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Preface.

These Philippine. Blddlng Documents (PBDs) for the procurement of Goods through :

Competitive Bidding have been prepared by the Government of the Philippines for use by any . - |

“branch,- constitutional commission or . office, agency, . department, . bureau, office, - or
mstnunentahty of the Goveémment of the Phlhppmes, National Government Agencles :
inchiding Government-Owned - and/or Controlled. Cdrporations, “Government: Financing -
TInstitutions; State Universities and Colleges, and Lo¢al Goveriment Unit. The procedures and
practices presented in this document have been developed through broad experience, and are .
- for mandatory use in projects that are financed in wholé or in’ part by the ‘Government of the
~ Philippines or any foreign government/foreign or international ﬁnancmg institution in

* accordance with the provisions of the 2016 revrsed Implcmentmg Rules and Regulatrons of -
' Repubhc Act No. 9184 ' o - .

: “The. B'idd'ing Docuntents shall 'clea‘rly and adequately define, among others (1):'the
objectives, scope, and expecied outputs and/or results of the proposed contract or Framework
‘Agreement, as the case may be; (ii) the ehgrbrhty requirements of Bidders; (iii) the expected

contract or Framework Agreement duration, the estimated quantity in the case of procurement

~oof goods dellvcry schedule and/or tlme frame, and (1v) the obhgatlons dut1es andfor fllIlCthllS
- of the wmnmg bldder ' N

| Care shouid be taken to check the relevance of the provisions of the PBDs agalnst the .

requirements of the specific Goods to be procured. If duplication of a subject is inevitable in- . o
other sections 6f the document prepared by the’ Procuring Entity, care must be exerclsed to-

) av01d contradlctlons between clauses deahng wrth the same matter _

: Moreover each Sectlon is prepared w1th notes lntended only as 1nformatlon for the
‘Procuring Entity or the person draftlng the Bidding Documents. ‘They shall not be included in
the final documents. The followmg general directions should be observed when usmg the
' documents o : : . S

'-a. ' AIl the documents llsted in the Table of Contents are normally requrred forthe
- procurement of Goods. However, they should be adapted as nccessary to the
c1rcumstanccs of the parucular Procurement Pro_lect

b Specrﬁc deta:lls such a as, the “name of the Procurmg Ent;ty” and’ “address for'
. bid submission,” should be furnished in the Instructions to Bidders, Bid Data -
-Sheet, and Special Conditions of Contract. The ﬁnal documents should contam
: nclther blank spaces nor optlons : :

"~ ¢.  This Preface and the foot:notes or notes in italics included in the Invitation to
o Bid, Bid Data Sheet, General Conditions of Contract, ‘Special ‘Conditions of
“Contract, Schedule of Réquirements, and Specrﬁcatlons are hot part of the text
of the final: document, although they contain instructions that thc Procurrng Ve
Entlty should stnctly follow. S o




| 'The cover should be modlﬁed as requlred 0 xdentlfy the Blddmg Documents as

. _.to the Procurement. Project, PrOJect Identnﬁcatlon Number and Proeunng o
- "Entlty, in. addltlon to the date of issue.” - ST o

- Modlﬁcatlons for speolﬁc Proeurement Pro3ect detalls should be prov1cled in the
“ Special Conditions of Contract as amendments {0 the Conditions of Contract.
- For easy completion, whenever reference has to be made to specific clauses in
the Bid Data Sheet or Special Conditions. of Contract, these terms shall be
- printed in bold typeface on Sections I (Instructlons to Bldders) and III (General-
COndlthl]S of Contract) respeotxvely '

. For guldelmes on the use of Blddmg Forms and-the 'procuremen.t of F'oreign-'
- Assisted: Projects, these will be covered by a separate issnance of the
: Govemment Procurement Policy Board ' '
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Glossary of Acronyms, T erms, tmd
. Abbrevmtwns

| _ 2 ABC Approved Budget for the Contract

T BAC Blds and Awards Commlttee

Bld A 81gned offer or proposal to undertake a contract submltted by a bldder n: response to
and in’ consonance with the requirements. of the bidding documents Also referred to as
. Proposa! and Tender (2016 revised IRR Sectlon S[c]) : S

o Bldder - Refers toa eontractor manufacturer suppher d1str1butor and.for consultant who
- submits a bid i in response to the requlrements of the Blddmg Documents (2016 rev1sed IRR
e .Sectlon S[d]) ' . -

- 'Bzddmg Documents —The documents issued by the Procunng Entlty as the bases for bids,

. ‘fumrshmg all information necessary for a prospective bidder to prepare a bid for the Goods,

- Infrastricture Projects, and/or Consultmg Services requ:lred by the Procurmg Entlty (2016 LR
: revnsed IRR Sectlon S[e]) L S S '
i BIR Bureau of Intemal Revenue

' 'B.SP - Bangk‘o- $entral ng Plhpinas.-

' Consultlng Services — Refer to services for Infrastructure Pro;ects and other types of pro;ects
or activities of the GOP requiring adequate external technical and. professional expertise that

- are beyond the capablllty and/or capacity of’ the GOP to undertake such as, but not limited to:

(i).advisory and review services; (i) pre—lnvestment or feasibility. studles (iii). desrgn (w)
~ construction supervnslon (v) management and related services; and (vn) other technlcal servrces
or speelal studJes (2016 revrsed IRR Sectron 5[1])

. CDA Cooperatwe Development Authonty
Contract Refers to the agreement entered into between the Procuring Entlty and the Suppller o
- or Manufacturer or Distributor or Service Provider for procurement of Goods and Services;
“Contractor for Procurement of Infrastructure Préjects; or. Consultant or Consulting Firm: for
~ Procurement of Consulting, Services; as the case may be, as recorded in the Contract Form :
: sngned by the parties, including. all attaohments and appendlces thereto and all documents .
. mcorporated by reference therem . : -
_-C-IF'—.:C.OSt_ Insu_rance_ _and Fre_1gh‘t. -_ _. o . R - - ' .' . .
© CIP - Carriage and Insurance Paid.
g CPI—Consumer Price_'ln_de)r. o - o )

" DDP ~ Refers to the quoted price of the Goods, which means “delivered duty paid.”




DTI Depanment of Trade and Industry
. EXW Ex works
) FCA “Free Camer sluppmg pomt
.' R FOB “Free on Board” sh1pp1ng pomt

2 Foreign-funded Procurement or Forengn-Assrsted Project— Refers to procurement whese
- funding source is from a forelgn govemment, foreign or international financing institution as
spe01ﬁed in the Treaty or Internatronal or Executlve Agreement (2016 revised IRR, Sectron :

-~ Sb).

Fr'amewm'k Ag’reement - Refers to 4 written agreement between.a procuring entity and a. -
~ supplier or service ‘provider that identifies the terms and ¢onditions, under’ which specific
‘purchases, otherwme known as “Call-Offs,” aie made for the duration of the agreement. It is in

‘the pature of an eption contract between the procuring entity and the bidder(s) granting the
: procurmg entity the option to either place an order for any of the goods or services identified
in the Framework Agreement List ornot buy at all, within a minimum perrod of one (1) year
© . toa maximum perrod of three (3) years. (GPPB Resolutlon No 2’? 2019) : '

' GFI Govemment Fman01al Instltutlcn
' GOCC o Govemment-—owne'd and:’or —'contrclled.corporaticn- T

: Goods Refer 1o all 1terns supplres materrals and general support services, except Ccnsultlng '
_Servrces and - Infrastructure PrOJCCtS which may be needed in the transaction of publrc__
_-businesses or in the pursuit of any:government undertaking, project or activity, whether in the
" nature of equipment, furniture, stationery, matenals for construction, or personal property-of
_-any kind, 1nc1ud1ng non- personal or contractial services such as the repair and mainténance of
- equipment .and- fumrture, as well as trucking, hauling, Janitorlal security, and related or.

. analogous services, as well as procurement of materials and supplies provided by the Procurrng o

~_Entity for such services. The term “related” or- “anaIOgous services” shall include; but is not
limited -to, lease or purchase of office: space, media. advertisements, health maintenance
 services, and other services essentlal to the operatlon of the Procurlng Entity. (2016 rev1sed )
_IRR Sectlcn 5[r]) - : :

GOP Government of the Phrhppmes

'_GPPB Government Procurement Pohcy Board
_-jINCOTERMS - Intematronal Commercral Tenns
_ Infrastructure Progects -Include the: constructlon 1mprovement rehablhtatlon demohtron _
. Tepair,’ restoration or Tnaintenance of roads and ‘bridges, ‘railways, -airports, seaports,
‘communication facilities, civil -works components of information technology . projects,

irrigation,- flood control and- drainage, water supply, sanitation, sewerage and solid waste
.management systems shore protectron energy;’power and electnﬁcatrcn facrlmes natlonal o




: :burldrngs school burldmgs hospltal burldmgs and other related constructlon pro;ects of the '
_ govcrnment Also rcferred to as c;vt! works' or works (2016 rev1sed IRR Sectlon S[u])

- LGUs - Local Govemment Umts
" '.NFCC -Net Frnancral Contractmg Capaclty
| 'NGA Nat:lcnal Govemment Agency
PhllGEPS Phlllppme Govemment Electromc Procurement System '
Procurement PrOJect - refers to a spec1ﬂc or 1dent1ﬁed procurement covenng goods,
~ infrastructure project or consulting seérvices. A Procurement Project shall be described,
" detailed; and scheduled in the Project Procurement Management Plan prepared by the agency . .
“which shall be consolidated in the procuring entrty's Annual Procurement Plan, (GPPB Crrcular '
No 06-2019 dated 17 July 2019) : _— : :
\ PSA Phlhpplne Statlstlcs Authonty
' _SEC Secunties and Exchange Comm1ssron
' SLC_C - Smgle Largest -Complete’d -Contract
' .Suppller — refers to a c1t1zen or any corporate body or commercral company duly orgamzed.

~and reglstered under the laws where it is established, habitually established in business and_ :
-engaged in the manufacture or sale of the merchandise or performancc of the general services

" covered by his bid. (Itcm 3.8 of GPPB Resolution No. 13 2019, dated 23 May 2019). Supplier-

as ‘used in these. Bidding Documents may lrkewrse refcr to a dlsmbutor rnanufacturcr

- contractor ‘or consultant

- UN - United Nations.




Section I. Invitation to Bid



INVITATION TO BID FOR THE PROCUREMENT OF SERVICES FOR THE
NATIONWIDE 2025 HARMONIZED CLIENT SATISFACTION
MEASUREMENT OF UCPB SAVINGS BANK, INC.

The UCPB Savfﬁgs Bank, Inc. (UCPBS) tﬂrough the Approved Coré)ratc Budget
{ABC) of 2025 intends to apply the sum of TWO MILLION FIVE HUNDRED
THOUSAND PESOS ONLY (Php 2,500,000.00) to payments under the contract for
procurement of services for the Nationwide 2025 Harmonized Client Satisfaction
Measurement of UCPBS, with a project identification number /775-CFCB-FOSM-GOL -
25-66-20235, Bids received in excess of the ABC shall be automatically rejected at bid
opening.

The UCPBS now invites bids for the above Procurement Project. Delivery of the
Goods is requited by August 01, 2025, to July 31, 2026. Bidders should have
completed, within 3 Years from the date of submission and receipt of bids, a contract
similar to the Project. The description of an eligible bidder is contained in the Bidding
Documents, particularly in Section Il (Instructions to Bidders).

Bidding will be conducted through open competitive bidding procedures using a non-
discretionary “pass/fail” criterion as specified in the 2016 revised Implementing Rules
and Regulations (IRR) of Republic Act (RA) No. 9184,

Bidding is restricted to Filipino citizens/sole proprietorships, partnerships, or
organizations with at least sixty percent (60%) interest or outstanding capital stock
belonging to citizens of the Philippines, and to citizens or organizations of a country
the laws or regulations of which grant similar rights or privileges to Filipino citizens,
pursuant to RA No. 5183,

Prospective Bidders may obtain further information from UCPBS and inspect the
Bidding Documents at the address given below during office hours from 8:00 am to
4:00 pm.

A complete set of Bidding Documents may be acquired by interested Bidders on .Jiie
3002025 woail Judy 21,2023 from the given address and website(s) below and upon
payment of the applicable fee for the Bidding Documents, pursuant to the latest
Guidelines issued by the GPPB, in the amount of Php3, 000 (0.

Instructions to bidders on payment of bid documents:

a. The payment for the Bid Documents shall be limited to Cash or a Manager’s/
Cashier’s Check payable to UCPB Savings. Personal checks shall not be accepted.

b. The Bidder is required to enclose the cover page of this Invitation to Bid (ITB) in
order to properly determine which bid document, the Bidder is paying for.

¢. It may also be downloaded from the website of the Philippine Government
Electronic Procurement System (PhilGEPS) and the website of the Procuring
Entity, provided that the Bidders shall pay the applicable fee for the Bidding
Documents not later than the submission of their bids.



6. The UCPBS will hold a Pre-Bid Conference' on .Jily 057125 through video
conferencing, which shall be open to prospective bidders.

7. #Bids must be duly receiveg'by the BAC Secretariat thpbugh manual submission afthe
office address indicated below on Juh 22, 2025 at [/:30 wm. Late bids shall not be
accepted.

8. All Bids must be accompanied by a bid security in any of the acceptable forms and in
the amount stated in ITB Clause 14,

9. Bid opening shall be on Julv 22,2025 w1 30pm at the given address below. Bids will
be opened in the presence of the bidders’ representatives who choose to attend the
activity.

10.  The UCPBS reserves the right to reject any and all bids, declare a failure of bidding, or
not award the contract at any time prior to contract award in accordance with Sections
35.6 and 41 of the 2016 revised IRR of RA No. 9184, without thereby incurring any
liability to the affected bidder or bidders.

1. Governing Legal Framework This procurement shall be governed by the pertinent
provisions of both Republic Act (RA)} No. 9184 and its 2016 revised Implementing
Rules and Regulations (IRR} , and the new RA No. 12009, otherwise known as the
"New Government Procurement Act,” and its 2025 IRR.

This is in recognition of the ongoing three-year transition period and the current
availability of bidding document templates from the Government Procurement Policy
Board (GPPB), which are based on RA 9184, Bidders are advised that any ambiguity
between the two legal frameworks will be resolved by adhering to the principles and
mandatory provisions of RA No. 12009,

12. For further information, please refer to:

Christopher L. Suntay

BAC Secretariat

UCPB Savings, Inc,

7th Floor Robinsons Cybergate Magnolia

Aurora Blvd corner. Dofia Hemedy St., New Manila, Quezon City
Email Address: bacsecretariat@ucpbsavings.com

13.  You may visit the following websites:
For downloading of Bidding Documents: www.ugpbsavings.com

[f_){.!ff.‘.’ (}f ]r_f;'l‘_\'“{_':;?

Dan:;)e/ ! Cortev
BA¢ Chairperso

! May be deleted in case the ABC is less than One Million Pesos (PP 1,009.000) where the Procuring Fotity may not hold a

Pre-Bid Conference.




" Section II. Instructions to Bidders

S0



o 1 Scope of Bld

L The Procunng Entrty, UCPBS \mshes to recerve Brds for the Procurement of services -ﬁ e
- for. the NATIONWIDE 2025 HARMON]ZED CLIENT - SATISFACTION
MEASUREMENT OF UCPB SAVINGS BANK thh 1dent1ﬁcatron number lIB—
_.':.'CPCD IICSM U{}l -25- ()6 2025 . _ L '

. 'The Procurement Proj ect (referred to hererri as. “.Pro_]ect ) is composed of one 1tem the- |
o _-detalls of Whlch are deserlbed in Sect:ron VII (Techmcal Specrﬁcatlons)

_ 2. Fundmg Informatlon

200 The GOP through the source of fundmg as’ mdrcated below for 2025 in the L
. amount of TWO MILLION FIVE HUN])RED THOUSAND PESOS ON LY ;
. (Php 2,500,000.00). g

- 22 _ The source of ﬁmdrng is GOCC and GFIs the proposed Corporate Operatrng .
Budget o o : _ _ .

| 3 Brddmg Requlrements .

The Brddrng for the Project: shall be governed by a]l the prov1srons of RA No. 91 84 and
~_its 2016 revised IRR, including its Generic Procuremient Manuals and associated
~ policies, rules, and regulatlons as the primary source thereof, while the herem clauses =~ -
- shall serve as the secondary source thereof : e o

- Any amendments made to the IRR and other GPPB 1ssuances shall be: applrcable only '
. to the ongoing posting, advertrsement or IB by the BAC through the 1ssuance of a
: .supplementai or bid bulletln :

C The Brdder by the act of submrttmg its Brd shall be déemed to have venﬁed and
_' aceepted the general requirements of this Proj ect, including other factors that may. affect
the cost; duration, and execution or 1mplementatron of the contract, project, or work
and eéxamine all 1nstructxons fonns terms, and pro_|ect requrrements in the Brddrng_ -
Documents o - : o .

4, Corrupt Fraudulent Collusrve, and Coercwe Practlces

The Procurmg Entity, as weli as the Brdders and- Supphers shall observe the hrghest
. standard of ‘ethics during the procurement and execution of the contract. They or
~ through ‘an’ agent “shall not engage in corrupt,. fraudulent, collusive, coercive, and
~ Obstructive praetlces defined under Annex “I”” of the 2016 revised IRR of RA No. 91 84

or other 1ntegr1ty v1olatrons in competmg for the Pro;eet . '




s Eligible Bldders

L 51 -Only B1ds of Bldders found to be legally, teehmcally, and f nanclally capable s

s _w1ll be evaluated

52, Fore1gn ownershrp exceedmg those allowed under the rules may part101pate '
' _pursuant to o : o

1 Clnzens corporatlons or assoe1at10ns ofa country, mcluded in the -

list issued by the GPPB, the laws or regulations of Wthh grant_'_' DR

' remprocal nghts or privileges" to crtlzens eorporatlons or
associations: of the Ph1l1ppmes ' S :

' a; Forelgn ownershlp hmlted to those allowed under the rules may partncrpate
in this Pro_lect .

53 Pursuant to Sectlon 234.13 ofthe 2016 revlsed IRR ofRA No.91 84 the Bldder 3
- shall have an SLCC that is at least one (1) contract similar- to the Pro_]ect the _

- value of wh1ch adjusted to current pnces usmg the PSA’S CPI, must be at least

.. equivalent to: - : - :

“a. For the pr00urement of Expendable - Supplies: “The Bidder must have
‘- completed a single contract that is similar to this Pro;ect equlvalent to at
least twenty ﬁve percent (25%) of the ABC :

b. For procurement where the Procurmg Entlty has determmed after the .
.conduct of market research, that 1mposnt10n will likely result in failure of
‘bidding or monopoly. that will defeat the purpose of public blddmg the
B1dder should eomply w1th the followmg requ1rements

R A "Completed at least two (2) similar contracts, the aggreg'ate amount |
. of which should be equivalent to at least twenty -five percent (25%) -
of the ABC for thls PTOJE:Ct and : . o

: 54 The Bldders shall comply Wlth the e11g1b111ty cr1ter1a under Sectlon 23 4 1 of the -
. 2016 IRRofRANO 9184 ' . -

6 Orlgm of Goods

There is no restrlctlon on the ongm of geods other than those prohibited by a decusron -
_ of the UN Security Council taken under. Chapter VII of the Charter of the UN, subjeet
to Domestic Preference reqmrements under ITB Clause 18 :

7. Subcontracts
The-Procuring Entity has presct'lbed that 'subcon_.tractin'g is not allowed.

1




N

- ._8. Pre-Bld Conference

The Procurmg Entlty W111 hold a pre-bxd conference for thls Pro;ect on the specnﬁed' .' _.
date and t1me through v1deoconferencing as 1ndlcated n paragraph 6 of the IB '

o 9. Clarlficatlon and Amendment of Blddmg Documents .

_Prospeet:we bldders may request clarrﬁéatlon on andfor 1nterpretatlon of any part of: the .
- Bidding Documients. ‘Such requests must be in writing and received by the’ Procunng'

Entity, either at its gwen address or through electronic mail indicated in the IB, at‘least .

" ten (10) calendar days before the dead}me set for the submlssmn and recelpt of Bids..

10 Documents Comprlsmg the Bld Ellglblllty and Techmcal Components g

' 101;

102,

103,

_ The first envelope shall contam the ehglblllty and technical dociments of the .
- 'Bid as speelﬁed in Section VIII (Cheekllst of Techmcal and Fmanclal-- .
.Documents) L : '

"The Bidder’s SLCC as 1ndrcated in ITB Clause 5.3 should have been. 'compl.eted'; -
' -nnthm three (3) years pnor to the deadlme for the submlssaon and receipt of bids.’

-If the ehglbxhty requlrements or statements the blds and aIl other documents .
* for submission to the BAC are in-a forelgn language other than English, they -
- must be accompanled by a translation in Enghsh which shall be authenticated

by the appropriate Philippine foreign service establishment, post, or the -
equivalent office having jurisdiction over the foreign bidder’s affairs in- the

- Philippines. Similar to the requlred authentication above, for Contracting Parties

~ to -the “Apostille Convention, only the translated documents shall be
- authenticated through an apostllle pursuant to GPPB Resolution No 13:2019 -
-dated 23-May 2019. The Engllsh translatron shall govem for purposes of
'___1nterpretat10n of the bld L : o :

11 Documents Comprnsmg the Bld Fmanclal Component R

- 11'-.1.'

L1120

_The second bld envelope shall contam the ﬁnancxal documents for the Bld as . -
' spec1ﬁed in Seetlon VIII (Checkhst of Techmcal and Fmanclal Documents) S

If the Bldder clalms preferenee as a Domestlc Bldder or Domestle Entlty, B
' 'certtﬁcatlon issuéd by DTI shall be provided by the-Bidder in accordance with -

_ .Sect:lon 43 l 3 ofthe 2016 rev1sed IRR of RA No 91 84

113,

114,

: Any bld exceedmg the ABC 1ndlcated in paragraph 1 of the IB shall not be.

accepted

‘For Forelgn ~funded Proeurement a celllng may be apphed to bid ‘prices. .'

provrded the conditions are ‘et under Sectlon 31.2 of the 2016 rewsed IRR of
RANo 9184 = : Co

13



Bld Prlces

L 12 1 Prlces mdlcated .on the Pncc Schedule shall be entered separately 1n the
' ' fcllowmg manner: . e . S

- a For_'G'o'ods offered -from Wi"thi'n the' PrOCurihg Ehtit'y’-.s' country "

1 ' The prlce of the Goods quoted EXW (ex-works ex- factory, ex-

o warehouse €X- showroom, or off the-shelf as apphcable),

S .The cost of all customs dutles and sales and other taxes already '
' ' '_pald or payable ' :

111 " The cost of transportatlcn msurance, and other-costs 1nc1dental to -
L dellvery of the Goods to: thelr ﬁnal dest1nat10n and L

- B iy; . The pnce of other (mcrdental) semces 1f any, hsted in the BDS.

| i~ The price of other (mcldental) semces 1f any, as. hsted in the BDS _

'_13 Bid and Payment Currencles

~* 13.1. . For Goods that the Bidder will supply from outmde the Phlllppmes ‘the bid-
B prices may be quoted in the local currency or tradeable currency accepted by the
. BSP at the discretion of the Bidder. However, for purposes of bid evaluation,
Bids denominated "in foreign currencies shall be converted to Philippine
currency based on the exchange rate as pubhshed in the BSP reference rate
: bulletm on the day. of the bld cpenmg '

‘ 132 ._.-Paym_ent of' the cootract pnc_e shall bemade .in: -

~a. Philippine Peso,

E -_14 Bld Securlty

- _14.1 . The Bldder shall submlt a B1d Securmg Declaratlon or any form of Bld Securlty'
~ inthe amount indicated in the BDS, which shall be not less than the percentage
_of the: ABC n' _ accordance w1th the schedule in the BDS

- 14.2, '_.The Bld and bid secunty shall be valid for 120 days from the date of bld
- .opening. Any Bid not accompamed by an acceptable bid securlty shall be )
. re_]ected by the Procurlng Entity ‘as non-responswe - -

2 In the case of Framcwork Agresment, the undertakmg shall refer to entermg intd contract with the Procurmg Entity and
furnishing of the performance security or the performance securing: declaratlon w1thln ten (}0) calendar days from rgceipt of

" Notice to Execute Framework Agreement

4




15 Sealmg and Markmg Of\BldS

C .

Each B1dder shall subm1t one copy of the first and second components of its Bld

The Procurmg Entlty may request addrtlonal hard coples andfor electromc copies of the

‘Bid. Howevet, failure of the Bldders to comply with the said request shall not be a

e ground for dlsquahﬁcatlon

If the Procuring Entlty allows the submission of bids through online submission or any

_other electronic meéans, the Bidder shall submit an electronic.copy of its Bid, which
. ‘must be digitally signed. An electronic copy that cannot be opened or is corrupted shall

- be conSIdered non—responswe and thus automatlcally dlsquallﬁed

16 Deadlme for Submlssmn of Blds

6. 1.. The Bldders shall submxt on the speclﬁed date aud time and erther atits phys1cal
' address. . _ .

17. Opemng and Prellmmary Exammatlon of Blds

. | 13_'

19.‘

17.1. The BAC shall open the B1ds n publrc at the time, on the date, and at the place '

specified in paragraph 9 of the IB. The Bidders” representatives who are present =~

shall sign a register evidencing their attendance. In case videoconferencing,
webcasting, or other similar technologies will be used, the attendance of
partrcrpants shall likewise be recorded by the BAC Secretanat

In case the Blds cannot be opened as scheduled due to ]ustlﬁable reasons, the
rescheduling requirements under Sectlon 29 of the 20 1 6 revrsed IRR of RA No
_ -9184 shall prevall : : .

172, The prehmmary exammat:ion of bids shall be govemed by: Sectlon 30 of the

2016 revised IRR ofRA No 9184

Domestic P.refe_rence '

18.1. The .Procunng ‘Entity will grant a margin of preference for the purpose of
' comparison of Bids in accordance Wlth Section 43,12 of the 2016 revxsed IRR
of RA No. 91 84 g

Detailed Evaluatron and Comparison of Bids:

. 19.1. The Procurmg Entlty S BAC shall 1mmedlate1y conduct a detalled evaluaﬂon of

~ all Bids rated “passed,” using non-discretionary passffall criteria. The BAC
shall consider. the condmons in the evaluation of Bids under Section 32.2 of the o
_2016 revised IRR of RA No. 9184 '

19.2. The descnpt:lons of the lots or items shall be mdacated in Section VII (T echmcal .

" Specifications), although the ABCs of these lots or items are indicated in the,
‘BDS for purposes of the NFCC computation pursuant to Section 23.4.2,6 of the

[



193,

2016 revised IRR of RA No. 9184. The NFCC must 'be's'ufﬁment fot the total T
-~ of the ABCs for.all the lots or 1tems partlclpated in by the prospectlve Blddel‘ B

.The PrOJ ect shall be awarded as foilows o

Optlon 1 — One Prcgect havmg several 1tems that shall be awarded as one.

' contract

19.4.

Except for bldders subm1ttmg a commltted Line. of Credlt from a- Umversal or-
Commercial Bank in lieu of its NECC: computation; all Bids must inclide the

NFCC computation pursuant to Section 23.4.1.4 of the 2016 revised IRR of RA
_ No. 9184, which must be sufficient for the total of the ABCs for-all the lots or _
~ items partlc1pated in by the prospective Bidder. For bidders sublmttmg the
- _committed Line of Credit, it must be at least equal to- ten percent (10%) of the
' ABCS for all thc lots or ltems pamclpated in by the prospectlve B1dder '

20 Post—Quallficaﬁon

201,

' - through the BIR' Electronic Filirig and Payment - System (¢FPS) and. other - |

-Wlthm a non-cxtendlble period of ﬁve (5) calendar days from recelpt by thc' -
Bidder of the notice from the BAC that it: submitted the Lowest Calculated Bid,

the Bidder shall submit its latest income and business tax returns filed and paid

appropriate hcenses and permnts requlred by law and stated ini the BDS.- S1gn1ng

' of the Contract

21 Slglllllg of the Contract

AN B

The documents requlred in Sect1on 37 2 of the 2016 revnsed IRR of RA No s

9184 shall form: part- of the Contract Add1tlonal Contract documents are o
_ mdlcated in the BDS S ; :

- 16




" Section IIL Bid Data Sheet



53 ~For thls purpose contracts smnlar to the PrOJect shall be
Procurement of services for the NATIONWIDE 2025 HARMONIZED
~ CLIENT SATISFACTION MEASUREMENT OF UCPB SAVINGS
b, The bldder must have compieted within July 01,2025, to June 30 2026 |
. C . __prior to the deadline for the submlssuon and recelpt of blds "
71 .'Subcontractmg is not allowed : :
- 12 The pnce of the Goods shaIl be quoted DDP at’ UCPB Savmgs, Inc.,?th Floor
B | Robinsons Cybergate Magnolla Aurora Blvd cor. Dofia Hemedy St: New Manila
"1 Quezon City or the apphcable Intematlonal Commerclal Terms (INCOTERMS)
for thls Pl'OjeCt : L
1141 _The b1d secunty shall be in the fonn df a Bid Securmg Deelaratlon or any of the
R followmg forms and amounts : : :
.a. The amount of not less than Forty -four thousand pesos (Php R(J 0(}{ J ()())
(2%) of ABC if b1d security is in cash, cashier’ sfmanager ) cheek bank
draftfguarantee or 1rrevocable letter of credlt or: o
b_ The amount not less than One huudltd ten lhousend pesos (Php
_ 125, 000, (}{]) (5/ ) of ABC 1f bid: secunty is in Surety Bond
17193 - “ACTIVITIES B .D_ELI-VERABLE-S | TIMELINE .
| Inception = | Inception Report = |4 weeks after |
' Meetmg 3 o1 L the signingof |
Data’ | Progress Report on | 4 weeks after
processing and | the Bank’s HCSM | the |
.| analysis for the act1v1ttes - . | completion of | .
- |HCSM on.all{ - " > - data. '
transactions =~ | - | collection,
and _progress | P o
reports of the |
Bank’s HESM. |- - , . T
Submission of | Final repert' and | 4 weeks after
“the final report | annexes tequired. | the . . . :
and pertinent | | submission of
‘amnexes. 1| 0 ithe  final
| *calendar days S

R




. Section 1V. General Conditions of Contract -
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. _"Thls Cont:ract shall 1nclude all such 1tcrns althoughnot spemﬁcally mentloned that can S
Cobe reasonably inferred as being requlred for its completion as- if such -items " weré C
“expressly mentioned herein. All the. provisions:-of RA No. 9184 and its 2016 revised =

Scope of Contract

IRR, 1nclud1ng the Generic Procurement Manuyal and assocmted issuanges, constitute

~ the primary source for the terms and conditions of the Contract; and thus, are applicable '
. incontract rmplementatlon ‘Herein, clauses shall serve as the secondary source for the

terms a:nd condltlons of the Contract

" This is w1th0ut prejudlce to. Sectlons 74.1 and 74.2 of the 2016 rev1sed IRR of RA No '

9184, allowing the GPPB to amend the IRR which shall be applied to-all procurement

- activities, the advertisement, postlng, or 1nv1tatlons that were 1ssued after the effectlwty X
-of the sa1d amendment : L : .

Addmonal requrrements for the completlon of this Contract shall be provrded in the

- _ Speclal Condltrons of Contract (SCC)

. Advance Payment and Terms of Payment

2 1 i .Advance payment of the contract amount is prov1ded under Annex “D” of the

_rev1sed 2016 IRR ofRA Nc 91 84

2.2, The Procurlng Entlty Is- aliowcd o determme the terms of payment on the partlal '

or staggered delivery of the Goods procured, provided such partial payment

shall correspond to the value of the goods delivered and accepted in- accordance ~

with prevalhng accountlng and auditmg rules and regulatrons The terms of -
' payment are- mdlcated in the SCC : .

Performance Securlty

_ _Wrtl:nn ten (10) calendar days from rece1pt of the Nonce of Award by the Bidder frorn -
. the Procuring Entity but in no case latér than the s1gn1ng of the Contract by both parties,

- the successful Bidder shall. furnish the performance security -in  any ‘of the fonns o
: prescnbed in Sectlon 39 of the 2016 revnsed IRR of RA No 9184

| 'lnspectlon and Tests '

: The Procunng Entlty or 1ts representatlve ‘shall have the nght to 1nspect andfor test the

Goods to confirm their conformity to the Project fInclude if . ramework Agreement will

. be used ] or Framework Agreement specifications at no extra cost to the Procurmg o
. Entity in accordance with the Generic Procurement Manual, . In addlthIl to tests'in the

SCC, Section. VII (Techmcal Specifications) shall spe01fy what .inspections and/or”
tests the Procurmg Entlty réquires, and. where they are to be: conductéd.  The Procuring

' Entlty shall notlfy the Supplier in wrifing, in a. tlmely manner of the 1dent1ty of any_ B
N representatlves retamed forthese purposes

- 20 | ..




_All reasonable facilities and assistance for the 'Insﬁeeﬁon and’ testing of” Goods,

) . including access to. drawings and productlen data; shall-be prowded by the Suppller to S

o the authonzed mspeetors at no charge to the Procurmg Entlty

. ..'Warranty

o 51 ~In order to assure that manufaeturmg defects shall be corrected by the Suppller
" .a warranty shall be required from the. Suppller as prov1ded under Section 62.1°
. of'the 2016 rev1sed IRR OfRA No. 9184 :

- 52 ' -__.-"The Procurmg Entlty shall promptly notlfy the Suppher in wntmg of any elalms -

" arising under this warranty. - Upon receipt of such notice, the Supplier shall, = -

~ Tepair_or replace the defective Goods or parts thereof’ w1thout cost to the
= Procurmg Enttty pursuant to the Genenc Proeurement Manual '

. Llablllty of the Suppller

: T‘he Suppher s hab1l1ty under thls Contraet shall be as prov1ded by the laws of the '
Republlc of the Phlhppmes . : '

. If the Suppller isa Jomt venture all parl:ners to the ]0111t venture shall be Jomtly and .
- several]y l1able to the Procurmg Ent1ty :

21




" Section V. Special Conditions of Contract
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T GCC
Clause:

~ Special Conditions of Contract _

: "-Dellvery and Documents -~

‘For purposes of the Contract, “EXW ? “FOB ? “FCA ? “CIF » «CIP,” “DI)P”'
‘and other trade terms used to describe the obllgatlons of the parties shall have

the  meanings assigned to them by the current edition of INCOTERMS' |

‘published by the International Chamber of Commerce, Pans T_he_ Delivery _

terms of thls Contract shall be as follows

“‘I‘he dellvery terms applicable to thls Contract are delivered UCPBS Head
Office. Risk and title will pass from the Supplier to the Procuring Entlty upon_
receipt and final acceptance of the Goods at thexr final destmatlon

Delwery of the Goods shall be made by the Suppller in aceordance w1th the |, -

tenns spec1ﬁed in Sectlon VI (Schedule of Reqmrements)

For purposes of thlS Clause the Procuring Entity’ s Representatlves at the

| Pro_|ect Slte are Christine Y. Vagquilar and Jay Martm N. Juarcz

lncldental Services —

_ 'Thc Suppller is required - to: prov1dc all of the followmg services, mcludlng. :
_add1t10nal serv1ces 1f any, spemﬁed in Section VI. Schedule of Reqmrements 1

a. performance or supemsmn on start-up of the services;

b, fumlshmg of tools requlred analys1s and mterpretatlon of data

€. perfonnance or supervision for the spec1ﬁed penod coverage of the
' _servxces requlred and :

.lntellectual Property nghts -

| The Suppher shall 1ndemn1fy the Procuring Ent1ty against all thlrd-party cla1ms

of infringement of patent, trademark, or industrial dcsngn rlghts arising frorn the
use of the Goods or any part thereof. :

Regular and Recurring Services —

23




| “Thc contract for regular and recumng Services shall be subject to a rencwal'_" S
R whcrcby the performance evaluation of the service prowder shall be conducted-. e e
. |in accordance w1th Scctlcn VII Tech.mcal speCIﬁcatlons

22

o The terms of payment shall be as follows

|-and progress |
| reports “of the |
| Bank’s - |
HCSM. ~

collcc__tlon -

- ACTIVITIES . DELIVERABLES _TIMELINE
Tnception - | InceptionReport | 4 weeks after | 20%-- Project | |-
Meeting - | - . [thesigningof -Mobilizatich' A

AR N . the contract, |

i Data | Progress Report on | 4 weeks after | 0%~ '

‘| processing and | the Bank’s HCSM | the Ccmpletlon |
analysis for the | activities.. . '-complctlon T '
HCSM on all| = of data
transactions.  { °

| Submission_of
| the final report |
~-{and - pertinent

Final report and
a_nn_excs -rcqui_rc_d.

_ 4 'wccks af_tér_
; the_ S

submission

| | annexes:. - of the 'ﬁﬂal__ ‘and _ _
T report. | Presentation. - -
L 1'of Results”

. _.5.0.%__. |
Submission of
‘Final. Report | |-

4




Sectwn VI Scheduie of Reqmrements

, The dellvery schedule expressed as. weeksfmonths stlpulates hereafter a dellvery date whlch is :
~ the date of dehvery to the pl‘O_]BCt site. : L : . _

| pertinent annexes.

- fmal report

o ACTIVI'TIES o DELIVERABLES | TIMELINE.© -'PAYMENT
| Inception Meeting | Inception Report 4 weeks aftér the [20%- Project | -
| . | signing~ of the } Mobilization.
SR o |contract. . - - | . IR B
Data processing Progress Report on'| 4 weeks after the | 30%- Completion - | =
“and analysis for the | the Bank’s HCSM | completion — of [ . - = .
- |HCSM  on all | activities. = =~ data collection.
| transactions * ‘and |- - S
progress reports of
the Bank’s HCSM., L R :
Submission of the | Final _report and | 8 weeks after the 50%- Submlssmn \
final repoit and | annexes requlred submission of the. of Final “Report

and Presentatlon- B

of Results

Expected . delivery.

Within [ro. ofdays ] calendar days atpon i_;s.s‘uance of tke Call—qﬁf E
timeframe aﬁer recespt L e I L _

| of a Ca”—Oﬁ

‘0/\ -

. SHEILAS.ANG. - |

EAD- CORPORATE PLANNING - |

CORPORATE PLANNING AND - -

AND COMMUNICATIONS . COMMUNICA_TIONS DIVISION
i SIGNA TURE OVER POSITION .. | DEPARTMENT/DIVISION

PRIN TED NAME

- 25
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| mem . . Specification | Statementof Compliance | .
|  |REFER TO THE ATTACHED | - T
TERMS OF REFERENCE |

- | [Bidders. must state here either | -
| “Comply” or “Not Comply” |
| against -each of the individual |
pavameters - of . ‘each.
Specification, . stating  the |
corresponding = performance
| parameter - of the equipment |
| offered. Statements-of “Comply” | - .
Vor. “Not Comply” must” be|
- | supported by evidence in a |-
- | Bidder’s  Bid and cross-
- | referenced to that evidence.] .

27




Sectwn VIII Checkhst of T echmcal and

F manczal Documents
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Checkllst of Technlcal and Fmanclal Documents 3 "

I TECHNICAL COMPONENT ENVELOPE

' :'Legaf Documents S =

Class "‘A ” Documents o

0@ Vahd PhilGEPS. Reglstratlon Certlﬁcate (Platmum Membershlp) (all pages) -

in accordance wnth Sectlon 8.5, 2 of the IRR

' Techmcal Documents

|:| (b) Statement of the prospectwe bldder of all 1ts ongomg govemment and private

R _ID@
0o
O

'. O

contracts, including contracts awarded but not yet started, if ‘any, whether
‘similar or not similar in nature and complex1ty to the contract to be bid; and
. Statement of the'bidder’s Single Largest Completed Contract (SLCC) similar
to the contract to be bid, except under conditions provided for in Sections.

23, 4.1:3 and 23.4.2.4 of the 2016 revised IRR ofRA No. 9184 w1th1n the' o

relevant penod as provided in the Bidding Documents; and :
Original copy of Bid Security. If in the form of a Surety Bond, submlt also a

certification issued by the Insurance Commlssmn or an Ongmal copy of a
* Notarized Bid Securing Declaration; and :

‘Conformity - with the Technical Spemﬁcattons whlch may mc_lude

- production/delivery - schedule, manpower requlrernents anda‘or- aﬂer-. '

sales/paits, if applicable; and - o
Original duly 31gned Ommbus Sworn Statement (OSS) and if apphcable g
- Original Notarized Seeretary $ Certlﬁeate in case of a corporation,

“partnership, or cooperative; or Or1g1na1 Spe01al Power of Atforney of ‘all
“members of the joint venture giving full power and authonty 1o its ofﬁcer to

o s1gn the OSS and do acts- te represent the Bldder :

Financial Documents

0@

‘The prOSpectl\te bidder’s computatlon of Net Fmanclal Contractlng CapaCIty . .

_.(NFCC) or A comm1tted Line of Credit from a Umversa] or Commer01al L

o Bank in lleu of its NFCC computatlon

. Ow -

Ciass “B” Documents

It apphcable, a duly sngned Jomt venture agreement (JVA) in case the joint :

“venture is already in existence or or duly notarized statements from all the
potentlal joint venture parthers stating that they will enter into and abide by .

' :.- _-the prov1sxons of the JVA in the mstance that the b1d is suecessful

: ll FINANCIAL COMPONENT ENVELOPE

O W
-_Ij 0)

- Orlgmal of duly signed and acoomphsned Fmancml B1d Form and

Ongma.l of duly 31gned and accomphshed Prlce Schedule(s)

Other documenrarv reautrements under RA No. 91 84 (as apphcabfe)

= (k)

[For fore;gn bidders cla:mmg by reason of their country’s extenszon of
reciprocal rights to Filipinos] Certification from the relevant government.

- office of their country stating that Flhp_mos_ are allowed to participate in’

29




A govemment procurement actrvrtles for the same 1tem or product _ :
7)) - -Certification from:the DTI 1f the Bldder clalms preference as & Domest:lc
' Brdder or Domestw En‘uty : » e
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TERM OF REFERENCE (TOR)

PROCUREMENT OF SERVICES FOR THE NATION WIDE 2025

: HARMONIZED CLIENT SATISFACTION MEASUREMENT
R S OFUCPBSAVINGSBANK

L '-Back'gro.und o

- Corollary to its comm1tment as & ded1cated Govemment Owned and Contlolled s
' .-Corporauon (GOCC) aligned with the objéctives of the Anti-Red Tape Authority (ARTA), *
'UCPB Savings Bank, Inc. (UCPBS) has participated in the Harmonized Chent Sat1sfactxon'
: "_Measu:rement (HCSM) for three consecutwe years : o

- In2023, the HCSM was focused on extemal cusfomers, whlch resulted inan overall ratmg w
© of99. 61% In 2024, the scopé was expanded to include both internal and external chents o
- resultmg inan 1mpresslve overall satlsfactlon rat:mg of 99.80%: : = '

'In line w1th UCPBS’ oontmuous pursult of service excellenoe the 2025 HCSM 1mt1at1ve B
~+ seeks to elevate the quahty of cl1ent engagement further by mtegratmg two addltlonal B
service quality dlmens1ons BRI . .

“Additional Servnce - Qu_al-ity' R Definition
Dimensions - - T .
L Inolusmty and Access1b111ty - | - Looks at whether customers with |-

~, ‘diverse needs (e.g., elderly, persons’|

.- with disabilities, low digital accessy |

“feel ' supported and -included in
service dellvery o

B 2 Con51stency of Experlence Across L '3_Usefu1 for multi- bra:nch banks — |
Branches o e . identifies variation in service quality |
T AT .. and standard ‘compliance across |
locations, which can. 1mpact brand :
perceptlon e e '

- II Objectlve _ R o
. UCPB Savings, Inc. (UCPBS) aims to engage the services of 2 Th1rd Party Serv1ce Provxder o
that would meet all the requlrements stated on the JMC pertment to the conduct of- the 2025
HCSM of UCPBS. - '
- The project’s main objectwe 1s to prov1de tanglble and verlﬁable data on how UCPBS dellvcrs'
- customer services. \ : : :
- Moré specifically, the pI’OjCGt aims to:
1. Measure the overall client satisfaction w1th UCPBS
‘2, Measure the overall client satisfaction with UCPBS spemfic 10 the services avalled
3. Measure the cllent satlsfacuon w1th UCPBS on- elght (8) Semce D1mensxons as
follows: - ' : : S

a. Responswleness; :
- b.- Reliability;

R




4 Measure cllent sat:lsfactlon w1th UCPBS on 10 Serv1ce Dlmensmns on serVICeS avalled S

: Access and Facrlltles

Commumcanon

Costs R

-'-'._Integnt_y,

- Assurance;

~Outcome; _ o

' Inclusw:lty and Accesmblllty, and

o’ Consrstency of’ Expenence Across Branches

- 'qs_':rb'-s e o

v

and. .

_ 5 AsCertam aWareness and usefulness of the Cltlzen 8 Charter

-y

III Scope of Work

1.

3.

The Third- Party. Service Provrder shali undertake W1thm the agreed schedule all

“Televant and. necessary research activities, including but.not limited to conductmg '

processmg, validation, evaluation; and. interpretation of results, and preparat:ron of final

reports, The timely ‘submission and presentation of the. project to the Customer
"_-Management Department, the. Management Committee, and the Bank: representatwes

and the preparation of all other related actrvrtres to fulfil] the requlrements of the project
shall be included. : :
The Third-Party Service Provider shall submrt wrthm the agreed schedule the ﬁnal '

- report in hard and electronic copies. The. Final Report shall: _
a. Present the results in accordance with the prescriptions set forth in. ARTA s -

. Memorandum Circular No. 2022-05, i.e., Guidelines. on the Implementat1on of
the Harmonized Client Satisfaction Measurement

b. Contam all relevant mathcmatlcal formulas. and other related sclentrﬁc and

o techmcal procedures applied in the completion of the project. : :
¢. A summary describing the quality control procedures perfonned m the conduct.
. of the survey shall also be submitted. .
As. requrred by UCPBS and concerned regulators the Thlrd Party Serv1ce Prov1der
shall be. at all tlmes ready to prov1de related mformatlon!data needed by UCPBS.

A Survey Methodology

1. Target Respondents ' :
- Thé survey should engage UCPBS clrents with completed external transactlons Cllents :
- who completed multiple transactlons ‘may cornplete an HCSM Questlonnarre for each N

avaﬂed service, o - —_— _ -

3

o Transactrons are cons1dered complete when the ﬁnal step of the service: avalled of as
- per the’ UCPB’S C1t1zens Charter is undertaken :

) 'These are the llst of bankmg servrces Not all servrces may be apphcable across all
' UCPBS branches y
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- LISTOF L
_ TRANSACHONS

' Count~

'Dl_v1s_10n! D_epartmén_t'

Branch Banking Division

Typé e '

'Eﬁtemal _

BBPS

| Transactions

Acceptance of Dépbsi.it'- K

* External”

| BBPS

_ Awoﬁnt Opénirig

B Appllcatlon for Bank Deposu Certlf catlon (BDC}

. External

. Eﬁ(temal

BBPS

BBPS

- Availment of Loan Agamst Holdout {back to-back

Ioans)

.| External .

" | External -

BBPS

BEPS .

: C.l'.leck' Er.lcashmem'- Currem'Acp__ou'm .

Checkbook Isstance

A Checkbook Reqmsltmn '

: Ex'tgmal

' ':'Ext'emal

| BBPS

| BBPS.

Clalm of Rem_lttance Procecds (For Ex1st1ng CI lents

B onw)

| External

| BBPS. -

CTD Pr:-_TerminatioﬁfTe;Em'in'ation

10

BBPS

1

External

External

CTD.R_bl_l-OQerfReneWhl _

‘BBP§

Deposit Account Closure

13

12

_External’

E_xtema]

BBPS

| BBPS

Demestic Bi.lls Purchase {BP.) _!nitiétion! Availmeﬁt

Fund Transfer

g

P'ayr'r.ieht of Salary Lpaﬁ. :

s

Extefﬁal_ ]

'BBPS

- Exte;na.l' I

__|'BBPS

| PESONet liward Serfice '

External - -

: Extemél

 BBPS

“| BBPS

PESONet Qutward Service .

Ex’témal_

.BBPS

| Processing of ATM Card Reduéste'd by Client

| BBPS.

P:roc'ess.ing o.f-l:ic.oijr_]i_ng Remittance- RTGS :

|20

External

Pré_cessing of PHIILH'EAI._.TH Payment B

2

.| External

' 'BBPS

| Purchase of Manager’s..Cthﬁk (MC)* -

|22 -

- External _

Ex‘_temél "

'BBPS '

- Reactivation/ Closure of Dormant Deposit Account

23

Ex-tern'al _

BBPS ..

.'R.eieasg' of Ca_pf_l.l.l'ﬁ'd Card .

- Réquest for ATM PiN'Chahgef"Forcad PIN Change

24

External _

"BBPS

Request for Bank Certifi catlonfStatemem of Account
for Salary Loan : .

‘| BRPS

+




| BBPS -

. .R’eqﬁest f'o_r_-S.\tatemeﬁtbf A¢¢0qn;(SOA')'by Client Gl

35

| Extémnal. .
" |26 | Bxterhal | BBPS Raques;t for Stop Psimém'.order-f
.27 . External ] _BBPS Remcval of Captured ATM Cards .
P I _. S| Sa1ary Loan — Apphcanon to Loan Re]ease(MC or . .
28 _E_xtemal - | BBPS- .- | Credit to account)
29 | Fxtemal | BBPS | Withdrawal- Savings Account .
130 " | External ~ | LPS | Auto Loan Application
31 | External | LPS | CashLoan Application” |
32 1 External | Lps .Commemia]"l.oan Applicatiéri . _
‘_ ’ _ E O ' o ‘Execution and lssuance of Mortgage Redcmpuon
33 -Exiernal | LPS Ceitificate : .
- . e . . . . Issuance of Cerhf' cate of Full Paymemetatement of
Lending Divisions | 34 | External LPS .'Accoum -
(Commercial and Retail) o T . .
' ’ 35 | External LPS '.ls_suani:e of Negat_i_vé Certification
|36 |'Bxernal [ LPS | Real Estaié Loan Application
37 . Extémg]" LPS Release of Collaterals as a Result of Fl_.l]] _'Pay_mén't. '
i _. N o A | Release of Collaterals via Loan Take-out (Fu'll
38 | External LPS Payment) By Other Institytions _
- S I E . _Sett]ement of Lean Obllgatwns by Delmquent
1 39 - | Bxiernal LPS Borrowers.
i - ' L "Acceptance nf Cemf‘ cate of Tlme DcpoSIt (CI'D)
1 49. .| External TIBS:: Placement
Treasury DivisiOﬁ _ 41 _'E.xtema! '.T_I.BS . A::f:og.nt Op_enmg .
142 | Extemal ~ | TIBS | CTD Pre-temmination/ Tenpination .~
_ o |43 External | TIBS . . | ICTDIROII-O\IJérf kenew%ﬂ- :
| Special Asset.and . - © | saleof REAL and other properties acquired .
Managemeni 144 Exterr_lal . SAMS - . B R - -
- | Human Resources& ' : . I
Gcnera] Serv:cas _ 45 External | HRDS Emplo'yment Veriﬁcation
'O.lstomer A__ssnstance and ' _ o | : :
Management Center 46" External CAMS - 'Customer Feadback and Complamts
. Co 1 ' L P Conduct of Crecht Irwestuganon (Im tla] Credlt
o . CMS
1 ¥ | internal : : Investlgatlon) . .
o o a o _ CMS ‘| Conduct of Credit lnvesnganon (Fleld Credit
Credit Management | 2. Intérnal o Investigation) : :
Division . _ ' . - . R T
C 1.7 - CMS Cus_t_odian_ship'and Safekeeping of-Documents
3 Internal . L - T B
o : | CMS8 | Documentation and Review of Documents
4. Internal | . . . . .




Internal

Loca] Tlt]e Verlficatlon .

\"I'm_er'na.l_ _

_Re»quest for Rc]ease of Collateral (CorporatelIr

Commerclal)

| ems

:.:Request for Rclease of Co]lateral {Retall)

Initernial E

cMS

' Sec'ﬁﬁng' Ccftiﬁgd Tii]é Electronic Copy

‘Iniernal

|oms

Vehig]e ‘Appraisal .' _ .

Operations Division

Triternal |

_Int_cma]_ ) )

‘Booking Of::[ban'Transaét_ion's _

Treasury Division”

10" _

A

“| TiBS

E_sfablishrﬁeﬁt and Renewal of Money Mdrkt?t_

l'ﬁtem'al

‘Internal

_TIB_S_. -

Fundmg Peso

‘Human Reésources &
General Services

12

- Avallmg of Vm]ence agamst Women and Chl]drm

13

14

| Internal

| Internal

| HRGS

| HRGS

Leave .~

Avai]_iﬁg of Maigna Carta Leave :

: A'vail.ing ‘of Paternity, Leave.

| Internal - -

| HRGS

: A ."Avai]i_ng of Maternity Leave

16 . |

17

Availing of Solo Parent Leave

[

Internal .

Internal

HRGS

_HRGS

Evaluation of Proposal for chular_lj]irinhg'

_Head Office 'FFE _A_ss_éi Disposal

1nternal

Anternal

HRGS

"HRGS

-Pmcuremem and Btddmg Process

120 .

. Internal.

'Replacement of Lost Old or Damaged Employee -

Ul

| Internal .

HRGS__

HRGS -

.RawﬁﬂﬁrCQE -

= 23:

L HRGS.@?

' Rleq'uest for Service' Vehic]e-

| Finance Accounting and

- | Internal -

1 FATMS

Processmg of Request for Payment- Expenses and

) Clalmsf’ Relmbursement

|_Tax Management

~ Legal Services

2%

| Internal

| LS8 -~

.Le(g_a] _Choppmg of Doguments

|2s

Internal

1ss’

Re,viéw uf Contracts

-

| Branch Banking Division

26

i inléma] :

Internal |

BBPS

| Branch FF]_;:_.ZAslscf Disposal

 Information Technology '

Division

3.

_Iﬁtemal.

s

%

Access Request.and Support Services .




2 Frequencv and Penod of the Survev L ' T S
- The HCSM shall'be conducted after each completed transactlon It shall be adm1mstcrod- L

L _"-between .Tanuary to December 2025 e

3, Number ofResDondents L
- The minimum number of: responses. per serv1ce shall be detennmed based on- the '

" calculator prowded by ARTA through the lmk below HCSM shall stifl be conducted B
*‘eéven if the mininum has been reached o

& his://docs. google com!spreadsheetsfdﬂ hSFvSBqu-ﬁIoXSWh N286VP o

_ - Usxbe6. Bfed1t‘7uso—shar1n},&omd—10060?17668959’%668905&r1130f-t1uc _
&sd=true . : .

4. Semnling.of Reeﬁ'Ondents

In coordmatlon with. UCPBS Branches branch l1tes, lendmg ofﬁoes and Head Ofﬁce. o
_(D1v1310ns Departments or Umts) shall represent the total sample size requtred based - -

. on the link prov1ded by ARTA

i Every respondent who completes a bankmg transactlon quahﬁes asa respondent for the - |
- survey on. the scrv1cez‘s they have avalled :

: L1st of Branohes Branch thes and Lendmg Ofﬁces

‘Branch . | . Add-'rgs:s'

LUZON1 T
- B Y Mablm .'St_:.Cofnet'Libertad S.t'.IP'obl__ao_ion Il._,'
B

- Ground F]oor PPSTA Donmtory Bu1ld1ng, o

Banaue 245 Banaue St., Sto Dommgo Quezon Clty

(formerly Sta Cruz) . |

| - o M_C_-BuildingWag,hington_seeet-__ § '_
| Batac : ' _Barangay Ablan Batac, Ilocos Notte N

| o L L " 106 Neptune Street, Kalayaan Avenue
| Kalayaan . . . - | © - Corner Makati Avenue, Makati City

R JC 159 Central Pico, La Trinidad, Benguet ~

g . Corner Avenlda R1zal & Artacho West Sireets
Lingayen =~ = S ngaycn Pangasman
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] ;Maba-lacaﬁ- :

Klmaesha Bldg Dau Me- Arthur nghway, RERE B

Mabalacat Clty

| Malé_l_os .

_ . _P_ai._v.f_:q D_el -’Con_greso_, -
. Catmon, Malolos; Bulacan

g MOfong I

600 Tomas Clandio Street, "~
San Pedro Mo'rong; Ri_zal’ '

R_izal Averiﬁe .

Umt 201 203 Tan Han Ch1 Place 1558 Rlzal Ave corner ’

Mayhahgue St. Sta Cruz Mamla :

S '.-_S'an'Jo_sngMDme S

_ Dallsay Bldg Halili Ave. Tungkong Mangga,
San Jose Del Monte, Bulacan

| sta, l_g'n‘aci_a .

_ A_ltahdex' 'Build_in_g beside 'A'l_ta_ Gas St‘éti:‘:m

" Romulo Highway, Pobza,cion E_a'st, Sta lgnacia,_ Tarlac -

13

F T Catapusan St Plaza Aldea
Tanay, Rlzal

14

i Tanza -

007 :A.'-S'oria._no Highway,". ?
- Daang Amaya 1, Tanza, Cavite

- _Bacnéta_n BrancH-Lité R
| (formerly Pampanga LO) -

- 267 Maharlika Highway Poblacion, .
" 'Bac':'no_tan', La'_Union

1 15

Hagan Bi‘aﬂéh__Lite
(formerly Ilagan LO)

Ground Floor Hlpohto Bulldmg, .
Maharhka H1ghway, Calamagm 2nd -
_.__City of llagan, Tsabela 3300 -~ -

| orion Branch Lite”

(formeﬂy Balanga Lo_)'

_ _Stall No. L)
- _Natiohal Road, Brgy Arellano,
- Orion, Bataan '

17

18

' 'Rlzal Nueva Ecqa :
(formerly Cabanatuan LO)

Quezon St Poblaclon Centro, Rlzal Nueva Ecua

TTozona

Alaban Iy

Comimon Goal Tower Fmance St corner Industry St
Madngal Busmess Park Alabang, Muntmlupa City -

Alaminos

 M.H.Del P_i]'ar Street, Poblacion,
~Alaminos, Laguna '

8




Quezon St comer C.0. Reyes St Brgy Zone II

o Atimionan ~ Atlmonan Quezon a
" , Cantre St. Corner Bomfac:lo St Brgy 3.
Calauvag - Calauag, Quezon o
| _ 41 Real Streel Tawog Caramoan
B Caramoan Camarlnes Sur '
_ ‘Rizal Street Cor. 'Panc_lay St,
Goa Brgy. Poblacion,GOA, Camarines Sur
| o Bichara ‘Arcade, T. Dilanco Street,
Libmanan - - Libod#1, Libmanan, Camarines Sur
Rizal Avenue comer San Luis Street,
Lucban . Brgy. 8, Lucban, Quezon
B Golden Park Rentals and Wellness Bldg., Rizal Ave.
o Nagcarlan ' " Poblacion 2, Nagc'arlan, Laguna.
9 . O ) L . . ' .
Pili National Highway, Brgy. Oid San Roque,
- Pili, Camarines Sur -
10 S .
o | ' AICON Plaza, National Highway,
| Puerto Princesa _ Bgy. San Pedro, Puerto Princesa City, Palawan -
' - 420°P. Urieta St., Brgy. Buenavista,
“Sablayan Sablayan, Occidental Mindoro
: : : Makalintél Ave. comner Dr. Ona St.,
_ San Jose-Batarigas _ | San Jose, Batangas
{formerly San Mateo) S T
13 L . : . ' '
| UCPB Building National Hi-Way
. Sta. Rosa Brgy. Balibago, Sta Rosa Laguna
' - - 64 Queion Avenue (Tayabaé-Lucban Road) cor M. Ponce
| Tayabas Street. Brgy San Dlego Zone 1, Clty of Tayabas
15 L Quezon' '
' Maharllka nghway corner‘San Antonio Road -
| Tiaong " Poblacion 3, Tiaong, Quezon
16 ' ' :
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o Daraga_'Branc.]:t Lite o o

s -_Da_raga Town'Cer:tter,-_Baﬁag_,"_-;D_'arag'a, Albay N S

1 | (formerly AlbayL0) |
: IR . ' Ground Floor Halcon Heights Bmldmg Dama de Noche St :
_ Calapan Branch Lite .~ .~ |-
. (formerly Calapan LO) - : Lumang Bayan Calapan Clty, Ortental Mmdoro
. VISAYAS e L |
Lo " Ground Floor, San Ahtonio Park S'quare. -
- Bacoldd .
1 : : Mandalangan Bacolod Clty, Negros Occ1dental
S o ' E Cmco Street o
. | Borongan :
-2 . g Borongan Clty, Eastern Samar
B _ Stall D-1. Puregoid Bldg North Ave -
Escalante .
-3 L Balmtawak Escalante City, Negros Occidental
" | eito - ¢ _ Angelw Arcade - .
.4 1 - : De Leon Streel Ilmlo Clty .
| - I'LaCastellana. Ferla corner omfaclo Street,
.5 e S Brgy Robles La Castellana; Negros Ocmdental
_ o s tral :
Naga Cebu E. ‘Sayson | St Centra Pob]aclon
6 U Naga City, Cebu
Numancia RP.V. Bulldtng, Natlonal nghway
7 B Brgy Joyao-joyao, Numancla ‘Aklan
8 '-, Ormoc _ G\F HSSC Building Real Street, Ormoc Clty
' T Gorund Floor ; LASP Building Gov: Fulllon St.
San Jose Antique ~ .
F9 Ny ST San Jose de Buenavista, Antique: .
| Sogod - Osmena Street Brgy. Zone IV__ :
10 . Sogod ‘Southern Leyte -
: i ' Tabotabo Street Poblacmn
. Tuburan -
11 I : Tuburan Cebu o
. Gandara Branch Lite - Maharllka Hi ghway, _Brgy Adela Helghts '
12 (formerly Calbayog LO) e Gandara, Samar '
S| palo Branch Lite . :
;3 0 (f_ormerly Tacloban LO) Tacloban Baybay Road Brgy Gumdapunan, Palo Leyte |
| MINDANAG - . LT
o B s '-Jose Mutia _Street, Brgy. .Ospita._l' .
_ Aloran - Aloran, Misamis Occidental
L " G/F Forevet Books Building, Zone 6 3
- 7| Bulua . Bulua, Cagayan De Oro _City_,- Misamis Orie__ntal' o
. 3_. | _Cagayan de 01‘0 Caplstrano»Cruz Taal Streets

Brgy ‘;‘ Cagayan de Oro Clty, M1sam1s Ortental
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MK Ccntral Bldg J. P Laurel Ave

Da\«'*_ac_-' . BaJada,Davac Cxty
S . o Quezon Avenue, . S -
S 'Dipol'c’g' T Mlputak, Dlpolog Clty, Zamboanga Del Norte
5 : ' _ . '
L R 182 C enrique Yap Strcet
o Glan Ppblaclcn Glan Sarangam Provmcc
: e Quczon Boulevard _
| Lamitan . Brgy Malakas Lamltan Basdan
- . Mabml Street, Brgy Pcblaclon Smdangan '
S Smdangan Z b d IN rt - .
: 8 : .(fcrmcriy Lapasan Branch) am oanga e Norte
: S _ Ccnsuclo Busmcss Center _
‘Tagum Unlts 9-12 Plonecr Avc Magugpo South_
-9 S Tagum City _
: C . Cam lct Kabasalan, Zambcan a81bu ay
_ Kabasalan Branch Lite - . e £ 8,
: 10 (formerly Laguindingan LO) | - ‘
: R .' Purok 3, Patiri-A . Prosperidad, Agusan del Sur
Prosperidad Branch Lite S y:. P '8 RO
" (formerly Sindangan LO) - ' L
I Zafcb oanga - BN & Jasmm Towcr BIdg ,.cOrner Bucnawsta nd Maycr Jaldcn St.,
12 e T 2 T : Zamboanga Clty v
_ B tuan g : Door G 2P Oro Cam Bulldmg, J C. Aqumo Avenue corner
: .1-_3 Ut M. Carlc Strcct Silongan, Butuan Clty, Agusan Del Norte g
14 : Maldybé_lay_ . ' Uplt 3 Samt i] cccph Squarc Fcrtlch St Brgy 3 Malayba]ay

Clty, Bukldncn

5. Data Gatherlng Mcthod o - ' B
For purposes of the conduct of UCPBS 2025 HCSM vancus data gathermg methcds-
shall be used to maximize rcsponse rates: - S

a. On-site Conduct — donc through a paper survey qucstlcnnalrc and electromc"

. platt"crms in prov1dmg qucst10nna1rcs to the respondents. For PWDs and senior
citizens who need assistance, the Public- Assistance arid Complaints Desk
' (PACD) officer or a deSIgnated cfﬁcer shall hc]p the respondcnts in answcnng-
“the HCSM; and -

| “b. Remote Conduct — done through warm ca]ls clcctromc mall the Bank’
- website, sccnal medla, QR code, or other sm:nlar mcdcs
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- .6 . c'oneétion M’é‘éhanism.. :

__Results of the ccmputer-a:lded questlonnalre shall be in sync or uploaded to the server

o inreal-time, Editing and alteration of data shall be l1m1ted per category of user, but must o
be approved by the CPCD and ITD Head - : : '

: All gathered paper survey questtonnalres shall be scanned and kept on ﬁle fDr L | |
lvmﬁcamnpurposes o L S S

A ﬁle on data collectlon momtormg shall be kept on ﬁle for verlﬁcatton purposes

{ 7. HCSM Ouestlonna:lre
- UCPBS is mandated to use ‘the HCSM questtons prescnbed by ARTA as stated in
ARTA Guidelines on the Implementatton of the HCSM Le., MC- 2022-05’s Annex A

It mcludes

a. Three @) questtons related o the Cltlzen s Charter -

b. One (1) question related to the cllent’s overall saﬁsfactlen w1th the service
‘availed; and - : :

e Etght &) questtons related to the followmg SQD
i "Responsiveness .
.  Reliability
iii.  Access and Facilities
v Communication.
v.  Costs.
Vi lntegrlty
" vil. . Assurance -
vili. - Outcome _
CAXe Inclusrvrty and accessnbrhty 3
- % Consistency of experience across branches

L d. The: HCSM questions prescnbed are ﬁxed and may not be altered modlﬁed or _ |
 deleted. . :

e. . Servrce specnﬁed questtons to the HCSM may be added, but the revrsed version .
must not exceed five (5) minutes for the client to. aecomphsh The result of the
additional questlons shall not be meluded in the computatlon of the overall :

: SCOI‘G

£ -HCSM shall be in Enghsh and- Flhprno verswns and may be translated to the
. local dialect, provided that the rev1sed version wnll still be able to capture the '
* 'SQDs. - . o R
Demographtc Questrons The prescnbed demcgraphw questrons shall be used.
Open-ended Questions. The HCSM shall have an open—ended questlon at the
end of the form where the client has the-option to prov1de addmonal remarks or
' 'feedback not covered by the prevnous questlons '

L

-.;-qq

8. Ratmg Scale and Scormg Svstem oo :
a. Rating Scale. _ A Five (5) point Likert Scale to measure the SQDs shall be used:

Strongly Disagree
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2 Disagree .~ N

43 1 Neither. agree nor . o
S ,-dlsagree S

o 'S'tr_ongly agree

‘b Scorlng per Questlon The percentage of respondents that rated ‘agree” and
strongly agree” shall be used to get each SQD’s score.- Where a question was
answered with two (2) or more check marks the answer to the 1tem shall be -

- conmdered as-invalid.. : ; : : -

¢. Overall Sconng The percentage of the respondents that rated agree and -
© ‘strongly agree for the 8 SQDs shall be used to compute the overall score.

' -UCPBS aims to. achieve an overall percentage of 80% or higher or a ratmg of

satlsfactory or higher. Interpretation of the results shall be as follows:

“[950%+-100% .. | Outstanding

. [80.0%-94.9%: - | Satisfactory
[60.0%-79.9% - |Fair
I Below 60% . |Poor y
9, Data Collectlon Oualltv Controi o . - D

To be able to ensure that the data gathered from the HCSM is of the htghest quahty '
possible, quality control procedures should be 1mplemented as required in Aninex B-

Client Satisfaction Measurément Report of MC 2022-05 (Guidelines on the o

Implementatron of the Harmonlzed Cllent Satlsfactlon Measurement) Thrs mcludes the :
following: - : : SR
a. 'Autcmated Data Entry Platfonn o .
b. Standardized Data Encodmg Procedures L
o "Standardlzed Data Collection Monitoring Procedures _
d. 'Supervxsed Data Collectlon Team and Spot—Checkmg Conduct
" e. ‘Back- checkmg before Data Processrng

“10. Data Processmg _ S
" 'The -data table processing wrll 1nvolve descnptwe stattstlcs and. several Cross-

tabulations, dependmg on the. data requ:rements
. Any s1gn1ﬁcance test:mg should be done ata 95% conﬁdence level but may beata 90%
-_conﬁdence level dependmg on'the quest:tons that are bemg tested for srgmﬁcance '

11. Non-Dlsclosu:re of ResDondent s Identltv ' '

As part of the ESOMAR codes-and guidelines, the 1dent:|ty of the respondents will be

- kept confidential from the ARTA, GCG, and UCPBS, If there is a requirement from the
GCG or UCPBS to reveal the identity of the respondents the consent of the respondents

will be sought It should be noted that the mformatlon on the 1dent1ty of respondents. -
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'wﬂl be hmited to therr addresses ﬂocatlons However 1f the respondents want to keep .

N their loca‘ﬂonsarr addresses conﬁdentral and detaehed from the survey results, this will be_ o -
. adhered to-by the researcher. . ' : _ _ | Y

o 12 Data Prrvacv and Conﬁdentlalltv _ L ' '
" To ensure eonﬁdentlalrty, the project 1 team of the Thrrd Party Servree Prov1der aind all .
' their partners should sign a Non-Disclosure and Conﬁdentlalrty Agreement. The data
.- should only be used for the purposes of this partrcular custorier satisfaction survey and N
_ shouid not be shared wrth anyone who is not mvolved in the Pro_]ect .

- 13 Analysrs Plan - : ;
The Third-Party Servrce Provrder shall undertake the analysrs requlred asper Annex B:

- Client Satisfaction Measurement Report of ARTA MC 2022- 05 (Gurdehnes on’ thel o
Implementatlon of the HCSM) R . o
4. - Response rates (per- servrce) _ .- :
i, Total number of transaetmg chents durmg the perlod (per servrce)
SRS N _Chent demographrc proﬁle i S
- iil.  Citizen’s charter (CC) results,. _
- . Overall client satrsfactron measurement SCore;
' s Service: qualrty Dunensron (SQD) results; :
Vi, Breakdown of transactlons correspondrng to each servrce offered
vii. . Results per branch, branch hte and lendrng office: _
viii. Free response -
' ‘i, Themes of Chent’s Remarks;’Suggestrons o
_ ii- . Reasons for Services with 0 responses .
iii. - Breakdown of client demographlcs ..
iv. . Breakdown of CC Questrons and SQD questrons by result count
AR Breakdown of each service’s scores;

14, Contents ofthe Fmal Report . o I

The Third-Party Service Provider shall present the results following ~ the

-template/’outlme prov1ded in Annex B: Client -Satisfaction Measurement Report of
. ARTA MC 2022:05 (Guidélines on the Implementatlon of the HCSM) to’ 1nclude the
} srgned endorsement by the head of CART . . . .

- ___15 Pm]ect Te . o ' ’ '
- . The Third-Party. Servrce Provrder to be. contracted by UCPBS is reeommended to -

follow the structure below to promote an organized and efficient working environment. .

.| Survey Project © 1 ;| Crafts and oversees the overall design and -
‘| Manager (SPM)_ | . -~ - limplementation of the 2025 HCSM.
| Technical =~ | 1 - | Ensuresthe ARTA and GCG gurdehnes are:
| Consultant ~ - | ... | complied with. :
Lead Research [ 1 | Spearheads the data mterpretatron report
“Analyst -} | writing, and presentatron of results to the
- e - | Agency. - = .
- 1 Lead Statistician .| = 1 | Designs the survey data capture mechamsm,
| &Survey - |- " . }uploads the questionnaire and ensures correct e
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-skipping of questions with the support of the data: .
processing. team and SPM. .
Ensure that all data is vahd and venﬁed o

: Admmlstrator :

Data Validators |4

16. Submlss1on and Publlshmg : ' ' ' :
UCPBS will submiit the HCSM report onor before Aprll 1 5 2026 to ARTA The report

shall. thus be submltted by the Thlrd-Party Serv1ee Prov1der at least a month before this.
o 'deadlme . . . '

'17 Other Requlrements _ - x -
a Al tables shall be supported by a nanatlve descnptlon and. explanatlon

" b. All reports shall - vahdaﬂon

' reeommendatlons and.

K c. UCPBS shall ‘have intellectual rlghts over the survey quesnonnalre!fonn to be-_ :
- finalized. by the Third-Party- Serv1ce Prov1der and conf dentlallty of the. results; :
._'and reports L : : o

contain analysns;’ mterpretatlon and .

A Appmved Budget for t‘he Contract (ABC)

The approved budget for the Contract is Two MllllOll ﬁve hundred thousand pesos only

(Php2,500,000.00), - all-in, inclusive of all applicable’ taxes, 10gIStICS permit fees, -

_ transportation,. out—of—pecket and all other related expenses necessary to completely B
__ accompllsh the project .

'_ Vi Pro_;ect Time mee and Payment Schedule

| ACTIVITIES DELIVERABLES TIMELINE, L] PAYMENT _
| Inception Meeting -Ineeptlon Report | 4 weeks. after the | 20%- .P_ro__|ect-
1 N : | signing - of the. Mobilization-
L L | contract. - L
| Data - processing | Progress ‘Report on | 4 weeks after the | 30%- Completion
| and analysis for the | the Bank’s HCSM | completion  of [ * . =
|HCSM  on  all actwmes - | data collection. - |
transactions - and | I
. - |.progress reperts of
| the Bank’s HCSM. | o -
Submission of the | Final report ~and | 8 weeks after the | 50%- . Submission
final - report - and | anhexes required. . | submission of the {of Final Report |
pettinent annexes.- |© ~ |finalreport; = |and . Presentation .
R L '-'ofResults
*ealend'ar days -

a. PI‘O]BCt 1mp1ementatlon shall be based ona detailed pro_lect tlmetable to be agreed
" upon between UCPBS and the winning Thlrd -Party. Servwe Prowder based on the ..
- 1dent1ﬁed outputsfmﬂestones . '
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b, Ifthe Third- Party S'ervice Provider fails to dellver any or all of the servlces within
- ¢ the perxod(s) Spec:lﬁed in-the contract; UCPBS shall; without pre_ludlce to its other
~ ‘remedies under the conttact and under the Apphcable Law, deduct from the contract .

o pnce as llquldated damages; a sum equlvalent to one-tenth of one percent of the o
price of the unperforméd portlon of the services for each day of delay based on the

- approved contract schedule: Once the maximum. amount of llquldated damageS'

reaches ten percent (10%) of the total amount of the contract, UCPBS may consider - o
‘termination - of .the contract pursuant 1) General Conchtlons of Contract (GCC) ST

Clause 27. :

- Payment of 1ncomplete services will be based on- quantum merurt - o
In the event error/s or inconsistencies. ‘during pmJeet implémentation - 1sr'are )
.committed by the Third-Party Service Provider, the cost of undertakmg eorrectlve_ _

“activities or actions, as may . be neeessary, shall be shouldered by the Thlrd Party Co
~-Service Prov1der . '
e, - UCPBS reserves the right to refuse acceptance of outputsfdehverables submltted by
the Third-Party Service Provider that are found bearing. inaccurate/ questlonable_
. content (ke:, “dataffindings/insights) or sub—standard quality of presentation. The
Third-Party Servnce Provideér shall be: given the chance to remedy the. re_;eoted
- outputs/ deliverables through rework, revisions, or amendments : S
f. - OGCC Review. All agreements to be executed by the parties in- relanon 10 the i
© . project/ transaction shall be-subject to prior review/clearance of the Office of the . -
Government Corporate Counsel{ OGCC). The.comments and suggested revrsrons of
‘the OGCC shall form part of the agreement and be binding on the parties. -
2. In'the event the GCG, the regulatory body that requires and governs the conduct of
the Customer Satisfaction Survey (CSS), issues directives that will require UCPBS -
“to adopt modifications to the standards and procedures in the conduct of CSS,
"UCPBS reserves the right to app}y such modlﬁcatlon in the terms stated herem to -
confonn to the i 1ssuance or dlrectlve of the GCG S

ae

e

'__VH. '_ T erms of Engagement

The engagernent of the Thlrd-Party Serv1ce Provu:ler shall commence from the 1ssuance of the”

- Notice to Proceed and terminate upon aceeptanee of the revised final reports by UCPBS in

accordance with the “Guidebook for GOCCs: Enhanced Standard Methodology for the

Conduct of the Customer San.s‘facuon Survey” 1ssued by GCG subJ ect to extensron at the optlon o

of UCPBS. . '
It is understood that the Consultancy Serv1ces do not create employee—employee relatlons
- between the Third-Party Service Provider and UCPBS; and that the former 15 not entltled to
- any benefits enjoyed by regular personne] of UCPBS : :

VIIl Quahficatlon of the Thlrd-Party Servnce Provnder

-UCPBS expects the Third-Party Service Provider to meet the quallﬁcatlons set forth hereln
1 A relevant valid business license to pro\nde such services to the Parties, -
2. At least three. (3) years of experience in’ ‘conducting stakeholders surveys from
~ formulating the Methodology fo reporting the analyses;

- 3. Adequate (at least a team of 5 key personnel) and expeneneed resources to conduct
' ‘such engagement as well as to prepare forand attend meetings as requlred by UCPBS.

A Non-Disclosure Agreement to prevent dwulgmg conﬁdentlal 1nformatlon IR
- ISO 9001-2015 Certified; and :

b
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N 6. Certiﬁe_d'.o_r Registered with.the National Privacy Commission,

| UCPBS may, subject to five (5) days advance notice, termmate the contract w1th the Vendor e
“or cancel the purchase order (PO) it issued to the Supplier, on any of the following grounds:
A M1srepresentatlon by the selected vendor of any matter which UCPBS deems material -
b. Fal}ure by the selected vendor to dellver the goods and services to the. satlsfactlon of
- UCPBS on the Dellvery Schedule

.Notmthstandmg any provision in the General and Speolal Conditions of Contract, UCPBS may
pre-terminate the contract, subject toa notice to the Vendor W1th1n thlrty (30) days pnor to the -
date of | pre~term1nat10n : .

' 'X._ ~ Confi dentlallty and Data Prwacy

a. The Third- Party Service Pr0v1der shall ensure that all information shared by UCPBS
- under this project shall remain confidential even after the termination of the contract;
‘b The Third-Party Service Provider shall be required to follow the rules on conﬁdentlahty
" and code of ethics as. apphcable to officials of the public service; :
¢. ‘The Third-Party Service Provider shall be required to comply with the provisions of
Republic Act No.10173 (Data Privacy Act) in the collection and processing of personal
information of data subjects, mcludmg the execution of a data sharmg agreement with
. UCPBS as may be warranted :

XL I-ndemnity

" The Third-Paity Service Provider shall be required to defend and hold UCPBS, its officers,
officials, employees and associates: free and ‘harmless from any and all claims, injuries,
damages losses, or suits including attorney fees, arising out of or resulting from the acts, errors
or omjssmns of the Third-Party Service Provider in the performance of its work; _

- The Third-Party Service Provider shall be required to fully indemnify UCPBS in the
event of liability for claims, i injuries, damages, losses, or suits, including attorney fees, - '
arising out of or resultmg from the acts, errors, or omissions of the Thlrd Patty Serv1ce
Provider in the course of 1ts work - o

XII.  Assignment of Rl_ghts-
UCPBS shall have the rlght to assign its nghts and obhgatlons under the agreement to be
executed with the Third-Party Service Provnder subject only to a notice to such Third- Party

Semee Prov1der

X]II Obhgatlons of the Thlrd-Party SerVIce Provider
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_Process the personal data only upon the documented 1nstructlons of the personal R
.information -controller, 1nclud1ng transfer of personal data to ‘another country or an '
: f_mternatnonal orgamzatlon, unless such transfer is authonzed by law '
. 'Ensure that-an obllgatlon of conﬁdentlahty is n:nposed on persons authonzed to process
. 'the personal data;
:"-Implement appropnate seeunty measures and eomply w1th the Act these Rules and.
- other issuances of the Commission; -
~ Not engage another processor wrthout pnor 1nstructlon from the personal lnformatlon_
~controller; -
Assist the personal 1nformatron controller by appropnate techmcal and orgamzatlonal .
- measures; and to the extent poss1ble fulfill the obllgatlon to respond to requests by data' .
‘subjects rélative to the exercise of their rights; .
" Assist the personal information controller in ensuring comphanoe w1th the. Aet these

Rulés, other relevant laws, and other issuances of the Commission, takmg into account

- the nature of processmg and the mformatlon ava:llable to ‘the personal 1nfonnatlon-
| processor;

‘At ‘the choice of the personal 1nformatlon controller delete or return all personal data

to the personal information controller after the end of the provision of services relatmg '_

- 1o the processing; Provided, that this includes deletmg exnstlng COplCS unless storage is
~authorized by the Act or another law; )
'Make available to the personal information controller all . information necessary to

demonstrate compllance with the obllgatlons laid-down in the Act, and allow for and

~contribute: to audits, including inspections, conducted by the- personal information .
controller or another auditor mandated by the latter; }
Immediately inform the personal information controller if; in its’ oplnron an 1nstruct10n '

" - infringes the Act these Rules or any other 1ssuanee of the Commlssron

XIv.

Miniinu'm Quali'ﬁeation of the 3l‘l:p_arty-Pr0\iider _

B A Appllcahle Experience of the Third-Party Servnce Provider
. 1. Five (5) years of experience in the busmessftrack reeord
_____-ds.a Research Service Agency L -
2. Five (5) completed survey contracts of a s1m11ar nature'_ .
- within the last fens (10) years "~ ' i
B Qualification of Personnel to be assrgned to the Project
' -Quallﬁcatlon of Key Personnel (Educanon) B

1..Sur_yey P_rolect _Manager
2. T.et:hnical Consultant
| 3. Lead Research Analyst _

4. Lead Stat:lst1c1an and Survey Admlmstrator

5. Data Vall_da_tors 4y
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- C Current Workload Relatwe to Capaclty of the Th:rd-Party
‘Service Provider - L .
Number of ongomg survey contracts '

' “S;m:lar watare of contmct shaﬂ mean & pro;ect that mvolves the de.s‘zgn and -
K :mplementanon of a cu.stomer sat:sﬁzct;on research : : :

& Techmcal Evaluat:ton Cntena and Fmancxal Evaluatmn Procedure o ;

'UCPBS shall evaluate ‘bids using the Quality-Cost Based Evaluation/ Selectlon :

(QCBE/QCRBS) procedure. The technical proposal (70%) together wnth the financnal -
'proposal (30%) shall be consndered in ‘the rankmg of b1dders ' .

The techmcal proposa.ls shall be evaluated first usmg the cntena below The ﬁnanc1al .
proposals of the bidders who ‘meet the minimum fechnical score [total weighted score
“of three (3) points] shall then be openeéd, Refer to Annex C for the detailed criteria and -
- rating. system. for Techmcal Evaluatlon and Annex D for the Fmancnal Evaluatlon_'
) Procedure - S :

. The BAC shall rank the bldders in descendmg order bascd on the combmed numencal _'

‘ratings of their technical and financial proposals and identify the Highest Rated Bid.
“The rating shall be subject to the approval of the HoPE. through' BAC.. After approval -
by the HoPE of the Highest Rated Bid, the BAC shall n0t1fy and 1nv1te the bidder w1th _
_,the H1ghest Rated Bld for negotiation: -

CRITERIA " WEIGHTS_

"-‘I‘ECHNICA:L - T W%

A A Quallty of personnel to be assigned to the PrOJect e 30% |

. General Quallf catlcns of anOverall Prolect Manager SR -

o Educatlen i o ' 2%
"o Relevant iraining seminar R 2
o Adequacy of work exPenence 0% |

2 General Quahﬁcatlon of Techmcal Personnel (at least 3 R PR |
mdwtduals) S o S S | T0%

o Educatlon

o : Relevant tra‘ming/ seminar

o Adcquacy of work expenence L

B Experlence and Capablhty of the Thll‘d Party Serﬂce meder 30% 1

1 Years of experlence in the busmessf track reccrd as a Research 10%
Scrvnce Agency : '

49




"2, Number of completed survey contracts of a similar nature. | 10% |

 |"The cost w1ll be an 1mportant conmderauon in the selectron although 1t _ i
' w1ll not be the sole determining factor. . - -

T s-"e;.salua;on-af.pat-pefsmae- T T |
e Appmch i Miathodoiogy T Tew |

B 1 Organization, clanty, completeness and.contprehensrveness of'. 15% ‘

‘L 'the techmcal work plan L : : 1o

' 2. Workﬂowfapproach and tlmetable Y S | — _ ' _:.1'_5%. -

3. Detalled dellverables in accordance wrth the gwen research output' 10%.

_standards - : E o _

-'FINANCIAL.- — T SRR
Projet:té'osts _ L | | - | S 30% E '

TOTAL | 100%

XV Speclficatlon for Proposals _
All proposals submitted. m response to this request for proposal must. contaln the followmg

1nformatton

‘a.

Name address telephone number email address (1nclud1ng name and t1tle of :

person respons1ble for submitting this proposal),

Mayor’s/ -Business permit, Professional Llcense}r’ Cumculum Vitae (Consult;ng .

= Servrces), PhrlGEPS Reg: Number, IncomefBusmess Tax Return, BIR Reg1stratlon

of the Vendor, and Descnptmn of : the .organization (md1v1dualfpartnersh1p,

- ‘ corporatlom others), they should be valid at the time of the submission of b1ds Post-

Qualification Evaluation, and signing of the contract. -

. Name and blography of alI proposed consultantsf research team that wxll be dlrectly B

involved.in this project;
A list of clients for whom similar work has been performed mcludmg three referees _

‘that the UCPBS may contact regarding the JOb evaluation exercise conducted in
. SImllar-smed organizations,
- Project steps to complete the project and proposed tlmellne of work tasks w1th the

date of final completion of the project.

-Expected.outcomes/ output and deliverables. : :
_ Pro;ect costs including a breakdown of the company’s rates, fees and oharges for
services by phase, any addmonal reimbursable expenses and proposed payment .

schedule in Philippine peso and VAT 1nclus1ve pnce and/or TAX if appllcable to -

- any fees/ charges

- Notes:
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Each ancl every page of the Bld Form muist be 31gned by the bldder or ‘the bidder’s _

: -':-authonzed representative. The authorization should also'be attached Fa11ure to. do o
Jo- 0 soshall be-a ground for the rejection’ of the Bid. R
2. The BAC expects the bidders to exer01se due dxhgence m gomg through the bld.
SR documents to prepare. bids mtelhgently - o
3. All suppoiting documents related to the declared hst of employmentx‘ s and attended .

. training/s relevant to assigned project tasks of all personnel in the submitted CV =
- shall be presented by Single/Highest Rated Bidder (S/HRB) to.UCPBS BAC/TWG
o 'through the BAC:; Secretanat for checkmg durmg the post quallﬁcatlon evaluatlon .

XVI Governmg Legal Framework

- Thls procurement shall be govemed by the pertment provisions- of both Repubhc Act L
- (RA) No. 9184 and its 2016 revised Implementing Rules and Regulations {IRR),and . .-
" - the new RA No. -12009, otherwise known as the "New Govemment Pmcurement Act,"
N 'and its 2025 IRR : .

N Thls is 'in recogmtlon of the - ongomg three- -year transmon penod and the current
" availability of bidding document‘templates from the Government Procurement Policy. - .

~ Board (GPPB), which are based on RA 9184. Bidders are advised that any ambiguity =
~ between the two legal frameworks will be resqlved by adhenng to the prmcnpies and_ :

_ _mandatory prov1310ns of RA No 12009, : o
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HARMONIZED CLIENT SATISFACTION .
MEASUREMENT =
UCPB SAVINGS INC. (UCPBS)

OUES TION NA[RE

(WITH ADDI?IONAI ()UL'S?IOMS RLLA I‘ED ?0 THE 2 SOD&)
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" ControlNo:___~ . _ (B_r-ano:h_olue eeouence. E__x-: AtabanQ%OO%t_} e

HELP us SERVE YOU BETI'ER!

-.Thls Cllent Satlsfactlon Measurement {CSM} tracks the customer expenence of government offi ces Your feedback :
" on'your recently_ concluded trarisaction- wil help this office: provide better ser\rlce Personal lnfon‘natlon shared WI||

" .be kept-confi dential and you always have the optnon not to answer this form.

" Name: _- ] _ : . Dateof Transaction:
DateofSurvey L ! T " Time of Survey started
-Sex: : Ss o fIMale 0O Female
Civil Status:. O Slngle OMarried - B Separated O Widow ) : )
Clienttype: - -~ _ DOCitizen - ° L[] Busingss . DGovernment(Employeeoranother agency}
Education: - . ~ O NoFormal Education - O Elementary Level
S ' O Elementary Graduate "~ B3 High School Level
O Vocational Graduate ..~~~ O College Level:
o : 0O Coliege Graduate . [ Posl Graduate _
Employment Status: - O Student’ . .+ D Employed
i o T I:IWorklng Student ‘0 Not Employed.-‘ Notastudent
cAger - . S : .
Rggion.ot'res_i_dence: B . Service Avalled - S S .
- Mobile Nu_mbe_r: S - Email; __ - .. f{optional) o s

INSTRUCTIONS Check maik (J } your answer to the Cltlzen - Charter (CC) questuons The Cltlzen ] Charter is
an official document that reflects the services of a govemment agencyfofﬁce including its reqwrements fees and
precessing tlmes among others

cc1 - Wthh of the followlng best descrlbes your awareness: of acc?
' " 3 1.1 know what. aCCiis, and | saw this office's CC. :
D 2. | know what a CC is, bul | did NOT see this office’s CC.
o | isamed.of the CG only when | saw his office’s CC. :
‘aA4. I do not know whal aCCis, and I dld not see one.in this ofﬁoe (Answer 'NfA' on CC2 and CC3)

S cC2 if aware of CC (answered 1-3in CC1) would you say that the CC of thls offce was ?

O 1. Easyto'see EEEE _ © 14, Nol visible at all
O 2. Somewhat easy to see : . E! 5 N/A ’
D 3, Difficult to see Cor : . _ _
o3 Ifaware of CC {answered codes 1 3in CC1) how much dld the CC help you in your transactaon?
C A R Helpedverymuch i Ma. ‘Did'not.help
0 2. Somewhat helped . I:] 4. NIA
' lNSTRUCTiONS

For SQD 0:8, please puta check mark (¥)on the oolumn that best corresponds to your answer .

Strongly. | Agree | Neither | Disagree [ Stiongly Mot
1. Agree | Agree [ . | Disagree | Applicable
: - ‘. nor EEY P :
' n : /| Disagree |[:
SQDO I am eatlsﬁed wnth the service R
‘that | availed, : '
SQD1. I spenta reaeonable amaount of
time for my transaction.

.SQD2. The office followed the [ -~ |- 4o
transaction’s. _r_equrrernents_and steps : : : -
‘baséd onthe.information provided.
SQD3. Thesteps (including payment) |
| needed.to do for my {ransaction were
| easy and smple )
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SQDA4.1 easily "foun'd infor}h'atlon about |
my fransaction from the office or. tts.
-website. ' il

| $QDS. | paid a- reasonable amount of'- '
_fees for my transaction.

| 8QD6. | feel the office was. falr lo
' _everyone. or wa.'ang pa!akasan. :
during my transaction.

SQD7. Iwas treated courteouély by the N
“staff, and (if asked’ for help) the staff |
| was helpfis. - :

-SQD8. 1 got what. | needed from the_
" government office, or (if denied) denial . : . 1
-of request was sufficiently explained fo |- A - Y I v
me. TS i S : R

B Suggestions on _hom{r we cah'_fur_thg.n_'r improve our services (optional):

Tk

THANK YOU!

'Tlme of Survey ended

Method of Survey (Plck one)
O PaperandPen -
Signature: {For walk-in or wsrted cllents)
Ocal |

Name and Slgnature of. lﬂterwewer

Date and T|me this sumey form- was transferred to CL!CKS UCPBS Apphcatlon:
Slgnature of Employee i .

_NQIE’
_ Please scan and keep a copy: Hardcopies shall be forwarded 1o UCPBS HO on Januaty 02 2025, ol Cuslomer Managemenl
Deparment, CPCD. .
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