNEX A - Survey Questionnaire/s Used. 



6 | P a g e  
 

The CSM form is issued by frontline staff upon service/transaction completion for 
physical transactions or onsite services.  Alternatively, clients can submit their 
responses via a link or QR code, directing them to a Google Form version of the 
questionnaire.  Further, for online trainings/webinars, participants are furnished with a 
link or QR code of the CSM questionnaire.  

The questionnaire utilizes a 5-point Likert scale for assessment of overall satisfaction 
(SQD-0) and the eight (8) service quality dimensions (SQD-1 to SQD-8).  Table 4 

below shows the utilized Likert scale. 

Table 4. Likert’s Scale 
Scale Rating 

5 Strongly Agree 
4 Agree 
3 Neither Agree nor Disagree 
2 Disagree 
1 Strongly Disagree 

 
 
The Overall score for the eight (8) SQDs was computed based on the following 
formula: 

 

 
Blanks and multiple responses encountered in the survey were not included in the 
denominator for calculating the overall score.  Instead, these responses were 
considered N/A (Not Applicable) and subtracted from the total number of respondents 
before computing the overall score. 
 
The resulting score represents the percentage of respondents who provided positive 
feedback by selecting “Agree” or “Strongly Agree” for the survey questions.  The 
interpretation of the results is shown in Table 5. 
 
Table 5.  CSM Scoring System 

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 

 
 
The Planning and Management Division undertook the encoding/processing of the 
completed forms, the results of which are released quarterly. 

The Center’s Procedures Manual on the Citizen/Client Satisfaction Survey was 
updated to reflect the Harmonized CSM required by the ARTA.  (Annex B)  
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IV. Data and Interpretation 

A. Demographic Profile 
 

Tables 6 to 8 below show the demographic profile of CSM respondents.  
 
The age group of 20 to 34 had the highest percentage of transactions, accounting for 
53.29%.  This was followed by the age group of 35 to 49, which had 21.02%.  On the 
other hand, the age group of 65 and above had the lowest percentage of transactions, 
with only 0.41%. 
 
The data showed that males had made significantly more transactions than females, 
accounting for 73.4% compared to 24.16%.  
 
Table 6.  Age and Sex of Respondents 

D1. Age and D2.  Sex External / Overall 
1. 19 or lower    1.54 % 

2. 20-34 53.29 % 

3. 35-49 21.02 % 

4. 50-64  5.74 % 

5. 65 or higher 0.41 % 

6.  Did not specify           18.00 % 

Total 100 % 

  

1.  Male 73.40 % 

2.  Female 24.16 % 

3.  Did not specify 2.44 % 

Total 100 % 

 
 
The National Capital Region (NCR) is prominently represented in the data, comprising 
34.51% of respondents.  This is expected because DOST-MIRDC is situated in the 
NCR, an economically significant region in the country. 
 
Region IV-A, which encompasses areas surrounding Metro Manila, also showed 
significant representation at 25.97%, reflecting the agency’s proximity to this populous 
and industrialized region.  Other regions, such as Region III, Region VI, Region VII, 
and Region X, also exhibit notable representation ranging from 3.46% to 7.64%. 
 
Table 7.  Respondents per region 

D3. Region External / Overall 
1. Region I 2.02 % 

2. Region II 0.85 % 

3. Region III 7.64 % 

4. Region IV-A 25.97 % 

5. MIMAROPA 1.41 % 

6. Region V 2.19 % 

7. Region VI 3.92 % 

8. Region VII 3.46 % 

9. Region VIII 1.44 % 

10. Region IX 0.40 % 

11. Region X 5.13 % 
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D3. Region External / Overall 
12. Region XI 1.17 % 

13. Region XII 0.50 % 

14. Region XIII 0.59 % 

15. NCR 34.51 % 

16. CAR 1.04 % 

17. BARMM 0.22 % 

18. Did not specify 7.54 % 

Total 100 % 

 
 
The data revealed that 41.51% of the respondents identified as citizens, 41.55% as 
businesses, and 16.95% as government entities/employees.  
 
Table 8.  Client/Customer Type 

D4. Customer Type External / Overall 
1.  Citizen 41.51% 

2.  Business 41.55% 

3.  Government 16.95% 

Total 100 % 

 
 
Analysis of Demographic Profile 

The demographic data indicated prominent transactions made by younger adults 
(Ages 20-34), particularly in availing trainings and technical assistance.  This trend 
suggests a preference among this demographic for skill development and specialized 
support offered by DOST-MIRDC. 
 
Furthermore, the trend of higher males than females suggests potential underlying 
factors, such as the metals industry being a male-dominated field, which could skew 
employment opportunities towards men.  The data inferred that DOST-MIRDC 
primarily serves male clients. 
 
The presence of individuals who did not specify their age (18%) or gender (2.44%) 
could imply respondents’ preferences for privacy. 
 
Examining the distribution of respondents provided insights into geographic 
participation.  The data highlighted the concentration of clients in regions proximate to 
the agency’s location, particularly the NCR and Region IV-A.  The “Did not specify” 
category, accounting for 7.54% of respondents, introduced some uncertainty regarding 
regional demographics but did not significantly detract from the overall 
representativeness of the data.  Regions with lower percentages, such as Regions II, 
IX, XI, XII, XIII, CAR and BARMM, have less representation1.   
 
In terms of client or customer type, Citizens and Businesses each represent ≈42% of                                                                                      
the respondents.  Citizens mainly utilized training and consultancy services provided 

                                                             
1 DOST-MIRDC recognized the Center's limited presence in regions beyond NCR, which lead to strategic plans for 
establishing Metals and Engineering Innovation Center (MEIC) in every region. In 2022, five (5) MEICs were 
successfully launched, and this effort is slated to expand further with the establishment of an additional ten 
MEICs within the timeline of 2024 to 2026. 
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by the TDD-ITS and TDD-TABDS, while Businesses predominantly utilized the 
laboratory testing and metal working services from the ATD and TSSS.  
 
 

B. Count of CC and SQD results 
 
Table 9 below shows the responses to the Citizen’s Charter (CC) questions. 
 
For CC Awareness (CC1), 65.42% of respondents knew what a CC is, 14.83% became 
familiar with it only after seeing the MIRDC’s CC, and 16.99% answered that they did 
not know what a CC is.  For CC Awareness, the rating of DOST-MIRDC is 80.25% 

(comprising 65.42% who were already aware and an additional 14.83% who became 
familiar upon seeing MIRDC’s CC).  This indicates that most of MIRDC’s clients are 

familiar with the CC. 
 
Regarding CC Visibility (CC2), the data showed that most respondents found the CC 
easy to see (55.59%).  Still, a notable portion faced challenges with visibility 
(Somewhat easy to see – 14.25% and Difficult to see – 3.27%) or perceived the CC to 
be not visible at all (Not visible at all – 2.60%).  For CC Visibility, the rating of DOST-

MIRDC is 55.59%. 
 
Regarding CC Helpfulness (CC3), most respondents (59.07%) reported that the CC 
helped very much in their transactions.  This indicates positive feedback, suggesting 
that a significant portion of the participants found the CC highly beneficial.  For CC 

Helpfulness, the rating of MIRDC is 59.07%. 

 

The results suggested a positive perception of the DOST-MIRDC Citizen’s Charter 
among respondents.  
 
The DOST-MIRDC has implemented measures to enhance awareness of the CC by 
strategically increasing its visibility.  The CC is prominently displayed in accessible 
areas for each DU, aiming to capture customers’ attention and encourage 
engagement.  Additionally, during online training sessions, participants are informed 
about the availability of the CC on the MIRDC website.  Moreover, upon logging in to 
the lobby’s logbook, clients are informed of the location of the Citizen’s Charter (kiosk 
shown in Figure 1) by on-duty guards.  Emphasis is placed on highlighting the CC’s 
valuable resources and support, ensuring that clients are aware of this resource 
throughout their interactions with the agency.  
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Figure 1.  Kiosk in Gold Building Lobby for accessing CC  
 

Table 9.  Responses to Citizen’s Charter Questions 
Citizen’s Charter Answers Responses Percentage 

CC1. Which of the following describes your awareness of the CC?   
1.  I know what a CC is and I saw this office’s CC. 3,848 56.46 % 
2.  I know what a CC is but I did not see this office’s CC. 611  8.96 % 
3.  I learned of the CC only when I saw this office’s CC. 1,011 14.83 % 
4.  I do not know what a CC is and I did not see this office’s CC. 1,158 16.99 % 
Did not Specify/No Response 188   2.76 % 
Total 6,816 100 % 

   
CC2. If aware of CC, would you say that the CC of this office 
was…? 

  

1.  Easy to see 3,789 55.59 % 
2.  Somewhat easy to see 971 14.25 % 
3.  Difficult to see 223  3.27 % 
4.  Not visible at all 177  2.60 % 
N/A (Answered Choice No. 4 in CC1) 1,158 16.99 % 
Did not Specify/No Response 498  7.31 % 
Total 6,816 100 % 
   
CC3. If aware of CC, how much did the CC help you in your 
transaction? 

  

1.  Helped very much 4,026 59.07 % 
2.  Somewhat helped 872 12.79 % 
3.  Did not help 174  2.55 % 
N/A (Answered Choice No. 4 in CC1) 1,158 16.99 % 
Did not Specify/No Response 586  8.60 % 
Total 6,816 100 % 
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Responses to SQD-0 

Table 10 below shows that 77% of the Center’s survey respondents (5,073 out of 6,606 
valid responses) strongly agree that they are satisfied with the services provided by 
DOST-MIRDC.  An additional 1,443 (22%) clients also agree they are satisfied.  Three 
(3) respondents disagreed, and only a tiny percentage (10 or 0.18%) responded 
strongly disagree. 
 
The data indicated a high level of satisfaction among respondents regarding the 
services they availed.  While a small portion expressed neutral or negative sentiments, 
the overwhelming majority reported positive experiences.  This signified that the 
agency’s efforts to deliver satisfactory services have been successful, although there 
may be room for improvement in addressing any concerns raised by the minority of 
respondents. 
 

Table 10.  Responses to SQD-0 (I am satisfied with the service that I availed) 

 Strongly 
Agree Agree 

Neither 
Agree nor 
Disagree 

Disagree Strongly 
Disagree N/A 

Invalid 
/Multiple 

responses 
Total 

Responses 
Overall 

Percentage 

SQD0 5,073 1,443 77 3 10 210 0 6,816 98.64% 
  
 

Table 11 below contains data on the responses for eight (8) different Service Quality 
Dimensions (SQD) and their overall score.  The data showed the number of valid 
responses, total number of responses, and percentage of respondents that rated 
“Strongly Agree” and “Agree”, as well as the interpretation of the results for each SQD. 
 
Treatment to N/As and Multiple Responses  

It is noted that 12.44% of responses fell under “N/A”.  One reason for this is that during 
data verification, services that are provided free of charge were marked as N/A.  This 
was made to ensure fairness to the SQD-5: Costs, as many respondents provided 
lower ratings despite the free service.  
 
In some instances, it was noticed that respondents selected N/A as an opt-out option 
because they preferred not to answer the specific questions.  This trend is evident in 
the online responses, where many participants selected “N/A” beside SQD-5. 
 
For the paper survey form, there were 47 instances of multiple responses recorded in 
some SQD questions.  Per ARTA MC-2022-05, such answers shall be considered 
invalid2.  Conversely, DOST-MIRDC did not invalidate the entire survey form; only the 
specific questions with multiple responses were marked as invalid.  Therefore, N/As 
and invalid answers were deducted from the denominator in the computation of the 
overall rating as stated in the Methodology. 
 
SQD Results 

Looking at each SQD individually, the top four (4) with the highest percentage of 
“Strongly Agree” and “Agree” responses were found in the areas of Costs, Reliability, 
Outcome, and Responsiveness.  A high cost rating signified that customers might 
perceive the pricing as reasonable and affordable.  On the other hand, the high rating 

                                                             
2 ARTA MC-2022-05 Series of 2022. Sec. 4.5.2: … A question that was answered with two (2) or more check 
marks shall be considered as invalid. 
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for Reliability signified a significant level of trust and confidence in the consistency and 
dependability of DOST-MIRDC service delivery.  Similarly, the high rating in Outcome 
reflected positive perceptions regarding the effectiveness and beneficial outcomes of 
the services received.  Moreover, the high rating for Responsiveness suggests that the 
agency exhibits promptness and attentiveness when addressing client needs and 
inquiries. 
 
Overall, the responses suggest that the majority of clients are satisfied with the 
services provided by the Center, as evidenced by the high percentage of “Strongly 
Agree” and “Agree” responses (97.83%) across all SQDs. This is equivalent to an 
Outstanding rating based on the scale set by ARTA, as shown in Table 5. 
 
Table 11.  Results per SQD 

Service Quality 
Dimensions 

Strongly 
Agree Agree 

Neither 
Agree 

nor 
Disagree 

Disagree Strongly 
Disagree N/A 

Invalid 
/Multiple 

responses 
Total 

Responses 
Overall 

Percentage 

SQD1-
Responsiveness 4,785 1,573 119 11 14 308 6 6,816 97.79% 

SQD2 - 
Reliability 4,912 1,495 101 3 9 287 9 6,816 98.27% 

SQD3 - Access 
and Facilities 4,680 1,454 144 6 10 511 11 6,816 97.46% 

SQD4 -
Communication 4,764 1,499 141 6 14 387 5 6,816 97.49% 

SQD5 - Costs 2,178 279 14 0 0 4,337 8 6,816 99.43% 
SQD6 - Integrity 4,863 1,415 132 13 14 372 7 6,816 97.53% 
SQD7 - 
Assurance 4,944 1,423 126 11 14 298 0 6,816 97.68% 

SQD8 - 
Outcome 4,943 1,452 112 10 12 286 1 6,816 97.95% 

Overall 36,069 10,590 889 60 87 6,786 47 54,528 97.83% 
 
 

C. Overall score per service 
 
Table 12 below shows an overview of the overall rating for various external services 
the DOST-MIRDC provides.  A significant number of services received a perfect rating 
of 100% (15/28 services with transactions).  Several services achieved near-perfect 
ratings, ranging from 96.73% to 99.83%.  These indicated a high level of satisfaction 
among clients. 
 
Additionally, although most services received outstanding ratings, the overall 
satisfaction rate of 97.83% suggests that while DOST-MIRDC consistently provides 
high-quality services to its clients, there is still room for further improvement in certain 
areas. 
 
Overall, the results reflected a commendable consistency in delivering high-quality 
services by the DOST-MIRDC. 
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Table 12.  Overall Rating per Services 

External Services Overall 
Rating 

1.  Auto-parts Testing Services 100% 
2.  Corrosion Testing Services 100% 
3.  Mechanical Metallurgy Testing Services 100% 
4.  Non-Destructive Testing Services 100% 
5.  Physico-Chemical Testing Services 99.14% 
6.  In-House Calibration Services 99.71% 
7.  In-plant Calibration Services 100% 
8.  Contract Research/ Joint Research Services - MPRD 100% 
9.  Fractographic Evaluation 100% 
10.  Metallurgical Sample Preparation 100% 
11.  Optical and Electron Microscopy 99.79% 
12.  Metal Classification/Certification 99.83% 
13.  Additive Manufacturing Services 97.14% 
14.  Service Request on Job Processing (Quoted Jobs) – OED-
MTSC 100% 

15.  Metal Processing (Actual Time) 99.55% 
16.  Service Request on Metal Processing (Quoted Jobs) - OED-
TSSS 99.56% 

17.  Use of Facility/Equipment (Time Sharing Jobs) 100% 
18.  Contract Research/ Joint Research Services - PD 100% 
19.  Packaged Training Programs (Face-to-face) 96.73% 
20.  Regional Training Programs (Face-to-face) 99.04% 
21.  Regular Training Programs (Face-to-face) 99.53% 
22.  Packaged Training Programs (Online) 100% 
23.  Regional Training Programs (Online) 96.45% 
24.  Regular Training Programs (Online) 98.32% 
25.  Short-term Consultancy Services 99.68% 
26.  Long-term Consultancy Services 100% 
27.  Technology Licensing 100% 
28.  Conduct Of Measurement Audit 100% 

OVERALL 97.83% 
 

D. Free Responses 
 
Out of the 6,816 forms collected, 1,248 included comments, with the majority 
expressing gratitude for the services provided by DOST-MIRDC.  The word cloud 
below visually represents the most frequently used words in the comments.  
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Figure 2.  Word cloud of comments/suggestions gathered for FY2023 
(generated using: https://flourish.studio/ ) 

E. Summary 
The survey results indicated that MIRDC’s clients are generally satisfied with the 
services provided.  Most respondents expressed “Strongly Agree” or “Agree” in the 
overall satisfaction question and each Service Quality Dimension, demonstrating that 
MIRDC is meeting clients’ expectations.  
 
The following are key areas for improvement/actionable insights identified in the 
DOST-MIRDC Client Satisfaction Measurement Report for FY 2023: 
 

CC Visibility: Improvement is needed in the visibility of the Citizen’s Charter, 
as some respondents found it somewhat easy to see, difficult to see, or not 
visible at all. 
Response Rates: Enhancing client engagement and feedback collection 
strategies could improve response rates, especially for services with lower 
participation. 

 

V. Results of the Agency Action Plan reported for FY 2022: 
For the FY2022 report, the Center conveyed that the procedure and survey 
questionnaire will be revised to integrate the Harmonized Client Satisfaction 
Measurement implementation, as outlined in ARTA Memorandum Circular No. 2022-
05.  This revision aims to ensure that the survey accurately gauges the satisfaction of 
citizens/clients and provides valuable insights to enhance the services offered by the 
Center.  The Center also reported that it will continue to embark on initiatives to 
improve the experience of clients doing business with MIRDC further.  Some of these 
initiatives include placing building signages in front of every building, providing open 
parking areas, and enhancing safety and security through the installation of CCTVs. 
 
In FY2023, the Center revised its procedure for the Customer/Client Satisfaction 
Survey (CCSS) to align with MC No. 2022-005 and its subsequent amendments 



outlined in MC No. 2023-005. Other initiatives to enhance the experience of clients 
doing business with DOST-MIRDC, as stated above, were accomplished along with 
improving the network infrastructure and information security of the Center. The ICT 
network infrastructure facilitates wireless connectivity throughout the MIRDC 
premises. Guests or customers visiting the compound can conveniently access the 
internet free of charge through a voucher system. This initiative promotes ease of 
doing business and provides visitors with complimentary internet access, enhancing 
their overall experience.

VI. Continuous Agency Improvement Plan for FY 2024:

For FY2024, the Center will expand the scope of its survey to encompass internal 
services as well. The Citizen’s Charter (CC) will be revised to reflect the existing list 
of external and internal services DOST-MIRDC offers.

Below are the details of the improvement plan for FY2024:

Action Step Responsible
unit/person Timeline

A trial run was 
conducted from 
September 2023 
to December
2023.

Expand the scope 
of the survey to 
include Internal 
services

All Delivery Units January 2024 
onwards

Revise the
Citizen’s Charter 
to reflect the 
changes in the 
services offered

Concerned Delivery 
Units

1st Quarter of 
2024/ as needed

Reviews/revisions 
are periodically 
made on the CC

i

Prepared by Approved by:

Rea C. Castro / QIC -iPlannina and Management Division

Name of Officer / Designation / Date
Chairberson, MIRDC

15 I P a g e



16 | P a g e  
 

ANNEX A. Survey Questionnaire/s Used 
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ANNEX B. DOST-MIRDC Procedures Manual on the 
Citizen/Client Satisfaction Survey 
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