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. OVERVIEW

The UCPB Savings Bank, Inc. (UCPBS) is a domestic savings bank offering deposit
taking, loans, and domestic fund transfers. It is 97.55% owned by the United
Coconut Planters Bank (now Land Bank of the Philippines) and became the
surviving entity following its December 29, 2005 merger with UCPB Rural Bank, Inc.,
approved by the Bangko Sentral ng Pilipinas (BSP) and the Securities and
Exchange Commission (SEC). As of 2025, UCPBS operates under BSP supervision
with 49 branches, 10 Branch Lites, and 4 lending offices nationwide. The bank is
currently in transition toward acquisition by a private entity, making service
performance, client trust, and operational consistency critical priorities during this
period of change.

Pursuant to the Joint Memorandum Circular (JMC) No. 1, series of 2023 issued by
the Anti-Red Tape Authority (ARTA) and Governance Commission for Government
Owned and Controlled Corporations (GCG), all GOCCs, including UCPBS, are
required to implement the Harmonized Client Satisfaction Measurement (HCSM)
abiding by the guidelines set in the ARTA Memorandum Circular (MC) No. 2022-
05, i.e, Guidelines on the Implementation of the Harmonized Client Satisfaction
Measurement specific for GOCCs Covered By Republic Act No. 10149.

The Anti-Red Tape Authority (ARTA) developed the Harmonized CSM for agencies
as a post-service survey that will assess the overall satisfaction and perception of
clients on the government service they availed. The output and results of the HCSM
shall be incorporated in the UCPBS’ Report Card Survey (RCS) under the Overall
Survey Results to be conducted by ARTA.

Corollary to its commitment as a dedicated Government-Owned and Controlled
Corporation (GOCC) adhering to the objectives of the Anti-Red Tape Authority
(ARTA), UCPB Savings Bank, Inc. (UCPBS) has engaged the services of People
Dynamics, Inc. (PDI) to provide technical assistance for the implementation of the
2025 Nationwide Harmonized Client Satisfaction Measurement. This engagement
includes comprehensive advisory services on data collection, tabulation, analysis,
interpretation of results, and preparation of the final report.

A. Summary of Results
After the duration of the data gathering, cleaning, validation, the HCSM was
able to survey for all services covering 2% of the total annual transactions for
the year 2025 and by using the ARTA-calculator for sample size, the survey
was able to reach 135% of the required respondents.
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As a summary, the analysis revealed the Citizen’s Charter results across three
dimensions: Awareness, Visibility, and Helpfulness. Out of 16,806 respondents,
97.65% were aware of the UCPBS' Citizen's Charter. Additionally, 77.03%
expressed that the Citizen’s Charter was visible and easy to see. Furthermore,
70.01% claimed that the Citizen’s Charter significantly helped them in the
fulfillment of their respective transactions.

For the analysis of Service Quality Dimension 0, the overall satisfaction index
for UCPBS, as perceived by the clients in the year 2025 was 99.54% which is
classified as Outstanding. This can be well attributed to 99.67% of the external
clientsand  99.50% internal clients who expressed that UCPBS was able to
meet or exceed their expectations when they transacted with the bank. This
also translates that UCPBS was able to exceed customer expectations upon
the delivery of the promised services of the agency in the current year
investigated.

For the analysis of Service Quality Dimension 1-8, the analysis revealed an
overall rating of 99.22% or Outstanding. This outstanding rate can be
attributed with the UCPBS’ best practices in terms of providing assurance and
outcomes integrated to the services provided in 2025 to its clients.

Table 1. Summary of HCSM Domain Results

HCSM Domain External Internal Overall ‘
CC Awareness: 96.68% 99.41% 97.65%

CC Visibility: 86.72% 60.08% 77.03%

CC Helpfulness: 80.95% 50.89% 70.01%
Response Rate 108.63% 235.95% 135%
Overall Satisfaction (SQD0) | 99.67% 99.50% 99.54%
Overall Score (SQD1-8) 99.24% 99.19% 99.22%
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A. Period Covered

The UCPBS HCSM was conducted from January 1, 2025 to December 31, 2025
for all its clients who completed transactions with the different services
stipulated in its Citizen’s Charter.

B. Geographic and Office Coverage
The survey was conducted in ALL the branches of UCPBS, Branch Lites, and
Lending Offices throughout the Philippines.

C. List of Services Surveyed, Responses, and Total Number of

Transacting Clients
All services of UCPBS reflected in the Citizen’s Charter were included in the
HCSM 2025. As prescribed by the ARTA calculator, a minimum required
sample size of 12,896 was derived. Within the entire duration of the survey
period, there were 16,949 valid responses gathered through the CLICKS-
UCPBS app which constituted 135% completion rate based on required
sample size.

The services of UCPBS surveyed for the year 2025 CSM were the following:

Table 2. UCPBS Internal and External Services’ Target No. of Respondents,
Actual Number of Responses and Response Rate

Surplus
Required  Actual (f)

Response

. . Transact
[Deficit Rate

Services Type Sample Respons

Response

Actual Rate based

on Actual

Size es ions Number of
Transactions

Acceptance of Deposit External 384 215 1731 550.90% 611,582 0.35%
Account Opening External 373 543 170 145.48% 13,101 4.14%
Application for Bank

Deposit Certification External 255 138 -17 54.18% 754 18.30%
(BDC)

Availment of Loan

Against Holdout (back- External 27 16 alll 59.19% 29 55.17%
to-back loans)

gziifzizzzr:tem i External | 383 560 177 14616% | 144519 0.39%
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) Surplus

Required Actual (+) T Actual Rate based

Services Type Sample Respons [Deficit R:te Transact on Actual

Size es ) ions Number of

Transactions

Checkbook Issuance External 367 206 -161 56.16% 8,095 2.54%
Checkbook Requisition External 357 222 -135 62.19% 5,035 4.41%

Claim of Remittance
Proceeds (For Existing
Clients Only) with

External 294 176 -18 59.88% 1,248 14.10%
account from Branch
and Passbook
withdrawal Slip
CTD Pre-
. . . . External 334 483 149 144.81% 2,525 19.13%
Termlnatlon/Termlnotlon
CTD RoII—Over/Reneon External 367 376 9 102.55% 8,023 4.69%
Domestic Bills Purchase
(BP) Initiation/ External 145 19 -126 13.08% 233 8.15%
Availment
Fund Transfer External 371 394 23 106.10% 1,116 3.54%
Payment of Salary Loan External 373 207 -166 55.50% 12,802 1.62%
PESONet Inward Service External 345 280 -65 81.06% 3,418 8.19%
PESONet Outward
. External 237 264 27 mM.47% 616 42.86%
Service
Processing of ATM Card
External 356 247 -109 69.31% 4,917 5.02%

Requested by Client
Incoming Remittance External 290 384 94 132.36% 1182 32.49%
Processing and
Remittance of Philippine
Health Insurance External 271 205 -66 75.59% 920 22.28%
Corporation (PHIC)
Collections

Purchase of Manager's
Check (MC)
Reactivation/ Closure of
Dormant Deposit External 346 224 -122 64.68% 3,507 6.39%
Account

Release of Captured
Card

External 318 224 -94 70.54% 1,826 12.27%

External 295 131 -164 44.34% 1,276 10.27%
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Response
Rate based
on Actual

Surplus

Actual Actual
(+)

Transact

Required
. Response
Services

Request for ATM PIN
Change/ Forced PIN
Change

Type

External

Sample
Size

307

Respons
es

109

[Deficit

)

-198

Rate

35.45%

ions

1,536

Number of

Transactions

710%

Request for Bank
Certification/Statement
of Account for Salary
Loan

External

309

140

-169

45.34%

1,569

8.92%

Request for Statement
of Account (SOA) by
Client

External

349

290

-59

83.09%

3,808

7.62%

Request for Stop
Payment Order

External

68

19

-49

28.06%

82

23.17%

Retrieval of Captured
ATM Cards

External

269

80

-189

29.74%

895

8.94%

Salary Loan —
Application to Loan
Release (MC or Credit to
account)

External

358

737

379

205.80%

5,269

13.99%

Withdrawal - Savings
Account

External

383

661

278

172.71%

101,239

0.65%

Cash Loan Application

External

34

10

-24

29.56%

37

27.03%

Commercial Loan
Application

External

50

484

434

972.90%

57

849.12%

Issuance of Negative
Certification

External

16

15

1600.00%

1600.00%

Real Estate Loan
Application

External

no

-17

1.67%

173

1.16%

Release of Collaterals as
a Result of Full Payment

External

233

504

27

216.54%

589

85.57%

Release of Collaterals
via Loan Take-out (Full
Payment) By Other
Financial Institutions

External

#DIV/O!

#DIV/0!

Settlement of Loan
Obligations by
Delinquent Borrowers

External

1

159.60%

157.14%

ey
s
o
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Response
Rate based
on Actual

Actual Surplus
)

Respons

Actual
Transact

Required

Response
Sample

Services
Rate

Type

[Deficit

Acceptance of
Certificate of Time
Deposit (CTD)
Placement

External

Size

165

es

238

)

73

144.38%

Number of
Transactions

ions

288 82.64%

Employment Verification
and other queries

External

58

-53

8.64%

68 7.35%

Customer Feedback and
Complaints

External

12

77.15%

12 75.00%

Releasing/Claiming of
ATM Card

External

50

#DIV/O!

0 #DIV/O!

Closure of a Deposit
Account — Withdrawal
Slip and Passbook (Less
than 30 days with
charge of 150)

External

45.46%

16 43.75%

ATM Card Replacement

External

#DIV/O!

0 #DIV/O!

Certificate of Full
Payment/Outstanding
Balance and Interest
Paid (Statement of
Account)

External

336

103

-233

30.69%

2,648 3.89%

Auto Loan Application

External

54

-54

0.00%

62 0.00%

TIBS-CTD Pre-
termination/
Termination

External

213

-213

0.00%

475 0.00%

TIBS-CTD Roll-Over/
Renewal

External

206

-206

0.00%

442 0.00%

Sale of FOREX (USD)

External

Purchase of FOREX (USD)

External

Execution and Issuance
of Mortgage
Redemption Certificate

External

Availing of Medical
Reimbursement

External

Evaluation of Proposal
for Regular Hiring

External
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Response
Rate based
on Actual
Number of
Transactions

Surpl
Required Actual uzf)us

Sample Respons
Size es

Actual
Transact
ions

Response

Services
Rate

Type

[Deficit

Remittance of e-Ta
e X Externall 0 0 0 0
Collections
Total External 10033 10899 866 108.63% 955997
Booki fL
coxing ot toan Internal | 265 2368 2103 | 892.33% 856 276.64%
Transactions
Sale of REAL and other
. . Internal 120 67 -53 55.85% 174 38.51%
properties acquired
Conduct of Credit
. Internal 356 32 -324 9.00% 4,786 0.67%
Investigation
Custodianship and
Safekeeping of Internal 262 1073 8l 410.14% 818 131.17%
Documents
Documentation and
: Internal 282 742 460 262.97% 1,060 70.00%
Review of Documents
Local Title Verification Internal 21 4 -17 19.18% 22 18.18%
S ing Certified Titl
eetiring Bermed e | internal | 190 173 17 91.06% 375 4613%
Electronic Copy
Availing of leave
benefits under Violence
) Internal 10 3 -7 30.70% 10 30.00%
against Women and
Children (R.A. 9262)
Availing of Maternity
Internal 24 25 1 102.41% 26 96.15%
Leave
Request for
Replacement of Lost, Old
: Internal 6 12 6 202.60% 6 200.00%
or Damaged Employee
ID
Request for COE Internal 220 60 -160 27.22% 516 11.63%
Request for Service
. Internal 175 1 -174 0.57% 320 0.31%
Vehicle
Processing of Claims or
Reimbursement of Internal 348 392 44 12.73% 3,657 10.72%
Expenses
Branch FFE Asset
. Internal 1 2 -9 18.66% [l 18.18%
Disposal
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Response
Rate based
on Actual
Number of
Transactions

Actual Surplus
)

Respons

Actual
Transact
ions

Required

Response
Sample

Rate

Services Type

o e [Deficit
Q)

Availing of Vacation
Leave, Sick Leave, and Internal 0 372 372 #DIV/0! 0 #DIV/O!
Leave without pay
Request for Appraisal of
9 PP Internal | 106 730 624 688.72% 146 500.00%
Collateral
Availing of Bereavement
Internal 0 9 9 #DIV/0! 0 #DIV/O!
Leave
Availing of Paternit
9 y Internal 7 0 -7 0.00% 7 0.00%
Leave
Availing of Solo Parent
9 Internal 9 0 -9 0.00% 9 0.00%
Leave
Procurement Process Internal 38 0 -38 0.00% 42 0.00%
L I Ch i f L [
egal Chopping of Legal | o ai 31 0 -31 0.00% 34 0.00%
Documents (Legal)
Review of Contracts Internal 78 0 -78 0.00% 98 0.00%
Establishment and
Renewal of Money Internal 2 0 -2 0.00% 2 0.00%
Market
Availing of leave
benefits under Magna Internal 10 0 -10 0.00% 10 0.00%
Carta for Women
Request for Release of
Internal 0 0 0
Collateral
Funding of Peso Internal 0 0 0
Head Office FFE Asset
. Internal 0 0 0
Disposal
Total Internal 2570 6065 3495 235.95% 973857
Overall 12603 16964 4361 134.60% 1924979
D. Sampling

1. Applied Confidence Level and Margin of Error
The UCPBS 2025 HCSM utilized the ARTA-prescribed sample size calculator
to determine the minimum sample size required to estimate the behavior
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of the entire population. The sample size was computed based on the total
number of successful transactions for each service reflected in UCPBS's
Citizen’s Charter, applying a 95% confidence level and a 5% margin of error.
Using the link https://tinyurl.com/CSMsamplesize, the minimum sample
sizes were calculated for each service. Even after the required minimum
sample sizes were reached, UCPBS continued to conduct the survey for
selected services.

2. Discussion of Response Rates

The overall response rate for the 2025 Customer Satisfaction Measurement
(CsM) reached 135% of the required minimum sample size (16, 964),
indicating that the agency exceeded its target number of responses (12,
603). However, response rates varied across services, with higher
participation generally observed in low-volume or more engaging
transactions, and lower participation in high-volume, routine, or
administrative services. These variations are consistent with differences in
client engagement and transaction characteristics, and do not indicate
issues in survey implementation.

a. Services with No Availment in 2025
The following services did not have any recorded transactions in

UCPBS for 2025.

Table 3a. UCPBS Services with No Transactions in 2025

Response
. Surplus Rate based on
. Actual Required Actual .. Response
Service Type . . (+)/Deficit Actual
Transactions Sample Size Responses Rate
(') Number of
Transactions
Release of
Collaterals via Loan
Take-out (Full
( External | O 0 3 3 0 0

Payment) By Other
Financial
Institutions
Releasing/Claiming

External | O 0 50 50 0 0
of ATM Card
ATM Card

External | O 0 7 7 0 0
Replacement
Sale of FOREX

External | O 0 0 0 0 0
(usb)
Purchase of FOREX

External | O 0 0 0 0 0
(usb)
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Response
. Surplus Rate based on
Service Actual ‘ Requlred. Actual (+)/Deficit Response Actual
Transactions Sample Size Responses Rate
-) Number of
Transactions
Execution and
Issuance of
Mortgage External | O 0 0 0 0 0
Redemption
Certificate
AVfJ|I|ng of Medical External | 0 0 0 0 0 0
Reimbursement
Evaluation of
Proposal for External | O 0 0 0 0 0
Regular Hiring
Remittance of &= | i omal | o 0 0 0 0 0
Tax Collections
Availing of
Vacation Leave, Internal | 0 0 360 360 0 0
Sick Leave, and
Leave without pay
Availing of
Bereavement Internal | O 0 9 9 0 0
Leave
Request for
Release of Internal | O 0 0 0 0 0
Collateral
Funding of Peso Internal | O 0 0 0 0 0
Head Office FFE Internal | 0 0 0 0 0 0
Asset Disposal

Reasons for Services with Low Response Rate in 2025
Respondents have expressed concerns regarding the redundancy

of the survey questions. Some individuals feel that the surveys are
repetitive, as they believed that they have already provided similar
information in previous responses. Also, a number of respondents
have raised concerns about the frequency of survey requests. In
particular, those who requested multiple Statements of Accounts in
a day feel overwhelmed by the additional survey requests. This has
resulted in a lower motivation among respondents to dedicate time
to complete the surveys.

10
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Despite efforts to follow up with respondents to remind them to
complete the surveys, we have encountered challenges in receiving
timely responses. It appears that some respondents may have
overlooked or missed our follow up communications. A few
respondents pointed out that they feel the survey optional, as stated
in the form. The assurance of confidentiality provided in the form
may have led some individuals to believe that their participation is
discretionary, leading to lower response rate. Customers were also
often pressed for time and don't prioritize surveys.

Table 3b. External Services with Low Response Rate

Response
Surplus Rate based
. .. Response
. ) (+)/peficit on Actual
Transactions | Sample Size Responses (_) Rate Number of

Transactions

Actual Required Actual

Service

Application for Bank

Deposit Certification External 754 255 138 -17 54.18% 18.30%
(BDC)

Availment of Loan

Against Holdout (back- | External 29 27 16 all 59.19% 55.17%
to-back loans)

Checkbook Issuance External 8,095 367 206 -161 56.16% 2.54%
Checkbook Requisition External 5,035 357 222 -135 62.19% 4.4%

Claim of Remittance
Proceeds (For Existing
Clients Only) with

External 1,248 294 176 -18 59.88% 14.10%
account from Branch
and Passbook
withdrawal Slip
Domestic Bills Purchase
(BP) Initiation/ External 233 145 19 -126 13.08% 8.15%
Availment
Payment of Salary Loan | External 12,802 373 207 -166 55.50% 1.62%
PESONet Inward Service | External 3,418 345 280 -65 81.06% 8.19%
Processing of ATM Card | ¢ ernal 4,917 356 247 -109 69.31% 5.02%

Requested by Client
Processing and
Remittance of
Philippine Health External 920 27 205 -66 75.59% 22.28%
Insurance Corporation
(PHIC) Collections
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. Surplus Rate based
Service Actual ‘ Requlred. Actual (+)/Deficit Response on Actual
Transactions | Sample Size Responses
©) Number of
Transactions

Purchase of Manager’s

External 1,826 318 224 -94 70.54% 12.27%
Check (MC)
Reactivation/ Closure
of Dormant Deposit External 3,607 346 224 -122 64.68% 6.39%
Account
Release of Captured | pternal 1,276 295 131 164 44.34% 10.27%
Card
Request for ATM PIN
Change/ Forced PIN External 1,536 307 109 -198 35.45% 7.10%
Change
Request for Bank
Certification/Statement | 1,569 309 140 -169 45.34% 8.92%
of Account for Salary
Loan
Request for Statement
of Account (SOA) by External 3,808 349 290 -59 83.09% 7.62%
Client
Request for Stop External 82 68 19 -49 28.06% 23.17%
Payment Order
Retrieval of Captured. | ¢ternal 895 269 80 -189 29.74% 8.94%
ATM Cards
Cash Loan Application | External 37 34 10 -24 29.56% 27.03%
Employment
Verification and other External 68 58 5 -53 8.62% 7.35%
queries
Customer Feedback | ¢ ormal 12 12 9 -3 75.00% 75.00%
and Complaints
Closure of a Deposit
Account — Withdrawal
Slip and Passbook External 16 15 7 -8 45.46% 43.75%
(Less than 30 days with
charge of 150)
Certificate of Full
Payment/Outstanding
Balance and Interest External 2,648 336 103 -233 30.69% 3.89%
Paid (Statement of
Account)
Auto Loan Application External 62 54 0 -54 0.00% 0.00%
TIBS-CTD Pre-
termination/ External 475 213 0 -213 0.00% 0.00%
Termination
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Response

. Surplus Rate based
Actual Required Actual . . Response
(+)/peficit on Actual

Transactions | Sample Size | Responses
P P ©) Number of

Transactions

Service Type

TIBS-CTD Roll-Over/

External 442 206 0 -206 0.00% 0.00%
Renewal

Table 3c. Internal Services with Low Response Rate

Response Rate

Surplus based on

Actual . .. Response
(+)/peficit Actual
Responses Rate
©) Number of

Transactions

Required
Sample
Size

Actual
Transactions

Service Type

Sale of REAL
and other
properties
acquired
Conduct of
Credit Internal 3,378 345 32 -313 9.27% 0.95%
Investigation
Local Title
Verification
Securing
Certified Title
Electronic
Copy
Availing of
leave benefits
under
Violence
against
Women and
Children (RA.
9262)
Request for
COE
Request for
Service Internal 320 175 1 -174 0.57% 0.31%
Vehicle
Branch FFE
Asset Internal 1 Ll 2 -9 18.66% 18.18%
Disposal
HRGS-
Availing of

Internal 1,682 422 67 -355 15.88% 4.24%

Internal 22 21 4 -17 19.18% 18.18%

Internal 375 190 173 -17 91.05% 46.13%

Internal 10 10 3 -7 30.70% 30.00%

Internal 516 220 60 -160 27.22% 11.63%

Internal 7 7 0 -7 0.00% 0.00%
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Response Rate
Surplus based on
(+)/peficit Actual
4 Number of
Transactions

Required
Sample
Size

Actual
Responses

Actual
Transactions

Service Type

Paternity
Leave
HRGS-
Availing of
Solo Parent
Leave

Internal 9 9 0 -9 0.00% 0.00%

Procurement
Process
Legal
Chopping of
Legal Internal 34 31 0 =31 0.00% 0.00%
Documents
(Legol)
Review of
Contracts
Establishment
and Renewal
of Money
Market
Availing of
leave benefits
under Magna Internal 10 10 0 -10 0.00% 0.00%
Carta for
Women

Internal 42 38 0 -38 0.00% 0.00%

Internal 98 78 0 -78 0.00% 0.00%

Internal 2 2 0 -2 0.00% 0.00%
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. METHODOLOGY

PDI employed the methodology discussed in this section in the processing and
analysis of the data to be endorsed by UCPBS pertinent to its HCSM 2025.

A. Mode of Survey Implementation

The survey implemented for UCPBS HCSM in 2025 was both online and pen
and paper method. While the Survey Frontliners (CAO) facilitated the efficient
use of the application CLICKS-UCPBS installed in UCPBS’ tablets, all clients
were enjoined to do the survey using the CLICKS-UCPBS app. Pen and paper
survey questionnaires were utilized for areas with difficulty in internet
connection during the data collection period. CAOs, then encode the
accomplished pen and paper surveys on a daily basis after banking hours.
Only the persons-with-disabilities and/or senior citizens who needed
assistance to complete the survey were given physical assistance by the
survey frontliners.

B. Feedback and Collection Mechanism
The methodology employed by UCPBS in data collection strictly adheres to
the latest issuances of GCG and ARTA on the conduct of the HCSM. The
following methods were utilized for data gathering:

Online Survey Tool or Platform. Surveys were conducted using the
customized UCPBS CLICKS solely developed for the HCSM Survey.

Pen-and-Paper Survey. The agency utilized a pen-and-paper survey
questionnaire to accommodate clients who did not have easy access to
online survey tools or platforms and while the UCPBS CLICKS is under ongoing
development.

Data gathering was conducted from 01 January 2025 to 31 December 2025
for all internal and external clients of UCPBS. The modes of data collection
included the online survey through the CSM QR Code and link, as well as
onsite administration through the printed CSM survey form (pen-and-paper
mode).

Data quality control measures were employed to ensure the highest quality
of data:

a. Pretest/Pilot Testing — The paper and pen questionnaires were

no longer pretested, as these are the standard ARTA HCSM

questionnaires that were previously used. Pretest was conducted
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for the modified questionnaires that included additional UCPBS
SQDs on April 4, 2025. Pretest covered fifteen UCPBS branches
where respondents were randomly selected from clients of the 15
identified branches who had completed service transactions
during the pretest period. All 76 pretest entries were subsequently
deleted from the system to ensure they were not included in the
final data analysis.

b. Training — The 2025 HCSM Orientation was held on September 2,
2025, which provided an overview of the Harmonized Client
Satisfaction Measurement as a component of the Anti-Red Tape
Authority’s Report Card Survey 2.0. A Walkthrough on the UCPBS
CLICKS was held on October 13, 2025, and was formally launched
on October 15, 2025.

C. Spot-Checking - The spot-checking activities for the
Procurement of Services for the Nationwide 2025 Harmonized
Client Satisfaction Measurement (HCSM) of UCPB Savings Bank
were conducted from May 11 to October 31, 2025. The spot-
checking activities aimed to verify the accuracy, consistency, and
integrity of data collection procedures across all selected
branches.

d. Back-Checking — Back-checking was conducted to authenticate
encoded responses. Clients were re-contacted to verify their
participation in the online survey, ensuring data accuracy and
reliability. The back-checking phase took place from January 7 to
23, 2026, during which respondents were re-contacted by trained
personnel of UCPBS. A total of 54 individuals who were
re-contacted through text, email, and phone did not confirm their
participation in the survey. All corresponding entries were
excluded and removed from the dataset prior to analysis.
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C. Scoring System
PDI determined the sample size in accordance with standard research
practices and the latest GCG issuance, specifically the GCG—-ARTA Joint
Memorandum Circular No. 1, series of 2023. PDI also employed the appropriate
sampling method as prescribed by GCG.

The sample universe and corresponding sample size for this project were
determined in accordance with the guidelines stated in Item 4.3.3 of ARTA
M.C. 2022-05. The computation of the sample size was based on transactions
recorded from January 2025 to December 2025, covering both internal and
external services.

As of this date, there were 968,982 annual transactions, which yielded a
required sample size of 12,896.

1. Table of the scale and its equivalent number

Table 4. Scoring System

Scale Rating

1 Strongly Disagree

2 Disagree

3 Neither Agree nor Disagree
4 Agree

5 Strongly Agree

1. Scoring per Question
The percentage of respondents who rated “Agree” and “Strongly Agree” was
used to compute each SQD's score. If a question received two or more
marks, that item was considered invalid.

D. How Numerical Results Will Be Interpreted
UCPBS endorsed to PDI the responses recorded in the accomplished HCSM
Questionnaires (Annex A of the MC No. 2023-05). Consequently, PDI analyzed
the data in line with UCPBS objectives and requirements as finalized during
the inception meeting.

To measure the UCPBS's Overall CSS Measure/Rating, the percentage of
respondents that rated “Agree” and “Strongly Agree” for the Service Quality
Dimension 0 was used for the CSS measure in UCPBS's performance
scorecard. Further, the total number of clients who availed of the services for
the period 2025 was used as the basis of computing the rating. Respondents

. iih peopledynamics.co

t. +B632B3650016
Q Philippines
17



BB peopledynamics

BUILDING EXCEPTIONAL ORGANIZATIONS ISO 9001 : 2015 Certified

C

UCPB

in satellite offices and other offices smaller than a branch will be counted
under the branch covering these smaller offices.

UCPB Savings proposed to include Inclusivity and Accessibility, and
Consistency of Experience Across Branches as additional SQDs in its HCSM to
ensure that its services remain responsive to evolving client needs and

regulatory expectations.

Table 5. Additional SQDs for UCPBS 2025 HCSM

Definition Rationale
sQD 9 Equitable, respectful, and Ensures respectful and RA 7277 Sec. 5; RA Attitudinal &
Inclusiv;t sensitive treatment of non-discriminatory 9442; ARTA social
Y clients of all backgrounds service delivery standards inclusion
Ability of clients to Ensures no one is
Y . . RA 7277 Sec. 25, 28; Physical &
sQD10. physically and blocked from using .
- . . BP 344; BSP digital
Accessibility functionally access services due to structural . )
) _ . Inclusion Circulars access
services or digital barriers
The uniformity and Service consistency
. - . BSP MORB & AMLA .
SQD 1. predictability of service ensures that customers e . Service
. . Guidelines: Require .
Consistency quality, processes, develop trust and . o quality,
. L . . uniform application
of Experience communication, and confidence in a brand of policies and procedural,
Across customer experience and reduces customer P and brand
. controls across all ) .
Branches regardless of the branch effort, confusion, and branches uniformity
visited by the client. dissatisfaction. '

There are 7 additional items to be included- 2 items for inclusivity, 2 for
accessibility and 3 for consistency. It was established during the pilot testing
phase that the average longevity of the survey with these included items for
the 3 added service dimensions was at 3-5 minutes.

The analyses included the use of descriptive statistics (such as frequency
counts, means, and percentcges) presented in cross-tabulations, and
thematic analysis for qualitative responses. The Statistical Package for the
Social Sciences (SPSS) was utilized for this study to aid in the quantitative
calculations.

1. Numerical Results Interpretation

The Overall score for the 8 SQDs were computed based on the following

formula:
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Overall Score = Number of ‘Strangly Agree’ answers + Number of ‘Agree’ answers

Total Number of Respondents — Number of ‘N/A’ answers

The interpretation of the results are as follows:

Table 6. Interpretation of Results

Percentage Description
Below 60.0% Poor
60.0% - 79.9% Fair
80.0% - 89.9% Satisfactory
90.0% - 94.9% Very Satisfactory
95.0% - 100% Outstanding

C
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IV. DATA AND INTERPRETATION

C

A. Client Demographic

1. Al. Age and A2. Sex
The table below depicts the distribution of the clients of UCPBS who
participated In the Harmonized Customer Satisfaction Measurement for the
year 2025. It can be verified that 62.40% of the internal and external
respondents were females and generally have a good spread of ages from
the early middle-aged clients (31-50) with almost 50%, early adults (18-30)
for more than 30% and late adults (>55 years old) with 21%.

Table 7. Age and Sex of Respondents (n=16798)

Profile Category External Internal % Overall
18-25 585 5.37% 1217 20.07% 1802 10.62%
26-30 1564 14.35% 1874 30.90% | 3438 | 20.27%
31-35 1408 12.92% 631 10.40% 2039 12.02%
36-40 1726 15.84% 493 8.13% 2219 13.08%
41-45 1819 16.69% 447 7.37% 2266 13.36%

Age 46-50 1028 9.43% 363 5.99% 1391 8.20%

51-55 1153 10.58% 1011 16.67% 2164 12.76%
56-60 822 7.54% 26 0.43% 848 5.00%
61-65 455 417% 3 0.05% 458 2.70%
2:0\'9 339 | 3% 0 | 000% | 339 | 2.00%
Total 10899 |100.00% | 6065 |100.00% | 16964 | 100.00%
Male 5169 47.43% 1210 19.95% 6379 | 37.60%

Gender | Female 5730 52.57% 4855 80.05% | 10585 | 62.40%
Total 10899 | 100.00% | 6065 |100.00% | 16964 | 100.00%

2. A3.Region
Regionally, a huge proportion of the respondents came from NCR with
47.16%, followed by those who came from Region IV-A with 17.74%. and Region

| with 8.67%.
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Table 8. Region of Respondents

C

°/°

Region External % Internal % Overall
Region | 1470 13.49% 0 0.00% 1470 8.67%
CAR 128 1.17% 0 0.00% 128 0.75%
Region II 20 0.18% 0 0.00% 20 0.12%
NCR 1937 17.77% 6063 99.97% 8000 47.16%
Region Il 944 8.66% 0 0.00% 944 5.56%
Region IV-A 3009 27.61% 1 0.02% 3010 17.74%
Region IV-B 456 4.18% 0 0.00% 456 2.69%
Region IX 285 2.61% 0 0.00% 285 1.68%
Region V 873 8.01% 1 0.02% 874 5.15%
NIR 8 0.07% 0 0.00% 8 0.05%
Region VI 341 3.13% 0 0.00% 341 2.01%
Region VI 124 1.14% 0 0.00% 124 0.73%
Region VIiI 421 3.86% 0 0.00% 421 2.48%
Region X 439 4.03% 0 0.00% 439 2.59%
Region XI 195 1.79% 0 0.00% 195 115%
Region XII 188 1.72% 0 0.00% 188 1.11%
Region XllI 25 0.23% 0 0.00% 25 0.15%
BARMM 36 0.33% 0 0.00% 36 0.21%
Total 10899 100.00% 6065 100.00% 16964 100.00%
3. Customer Type
The table below depicts that majority of those who took the survey were
either government employees (36.24%) or citizens of the country (46.84%).
A marginal 16.92% of the respondents were business owners and or
representatives.
Table 9. Distribution of Respondents based on the Customer Type
Customer Type External % Internal % Overall %
Government 2464 22.61% 3684 60.74% 6148 36.24%
Citizen 5653 51.87% 2293 37.81% 7946 46.84%
Business 2782 25.53% 88 1.45% 2870 16.92%
Total 10899 100.00% 6065 100.00% 16964 100.00%
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4. Analysis of Demographic Results

It is revealed from the demographic characteristics of the clients who
participated in the HCSM 2025 of UCPBS was composed largely of females,
early middle-aged clients and who were either citizens or government
employees. The importance of knowing this characterization affects how the
agency can align the delivery of services to be well attuned to the needs of
this client majority.

Given that the clients of UCPBS in the HCSM 2025 survey were largely
females, early middle-aged and citizens, the agency can design
satisfaction-oriented strategies that match their profile. These clients are
typically professionals who value clarity, efficiency, and convenience in
transactions. To ensure ease of doing business, UCPBS can prioritize digital
platforms for applications and issuances, since this demographic is
generally tech-literate and appreciates time-saving solutions.

At the same time, customer service can be enhanced by training staff in
courteous, responsive communication, recognizing that government
employees and educated clients expect professionalism and respect.
Finally, customer satisfaction can be strengthened by improving the
comfort and accessibility of service environments such as clear signage,
readable forms, and well-maintained facilities so that clients feel their needs
are anticipated and valued. By aligning service delivery with the
demographic realities of its client base, UCPBS can create a more seamless,
professional, and satisfying experience and ultimately, promoting ease of
doing business.

B. Citizen’s Charter (CC) Results

1. CC Results for both External and Internal Clients

The next results show the awareness, visibility and perceived helpfulness of
the Citizen’s Charter of UCPBS as revealed by the clients. In terms of
awareness, a large majority of the respondents 96.68% knew what a CC was
and 74.25% actually saw this office’s CC when they visited physically and or
online. Meanwhile, UCPBS was able to educate more clients when 11.54%
claimed that they learned of the CC only when they saw this office’s CC.
Moreover, in terms of visibility, 77.03% of those who were aware identified
that the CC was easy to see while 0.68% and 0.12% revealed that it was
difficult to see or not visible at all respectively.
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As to the helpfulness of the CC, a proportion of respondents (70.01%)
claimed that the CC helped very much in the fulfilment of their respective
transactions in the office. Meanwhile, just a very minimal number 0.21% did
not see the value of the CC in terms of the completion of their transaction.

Table 10. Citizen’s Charter Results for External and Internal Services

External Internal Overall

Citizen's Charter Answers

CC1. Which of the following best describes your awareness of a CC

| know what a CC is, and | saw
this office's CC.
| know what a CC is, but | did
. . 397 3.64% 1615 26.63% | 2012 11.86%
NOT see this office's CC.
I learned of the CC only when
| saw this office's CC.
| do not know what a CC is,
and | did not see one in this
. ., 362 3.32% 36 0.59% 398 2.35%
office. (Answer "N/A on CC2
and CC3")
Awareness Rate 96.68% 99.41% 97.65%

CcC2. If aware of CC, would you say that the CC of this office

8769 | 80.46% | 3827 | 63.10% |12596 | 74.25%

1371 12.58% 587 9.68% | 1958 11.54%

Easy to see 9138 | 83.84% | 3622 | 59.72% | 12760 | 75.22%
Somewhat easy to use 1097 | 10.07% | 904 14.91% 2001 11.80%
Difficult to see 47 0.43% 69 114% 116 0.68%
Not visible at all 20 0.18% 0 0.00% 20 0.12%
N/A 597 5.48% | 1470 | 24.24% | 2067 12.18%
Visibility Rate 86.72% 60.08% 77.03%

CC3. If aware of CC, how much did the CC help you
8530 | 78.26% | 3068 | 50.59% | 11598 | 68.37%

Helped very much

Somewhat helped 1458 | 13.38% | 1513 2495% | 2971 17.51%

Did not help 30 0.28% 6 0.10% 36 0.21%

N/A 881 | 8.08% | 1478 | 24.37% | 2359 | 13.91%
Helpfulness Rate 80.95% 50.89% 70.01%

C. Service Quality Dimensions Results

1. Analysis of Service Quality Dimension 0 (Overall Satisfaction)

Results

It can be surmised from the table below that the overall satisfaction index
of UCPBS as perceived by the clients in the year 2025 was 99.54% which is
classified as Outstanding performance. This can be well attributed to the
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external clients’ rating of 99.67% and internal clients’ rating of 99.50% who
agreed that UCPBS was able to meet or exceed their expectations with the
delivery of the promised services of the agency as a manifestation of ease
of doing business.

Table 11. Service Quality Dimension 0 Results

. Neither Overall

Service Strongly . Strongly Total ) .
Agree Agree Nor Disagree ) Satisfact Interpretation
Type Agree " Disagree Responses X

Disagree ion Rate
External 9542 1318 32 2 2 3 10899 99.67% | Outstanding
Internal 2518 3508 0 30 0 9 6065 99.50% | Outstanding

Overall 12060 4826 32 32 2 12 16964 99.54% | Outstanding

2. Analysis of Service Quality Dimensions 1to 8

Table 11.1 Service Quality Dimension 0 Results for External Services

Service Quality
Dimension

Strongly
Agree

Agree

Neither

Agree Nor

Disagree

Strongly
Disagree

Total
Responses

Overall

Satisfaction

Rate

Interpretation

Disagree

Responsiveness 9063 1603 62 44 42 85 10899 98.63% Outstanding
Reliability 9322 1406 30 0 2 139 10899 99.70% Outstanding
Access and
Facilities 9212 1502 33 2 ® 144 10899 99.62% Outstanding
Communication 8652 1842 66 6 4 329 10899 99.28% Outstanding
Costs 6586 1223 33 129 38 2890 10899 97.50% Outstanding
Integrity 9483 1337 20 3 2 54 10899 99.77% Outstanding
Assurance 9729 19 1l 1 2 37 10899 99.87% Outstanding
Outcome 9229 1463 46 1 2 158 10899 99.54% Outstanding
Overall 71276 11495 301 186 98 3836 87192 99.24% Outstanding

The survey also revealed a mean satisfaction rating of the external services
from its external clients at 99.24% taking into account the 8 service quality
dimensions. This outstanding performance can be attributed to the
outstanding ratings on all the dimensions of service quality with Assurance
(99.87%) and Integrity (99.77%) being the highest features.

Table 11.2 Service Quality Dimension 0 Results for Internal Services

. . Neither Overall
Service Quality Strongly . Strongly Total . . .
. ) Agree Agree Nor | Disagree ) Satisfaction Interpretation
Dimension Agree s Disagree Responses
Disagree Rate
Responsiveness | 1652 2890 12 27 5 1479 6065 | 99.04% | Outstanding
Reliability 2306 | 2280 28 3 0 1448 6065 | 99.33% | Outstanding
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. . Neither Overall
Service Quality Strongly . Strongly Total . ) .
. ) Agree Agree Nor | Disagree ) N/A Satisfaction  Interpretation
Dimension Agree . Disagree Responses
Disagree Rate
Access and
e 1792 2459 8 27 2 1777 .
Facilities 6065 99.14% Outstanding
Communication | 1991 2593 55 0 0 1426 6065 98.81% Outstanding
Costs 1259 2402 17 16 2 2369 6065 | 99.05% | Outstanding
Integrity 2102 2479 30 0 0 1454 6065 | 99.35% | Outstanding
Assurance 2026 2615 30 0 0 1394 6065 | 99.36% | Outstanding
Outcome 1977 2656 27 0 0 1405 6065 99.42% | Outstanding
Overall 15105 | 20374 207 73 9 12752 | 48520 99.19% | Outstanding

Internally, the survey also revealed a mean satisfaction rating for internal
services at 99.19%. This very high rating can be attributed to the outstanding
ratings on all the dimensions of service quality ranking Outcome (99.42%)
and Assurance (99.36%) getting the highest form of satisfaction.

D. Overall Score per Service of UCPBS

1. Scores per Service
It can be surmised that most of the services of UCPBS rendered in 2025 were
rated by the respondents as Outstanding (100%) in terms of provision of the
service by choosing the Strongly Agree and Agree options.

Meanwhile, the external services on “Issuance of Negative Certification”
(0.00%), “Real Estate Loan Application” (50.00%), “Customer Feedback and
Complaints” (33.33%) and internal service of “Request for Replacement of
Lost, Old or Damaged Employee ID” (66.67%) got the least of the satisfaction

ratings.

Table 12 Rating for Each UCPBS External and Internal Services Offered in

the Year 2025
Overall
. Strongly . . Strongly . ]
Services Agree | Neither | Disagree ) N/A Total Satisfaction
Agree Disagree X
Rating
Acceptance of
External P 1784 291 1 5 14 20 2115 99.05%
Deposit
Account Opening 458 8l 1 2 1 0 543 99.26%
Application for
Bank Deposit 128 8 0 2 0 0 138 98.55%
Certification (BDC)
Availment of Loan
v I. 13 3 0 0 0 0 16 100.00%
Against Holdout
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Overall
N/A Total Satisfaction
Rating

Strongl . . Strongl
gty Agree | Neither | Disagree ) aly
Agree Disagree

Type  Services

(back-to-back
quns)

Check Encashment
- Current Account

Checkbook
Issuance
Checkbook
Requisition

Claim of
Remittance
Proceeds (For
Existing Clients
only) with account
from Branch and
Passbook
withdrawal Slip
CTD Pre-
Termination/Termi 440 42 0 0 1 0 483 99.79%
nation

CTD Roll-
Over/Renewal
Domestic Bills
Purchase (BP)
Initiation/
Availment
Fund Transfer 348 45 0 1 0 0 394 99.75%
Payment of Salary
Loan

PESONet Inward
Service

PESONet Outward
Service
Processing of ATM
Card Requested by Al 32 0 3 0 1 247 98.78%
Client

Incoming
Remittance
Processing and
Remittance of
Philippine Health
Insurance
Corporation (PHIC)
Collections

442 12 0 0 5 1 560 99.11%

171 31 0 2 2 0 206 98.06%

192 26 0 2 2 0 222 98.20%

157 19 0 0 0 0 176 100.00%

268 106 2 0 0 0 376 99.47%

19 0 0 0 0 0 19 100.00%

159 47 1 0 0 0 207 99.52%

226 53 0 1 0 0 280 99.64%

253 l 0 0 0 0 264 100.00%

376 1 0 0 0 7 384 100.00%

183 22 0 0 0 0 205 100.00%
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Type

Services

Purchase of
Manager’s Check
(mMc)

Strongly
Agree

203
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Agree

20

Neither

Disagree

Strongly
Disagree

C

N/A

Overall
Total

Rating

224 99.55%

Reactivation/
Closure of Dormant
Deposit Account

189

34

224 99.55%

Release of
Captured Card

104

20

131 94.66%

Request for ATM
PIN Change/
Forced PIN Change

99

109 99.08%

Request for Bank
Certification/State
ment of Account
for Salary Loan

116

22

140 98.57%

Request for
Statement of
Account (SOA) by
Client

248

29

290 95.562%

Request for Stop
Payment Order

15

19 100.00%

Retrieval of
Captured ATM
Cards

72

80 100.00%

Salary Loan —
Application to Loan
Release (MC or
Credit to account)

641

83

737 99.04%

Withdrawal -
Savings Account

541

m

661 98.94%

Cash Loan
Application

10 100.00%

Commercial Loan
Application

247

232

484 99.17%

Issuance of
Negative
Certification

16

16 0.00%

Real Estate Loan
Application

2 50.00%

Release of
Collaterals as a
Result of Full
Payment

353

74

24

47

504 93.44%
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Services

Release of
Collaterals via
Loan Take-out (Full
Payment) By Other
Financial
Institutions

Strongly
Agree
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Agree

Neither

Disagree

Strongly
Disagree

C

N/A

Overall
Satisfaction
Rating

3 100.00%

Settlement of Loan
Obligations by
Delinquent
Borrowers

10

il 90.91%

Acceptance of
Certificate of Time
Deposit (cTD)
Placement

226

12

238 100.00%

Employment
Verification and
other queries

5 100.00%

Customer
Feedback and
Complaints

9 33.33%

Releasing/Claimin
g of ATM Card

4]

50 96.00%

Closure of a
Deposit Account -
Withdrawal Slip
and Passbook
(Less than 30 days
with charge of 150)

7 100.00%

ATM Card
Replacement

7 85.71%

Certificate of Full
Payment/Outstand
ing Balance and
Interest Paid
(statement of
Account)

101

103 100.00%

Total

9063

1603

62

44

42

85

10899 99.67%

Internal

Booking of Loan
Transactions

32

1288

1048

2368 100.00%

Sale of REAL and
other properties
acquired

1

56

67 100.00%
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Overall
Total Satisfaction
Rating

Strongl . . Strongl
gty Agree | Neither | Disagree ) aly
Agree Disagree

Type  Services

Conduct of Credit
Investigation
Custodianship and
Safekeeping of 330 500 0 0 0 243 1073 100.00%
Documents

18 14 0 0 0 0 32 100.00%

Documentation
and Review of 132 472 0 0 0 138 742 100.00%
Documents

Local Title
Verification
Securing Certified
Title Electronic 14 59 0 0 0 0 173 100.00%
Copy

Availing of leave
benefits under
Violence against
Women and
Children (RA.
9262)

Availing of
Maternity Leave
Request for
Replacement of
Lost, Old or 8 0 2 0 2 0 12 66.67%
Damaged
Employee ID
Request for COE 45 10 0 0 0 5 60 100.00%
Request for Service
Vehicle

Processing of
Claims or
Reimbursement of
Expenses

Branch FFE Asset
Disposal

Availing of
Vacation Leave,
Sick Leave, and
Leave without pay
Request for
Appraisal of 504 226 0 0 0 0 730 100.00%
Collateral

0 0 4 0 0 0 4 0.00%

3 0 0 0 0 0 3 100.00%

20 5 0 0 0 0 25 100.00%

1 0 0 0 0 0 1 100.00%

177 188 0 27 0 0 392 93.11%

2 0 0 0 0 0 2 100.00%

249 69 6 0 3 45 372 97.25%
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Overall
. Strongly . . Strongly . .
Type Services Agree | Neither | Disagree . N/A Total Satisfaction
Agree Disagree .

Rating

Availing of
Bereavement 6 3 0 0 0 0 9 100.00%

Leave

Total 1652 2890 12 27 5 1479 | 6065 99.50%

2. Analysis of Scores per Service

Outstandingly, the survey results reveal that the majority of UCPBS services
in 2025 were rated Outstanding (100%), with respondents consistently
choosing Strongly Agree and Agree in terms of service provision. This
indicates that the agency has successfully established a high level of trust
and satisfaction among its clients, reflecting efficiency, professionalism, and
reliability in its core operations. Such ratings are a strong validation of
UCPBS’'s commitment to quality service delivery and demonstrate that its
systems and personnel are meeting or even exceeding client expectations.
This overall excellence provides a solid foundation for the agency to build
upon and strengthens its reputation as a dependable institution.

On the one hand, the survey highlights weaker performance in certain
external and internal services: Issuance of Negative Certification (0.00%),
Real Estate Loan Application (50.00%), Customer Feedback and Complaints
(33.33%), and Request for Replacement of Lost, Old or Damaged Employee
ID (66.67%). These low ratings suggest that while UCPBS excels in its main
service delivery, there are pain points in specialized or support processes.
The zero satisfaction in negative certification issuance signals possible
issues in clarity of requirements, timeliness, or accessibility.

On the other, the moderate ratings in loan applications and feedback
handling point to the need for more streamlined procedures, transparent
communication, and responsiveness to client concerns. Meanwhile, the
internal ID replacement service requires improvement in turnaround time
and convenience. Addressing these gaps is crucial, as they directly affect
ease of doing business and overall customer satisfaction. By focusing
reforms on these specific areas, UCPBS can ensure that its outstanding
performance extends consistently across all services.
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E. Comments and Suggestions for the Improvement of
UCPBS Services

1. Comments and Suggestions from External Services Clients

Theme 1: Digitalization and Online Services

Customers repeatedly ask for online systems—digital issuance, online
applications, and faster electronic processes. This shows that
digitalization is essential to improve ease of doing business. By
reducing physical visits and paperwork, UCPBS can streamline
transactions, cut waiting times, and make services more accessible,
especially for clients in remote areas. To wit were:

“Kailangan ng online” (repeated multiple times)

“Requesting an online services” (repeated multiple times)

“Implement online” (repeated multiple times)

“Provide online”

“Digital Issuance Of Transaction Number Both Cash Deposit,

Encashment Of Check, Bank Statement, Open Account”
“Please have online”

Theme 2: Comfort and Transaction Experience

These comments focus on the physical and procedural
environment—air conditioning, readability of forms, and transaction
flow. They show that customer satisfaction is not only about the
service itself but also the experience while availing it. Comfortable
facilities and simplified processes make clients feel valued and
reduce frustration.

“Improve Aircon”

“Font for CC is small, maybe it could be updated with more
visible or readable font size Thank you...”

“Easy transaction”

“Hopefully, the ATM card will be available at this moment..”
“The Branch need more enhancement like regular
renovation and upkeep the building will positively reflect
the banks commitment to quality services” (repeated)
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2. Comments and Suggestions from Internal Services Clients

Theme 1: Improved Organizational Workflow and Accountability

These narratives “Moving forward pls double check the request
details especially in residence address” and “ The staff shall
acknowledge or accept the receipt of submitted documents so that
clients have a way to track or record the transmittal, especially since
the transaction involves money highlight the importance of clear
steps and accountability in an organization”. “Moving forward” signals
progress and continuity, while “The staff shall acknowledge”
emphasizes responsibility—staff must confirm or respond to tasks or
communications. Together, they show that effective workflow
depends on both direction (progress) and accountability
(acknowledgment).

Theme 2: Better Online Communication and Information
Management

These experiences “Application for leave is an on-line transaction and
there is a cut-off for the approving officer Basically there is no
process for this transaction.” and “ Emails/information provided
before certain adjustment/changes is made For example, the SL
conversin is not given this Jan 2025 that is usually or regular to payroll
throughout the years These benefits are already included in
employees budget for future but because it was not given, budgetting
is. This is my humble opinion as an employee Salamat po” point to
the role of communication in managing organizational processes.
“Application for leave” reflects formal communication between staff
and management, while “Emails/information” shows the everyday

exchange of data. Both stress that structured communication—
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whether formal requests or information sharing—is essential for
smooth operations.
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V. RESULTS OF THE CONTINUOUS AGENCY IMPROVEMENT
PLAN REPORTED IN THE PREVIOUS YEAR (2025)

Status of
Actions Taken
(Implemented

[ Partially
Implemented/
Not
Implemented)

C

UCPB

Plan of
Issue/Concern Action/improve
ment

Dimensions
Service Type for
Improvement

Division/
Remarks

Department
Responsible

Marketing Unit Internal Citizen’s Based from the |Visibility can be  |Partially Revised CC
and Customer Service Charter summary of improved by Implemented |was
Management Visibility and  |results, the improving also submitted to
Department- Helpfulness for |internal clients |ipe existing IEC ARTA on
CPCD Internal rated the CC materials. March 30,
Clients visibility standees that 2026;
(76.31%) and contain Citizen's acknowledge
helpfulness .
(74.06%) lower Charter ment of its
than their information can receipt was
external be a good and sent to UCPBS
counterparts.  |catchy strategy on April 4,
for the internal 2026.
clients to clearly Hardcopies-
see that a CC can for production
help them finish and
their transactions distribution/;
in the agency. display.
Core Banking External Access and Availability of  [Ongoing Partially Purchase of
System Service Facilities Online banking |procurement for |Implemented |CBS is done,
Department and Digitization | purchase and with ongoing
of Transactions. limplementation migration
of New Core until
Banking System. September
2026.
Schedule for
going live is
November
2026.
Information and  [External Access and Infrastructural |Consider Partially 50% of the
Technology Service Facilities and Internet reviewing and Implemented |total
Division Facility validating current branches-
Improvements  finternet service with backup
provider internet
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Status of
Actions Taken
Division/ Dimensions Plan of (Implemented

Department  Service Type for Issue/Concern Action/Improve [ Partially

Responsible Improvement ment Implemented/
Not

Implemented)

performance and
recommend for
the needed
changes

C

Remarks

service
provider; 50%
of the
branches- for
installation of
backup
internet
service
provider in
2026

ey
s
o
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UCPB

VI. CONTINUOUS AGENCY IMPROVEMENT PLAN FOR FY
2026
Key Areas for .. . Responsible . .
Objectives Action Steps . Timeline
Improvement Unit/Person
Improvement can be
achieved by digitalizing the
process by allowing clients
to request and receive
certifications online
To increase through a secure portal.
satisfaction Clear guidelines,
Issuance of . ) Records and .
. ratings for the | standardized templates, e . Starting st
Negative ) Certification Unit /
e issuance of and faster turnaround . Quarter of
Certification . . . . Customer Service
negative times will reduce confusion L the Year
(0.00%) e . Division
certification and delays. Integrating
service to 90% | status tracking (e.g., “in
process,” “ready for
release”) can also
reassure clients that their
requests are being
handled efficiently.
Streamlining of this service
by simplifying
requirements, reducing
redundant paperwork, and
adopting online loan
To increase application systems.
satisfaction Pre-qualification tools,
Real Estate . . . . .
Loan ratings for the | transparent timelines, and Loans and Credit Starting Ist
Abolication Real Estate proactive communication Department / Lending Quarter of
(55007) Loan (e.g., SMS/email updates) Division the Year
P Application will help clients feel
service to 90% | informed and reduce
anxiety. Training staff to
guide applicants through
complex requirements can
further improve customer
service.
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Key Areas for . .. . Responsible .
Objectives Action Steps . Timeline
Improvement Unit/Person
Establishment of a
dedicated feedback
management system with
clear channels (online
. forms, hotlines, kiosks) and
To increase
) . guaranteed response
satisfaction . . .
) times. Acknowledging Customer Relations
Customer ratings for the . - ) . .
receipt of complaints Office [ Public Starting st
Feedback and Customer . . - )
. immediately and providing | Assistance and Quarter of
Complaints Feedback and . . ) .
. updates until resolution will | Complaints Desk the Year
(33.33%) Complaints _ o
) build trust. Publishing non- | (PACD)
services to . .
90% confidential reports on
’ customer requests can
also demonstrate
responsiveness and
accountability, boosting
satisfaction.
Visibility can be
improved by
improving also
the existing IEC .
. To improve
materials. functionalit
Standees that y
contain (awareness,
Citizen's visibility, Revised CC was submitted
helpfulness) to ARTA on March 30, 2026; . )
Charter . Marketing Unit and
. . of the CC for | acknowledgement of its
information . . Customer
both internal receipt was sent to UCPBS 2nd quarter
can be a good . Management
and external on April 4, 2026.
and catchy . ) . Department- CPCD
clients Hardcopies- for production
strategy for the e .
. . thereby and distribution/; display.
internal clients .
promoting
to clearly see .
ease of doing
that a CC can )
business
help them
finish their
transactions in
the agency.
On going To improve Purchase of CBS is done, .
S . ) . . Core Banking System
procurement digitization with ongoing migration Department 2nd quarter
for purchase and until September 2026. P
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Key Areas for .. ) Responsible . )
Objectives Action Steps . Timeline
Improvement Unit/Person
and digitalization Schedule for going live is
implementation | of banking November 2026.
of New Core services
Banking
System.
Consider
reviewing and
validating Better 50% of the total branches-
current internet with backup internet
. . Infrastructural . . .
service provider service provider; 50% of the | Information and
and Internet . . s 3rd quarter
performance Facilit branches- for installation Technology Division
and ¥ of backup internet service
Improvements . .
recommend for provider in 2026
the needed
changes
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VIl. CONCLUSION AND RECOMMENDATIONS

A. Conclusion
For the year 2025, the UCPBS HCSM successfully collected both quantitative
and qualitative evidence from the experiences of its clients. This data was
used to determine the agency's performance throughout the year, based on
the promised services outlined in the Citizen’s Charter.

With this feedback system, UCPBS was able to acquire a response rate of 135%
and was able to achieve the agency goal in terms of customer satisfaction
measure (CSM) at 99.54% or Outstanding performance for the fiscal year
2025.

In this same year, UCPBS was able deliver best practices in integrating
Assurance, and Outcomes in responding the needs of the clients resulting to
an Outstanding performance of 99.24% and 99.19% for the service quality
dimensions as perceived by the external and internal clients respectively.

Moreover, UCPBS was able to take advantage of the presence, client
awareness, visibility and helpfulness of the Citizen’s Charter as clients were
made aware of their services and perceived that the CC information helped
them in their respective transactions.

With the succinct information provided by the participating UCPBS clients in
both quantitative and qualitative forms, the study is also able to extract
meaningful suggestions and recommendations to guide the agency improve
more on its provision of services and promises to their banking clients
centered on digitization and internet related improvements.

B. Recommendations

Based on the findings of the UCPBS 2025 HCSM, the following
recommendations are hereby forwarded:

1. That UCPBS continues to implement the best practice of institutionalizing
of HCSM survey, pitching to the clients in all branches, branch lites and
lending offices as early as the start of the banking year.

2. That the CLICKS-UCPBS be calibrated more in terms of its functionality,
connectivity to the internet and offline features.

3. That UCPBS should make the Citizen’'s Charter more accessible by
prominently displaying it in physical offices and on digital platforms. It

. iih peopledynamics.co

t. +B63283650016

Q Philippines
39



B} peopledynamics A2

BUILDING EXCEPTIONAL ORGANIZATIONS ISO 9001 : 2015 Certified

C

should also be simplified into clear, user-friendly formats so that clients
can easily understand their rights, responsibilities, and the steps involved
in availing services.

4. That UCPBS considers to address issues and concerns expressed
verbatim from the clients especially those that relate with digitization,
adaptation to online banking and faster turnaround time in the provision
of different banking and customer-related services.

5. That the Action Plans laid down in this report be carefully addressed
especially in areas where low net satisfaction ratings were recorded
such as in Issuance of Negative Certification, Real Estate Loan
Application and Customer Feedback and Complaints.
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VIII.

INDEX

A. Clear Images of CSM Survey Used
1. A.l Survey Questionnaire via (CLICKS-UCPBS User Interface)
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2. A.2.1.Pen and Paper Survey Questionnaire (English)

C/‘ Client REFERENCE NUMRBER FROVIDED BY
uc TR 6 CLICKS UCPBS:
PB Satisfaction Measurement

HELF US SERVE YOU BETTER!

This Client Satisfuctioon Meassurement (CSM ) tracks the oustamer experience of govemnmensl offices. Your feedback on vour pegantly
concludel transsction will belp this olfice provide o beiver service. Persomal nformatson shared will be kapt confidential and vou always
have the optivos ool T answer Bus lorm,

MaEn iate of Transscisan
Dt of Survey: Time of Sarvey started:
-t 2 H O Male [0 Female Civil Stafos: Ol Sanglhe O Murmied

0O Sepamted [ Widow

Clhemp types [ Clitires [ Hataingss O Ginvernma | Ermployes e anisther agemcy)
Edication: [ Mo Formal Edsculion O Elementary Leved

O Elementury Ciradunte O High School Level

O Vismtional CGeraduie O College Level

O Colliege Graduals O Post Gendinic
Empley ment Seatus: 3 Sreelent O Emyparyel

O Workisg Stodent O Men Emygrloved / Mol o snudent

Age:
Reging of residence: Service Availod: Mohilc
Number: Emuail: { vpional)

INSTHUCTHONS: Cheek mrk (o) yous ansser bo the Citizen’ s Charter (00) guestions, The Ciliden's Charter s an offacisl documest
that reflects the servloes of b povcrmment agency affice melidmy s reguansmests, Tees, and procssaimg Tmes ameng ofhers

CC] Which of b following best describes Vour awareness of a CC?
O LT know what o OC i and 1 saw' this oflice’s CC,
02, T know what a OC i but [ did OT sev this office”s CC
O 3. 1 leamed of the OC anly when § savw this ofice™s CC.

OO 4. [ do mot ksow what a OC js and | did not see ome m this ofice. | Answer “MA" on CCI mnd CC3)

CC2 I sware of CC {answered 13 im OC1}), would you say thet the CC of this office was?
O 1. Ensy to see O 4. ™ot visdhle ot nll
OO 2, Somewhat easy 1o see O 5. WA

3 3. DifTicull o sec

CC3 Wawanr ol CC {amswered codes |-3 m OCLL bow mach did the O Belp vou in vour Imnsscion?
O 1. Helpad very much 1 3. Dad not help

5 1. Somewhat hadpod O4. WA
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INSTRUCTIONS,

Frem SOHF -2, plonse pull @ check mark ['I"H.m Tt godsrma That best cornssponds o Your answer,

" . - L e
é« - = L = WA
Htremgly Agree senther [hsagree Sarongly Mot

Agree Agree Disaprroe Applicabile

mar
Dhsagres

SHML | nm sl walh the servace |
thui T wvaled.

SO T spent a redsomable amount of
lime for mey ransaclion,

50D The office followed the
Irensaciion’s roquircments ond  sops
sl om the mformemion provided.

SUHLEY, The steps finluding payimen |
I neodod o do fisr my transaction were
casy and simple.

SO | oemily ol nformeaton
bt iy b tian Branm the olfke on
ifs websile.

SOHME, | paiel o teasemshlc smaiis of |
| S5 |'.-:u:|- Eraspasc bon

SO | e the wffice waa fair & |
everyane, of  Twalig  pakokosan
dizmg my mnselion.

S0ODT. 1 was trested courteousdy by the
sradl, mnal (il sskied for Iu:IFh ihe stadl
was helplial

SQDE. I goi what T needed fom the |
povermment office, o (if denied | denial

SOD%L. 1 feh thai ibe sinil cealed |
all elients equally and wilh respect,

reganilcss o their sge, appenrmce, or
iy

S009Y, Swll shoeed patience and
undessmendiog whem amlcracting with
chents whoe had commumeaton or
camprehension difficulties.

SO0 Sarvices were delivered in a
way (i accomimodiicd chients from
defferent Packproands or with spocial
needs.

SO094. | vkeeved the ke oifice |
el an il 1 be welomnmp
nosdiscriminatory o ol fypes of
clients.

SQnes. | feh comfonable  and
mechinlod  throughoul my inbormcison,
even il [ had special civumsionces o
requesis.

SR, The olfice hml physical
Katures (&g, rampa, rmlmgs, wide
entmnoes) thal made it ey for penons
with mobility lssues w0 enter and move
anound

SOHNRL, Clar and wistble signage
was availoble o guide all clienks,
iscluling  thess  with  vesun]l o
cognalive challenges,
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SOOI, Thers were  designated
watinbers of prsanty lenes for eldery
clicnts, pregmani women, and porsoms
witth s abilites.

WA, | was shle I aceess seTvices
wihosl  pecding T ose  chyaal
plakfoanms (e.y.. mobsle =pp, websile) if
I preferred im-person help.

SRS, Sl sffemd gt of
pusdanos when they motod that T os
other  clienls  might oeed help
navigating the office.

SOUILL. The qulity of senoce |
received i this branch was consisient
with the services | ecperienced in olber
hianches | lsve visiel

W!I_JI'I'II.I. The qualily of cxpencnee |
received in this braoch wes quile
simslar i ofher UCPES brunches.

SIS, Sl mrows  delTocml
UCTHS branches followed the some
procedires  omd  poboes dumimg
Imnsacions.

SQIILA, The physial appearance ol
this branch wes consisteml wilh olber
branches | have visited

SCHMLS, Mo nsoer whech bracch | ga
1o, | Bl eonfdent that T will recove
te samw level of service

Srgpestons on how 9 can fisther mproye our services (optonal):

THANK YOt

Tinse al Survey ended;

Method of Survey (Pick coey
O Pager anud Pen

Signawmre: (For walk - or sisited clienis)

Ocan

Mame mal Sigmature of lsierviewer

It amd Twnc thas sarvey fomm was timisfered 1o CLICKS DCPHS Applaataon

Sagrature of Deaployee

Do ol waml o apply this sunvey o other dotes of the same rassscon that you hod with us? 0 Yes O No
IV yes, please provicle the dates and trine below snd Bave i segnesd o sour conlirmsation (Yon may s coin sheet, i necessary )

Date assd Tame: Signature

Naote:

Flewa keop thix document sl Tirwars] e LETERS HO an 2026, o Costomer Managemen Departiment, CPCD

A.2.2. Pen and Paper Survey Questionnaire (Filipino)
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Client ControiNo: _ __ . ____
{Branch plus sequence. Bx: Alabang-001}

Satisfaction Measurement

TULUNGAHN MO KAMI MAS MAPABUT] ANG AMING MGA PROSESD AT SERBISYO!

ang Client satigfocton Measurament {CEM) oy naglalayong masubaybayan ang karanasan ng taumbayan hinggil
50 konliang pokkipogtronsoksyon =0 Mga onggopan ng gobyerno. Makotutulong ang inyeng kasoguton ukol so
Inyong noging korenasan sa kotatapos lamang no transaksyon, upang mas mapabuti of lakong mapahusay ang
aming serbisyo publiko. Ang personal no impormasyon na lyong ibobahagi oy monanatiling kumpldensyal. Maoard
ring piliin no hindi sogutan ong sorbey na ino.

Il Patzang transaksyan:
Patsang sarbey: Oras na sinimulan ang sarbay:
Wasarkam: [ Lolaki O Bobae Kotayuang Siblt  ['walang Asowa 1 Kazal
L1 Hiwalay [ Blyudo/Biyuda
Url ng Kifyente: [ Mamomayan [l Negoayo [ Gobyeme (Empleyado o Ahansya)

Edukasyon: [1'Walang Pormal na Edukasyon 1 llang Elementarya
[ Elemnentary Groduate 1 liang High School
[ Nokapagtapos ng High Schoal T llang Baskasyonal
[ Nokapagtapos ng Bokasyonal ] ang Kodehiyo
[ Nokapagtopas ng Kolehlyo 1 Past Gradweyt
Katayuan sa Trabako: 0 Nog-oaral [ Magtotrabaho

[1 Magtatraboho/Mog-oaral - CHind nogtotrababe/hidi nag-oaral

Rehiyon: Uring tr yon or serbisy
Mobils Number: Emaii: {optional)

PANUTO: Lagyan ng teek (') ang iyong sogot =a mga susunod na katonungaon tungkol sa Citizen's Charter {CC). o
oy lzong opigyal na dokumento na naglalaman ng mga serbisyo sa izang ohensiya/opising ng gobyema, mokikita
rite ong miga kinokaliangan na dokurmento, kaukuiang bayorin, at pengkabulong oras Ng pOgRroseso.

CCL Alin 50 Mg SUMUSLNO ang nogiianewan sa yong koalaman sa CCF
L1 Alamm ko ang CC at nokita ko ito sa naopuntahang oplzing,
[ 2 Alamn ko ang CC pero hindl ko it nakita o nopuntang oplsing
[ 3 Kolaman ko ang CC nang makita ko ito s0 nopuntahang opising
[0 4. Hindi ko glom kung ano ang CC ot walo akong nokita sa nopuntohang oplsing

{Lagyan ng teak ang ‘M A’ 20 CC2 at CCA kapog ito ang lyong sogot)
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CCZ kung olom ong CC (Nog-tsek sa opsyon 1-3 so ©C1), masasabl mo ba na ang CC nong nopuntohong opising

Oy

31, Miodalineg ok to

12 Medyo madaling makita

[0 3 Mohirop mokita

CC3. Kung alam ang CC (nag-tsek sa opsyon -3 ga CC1), goono nakatuiong ang CC 20 transakeyon mo?

11 Sobrong nokotidong

[0 2 Nakatulong naman

T4 NfA

15 Nfa

[1 3 Hindl rokatulong

14 Hindl makita

PANUTO: Pora sa 500 O-E, logyon ng teek () ang hanay na pinakoangkop sa iyong sagot.

L

Lobis na
SUMGEang
~yyon

au
-
e

Sumasang
~gyon

Walang
kinlkilingan

L]
Hirechi
Suasang
-ayon

L

Lubos no
hindi
SUMGEang
-ayaon

Hia

Hot
Applicabla

SQDO. Nosiyohon oko sa sertlsyo
o aking natonggap 50
napuntahan na tonggapan.

$QDL Makatwiran ang oros na
aking ginugal pora =0 pagproseso
ng aking transaksyon.

$QD2. Ang opling oy sumusuncd
50 mga dnckallangang
dokuments ot mga hokbang batay
50 Impormasyorg ibinlgay.

S0D3. Amg mgo hakbong  =a
pogprosess, kasama  no ang
pogbayod ay madali at simple
larnang.

S0D4. Mobilz at madoll akong
nakahonop ng  Impommosyon
tungkol 5a aking transoksyon mula
50 opising o a0 website nito.

SO0DS.  Nogbaoyod ok ng
rrakatwirang hologa para sa oking
transaksyon. (Kung ong serisyo ay
IBiregay ng libre, magiogay ng ek
s haray ng Nfa)

SQD6. Pokiramdom ko oy potos
ang oplsing sa lohot o “walang
palokozan’, so aking transoksyon.
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LN

Lokdis no
SUMMEEOng
-ayon

Sumasang
-ayon

Walang
kinlkilingan

Hirechi
SUTIIE0Ng
~ayon

Lubos no
hingi
aumasang
-oyon

rfa

Mot
Applicable

$0D7. Magolong okong trinato ng
rrga tauhan, at (kung sakall ako ay
humingl ng tulong) alam ko na sika
ay handang turnsong sa akin.

SQDE. Nakuha ko ang
kinokallangan ko mulo sa
tanggopan ng  gobyemo,  kung
tiramggthoan man, ito ay sopat na
|pinalbwanog sa okin.

SQDA.L Pantay ot may paggakang
ang pagtrats ng mga tauhon sa
lohat ng kiyente, onuman ang
edad, tsurg, o kokayahan.

QD92 Ipinakita ng mgo tauhon
ong posensyd ot pang-unawa sa
mga kiiyentendg rmday kahiropan sa
kormundkosyon o pog-unawa,

SQDA.3. Ibinigoy ang sarbisyo sa
pargang isinozoalang-alang ang
leat iang kaoligiran at espesyal na
pongongaiiongan.

S0D8.4. Nogsumikap ang oplsing
na moging maogiw ot walong
diskrirminasyon sa lohot ng kiivente.

5QD4.5. Kumportable ot tonggop
ang oking pakiramdam ga buong
Intarakshyon, kahit pa may espasyal
akong bolagayan o kakhilingan.

SODI0.L Ang opising oy mday mga
posiidod  (hal, rompa,  rehaos,
malolawok na pasukan) para sa
miga may suliranin sa paggaliaw,

SQDI0.2. May malinaw at madaling
makito na mgo palotandaan para
gobayon ang lshat ng kiyents,
kabllong ang moy kopansanan
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SQDW.3. Moy  nokotologang
countsr o prayoridod na linya para
50 nokototanda, buntis, at may
kapansanan.

Labizs no
SUMOEaNg

=ayan

SUMasang
~myon

Walang
kinlkilingan

(X
-

Hirvdhi
EUW\DSDI'Ig
-ayon

Lubwrs 7
hindi
SUMEEang
~aryon

NiA

Applicable

SODI0.4. Nakokuho oko ng serbleyo
nareg rindi Kinakaliongang
gumamit ng digitol no plotoporma
kung mas gusto ko ng personal na
tulonsgg.

SOD10.5. Nog-alok ng tlong ang
mga  louhon kOpog  NOpOonsin
nilong akc o Ibang kiyente ay
nangangadangon ng gabay so
opisina.

SQDNLIL Ang kalidad ng serbisyo na
oking natonggap =a tanggapang
fto oy kapareho ng so lbong
tanggopang okirg napuntafon.

SQDN.2. Ang kalided ng kaoranason
na aking natanggap 50
tanggapang b ay kaparsho ng sa
IBang mga tanggopan ng UCPBS,

SQDA.A. Ang mga touhan =0 ibat
lbong tonggopan ng UCPES ay
sumusunod 81 parshong  mMga
pOMAamarsan at patakanan.

SQDNL4. Ang plzlkal na anyo ng
tanggopang ito ay koparsho ng o
Ibang tanggopang aking
napuntohan

SQDMN.S. Kahit soong tanggapan
oko pumunta, kampants akong
makototangoop ako ng porehong
antos ng serblsyo.

Mga subestivon kung poanc pa mapapabuti pa ang aming mga serbisyo (cpayonal);

MARAMING SALAMAT!
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Oras i natapos ang sarbey:

Poraan rg pog sarbey (pumill ng isa):
[ Pagsagot sa Papsl
Firmix (Para sa walk-In o visited clients)

[ Telepons

Pangaian at pirma ng nogpo sorbey:

Petsa ot oras ng paglipat so CLUCKS UCPBS Application:
Firma ng Empleyado:

MNais mo bang gamitin ang sarbey na ito bilong sarbey sa parehong tronsakyon na iyong ginawa sa ibang
petso at pagkakatoon?

0 0o 00 Hindi

Kung oo, pakilogay ang ong mga petsa sa iboba at ang iyong pirma bilang pagkompirma (Maaaring
gurmarmit ng ekstrang papel, kung kinakailangan):

Petsa ot Oras: Pirma

Paahaka:

ftoge ang dokumentong ito ot iposa so UCPES HO 20 2026, 80 pangangalega ng Customsr Management Department,
CPCO.
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C

B. List including Central, Regional, and Satellite Offices
Covered (if consolidated)

Branch Name Category
Alabang Branch Branch
Alaminos Branch Branch
Alfonso Branch Branch
Aloran Branch Branch
Atimonan Branch Branch
Bacolod Branch Branch
Banaue Manila Branch Branch
Batac, llocos Norte Branch Branch
Borongan Branch Branch
Bulua Branch Branch
Cagayan De Oro Branch Branch
Calauag Branch Branch
Candelaria Branch Branch
Caramoan Branch Branch
Davao Branch Branch
Dipolog Branch Branch
Escalante Branch Branch
Glan Branch Branch
Goa Branch Branch
lloilo Branch Branch
La Castellana Branch Branch
La Trinidad Branch Branch
Lamitan Branch Branch
Librnanan Branch Branch
Lingayen Branch Branch
Lucban Branch Branch
Mabalacat, Pampanga Branch Branch
Malolos, Bulacan Branch Branch
Metropolitan Branch Branch
Morong Branch Branch
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Branch Name Category
Naga Cebu Branch Branch
Nagcarlan Branch Branch
Numancia Branch Branch
Ormoc City, Leyte Branch Branch
Pili Branch Branch
Puerto Princesa Branch Branch
Sablayan Branch Branch
San Jose, Batangas Branch Branch
Sindangan Branch
Sogod Branch Branch
Sta. Ignacia Branch Branch
Sta. Rosq, Laguna Branch Branch
Tagum City Branch Branch
Tanay Branch Branch
Tanza Branch Branch
Tayabas Branch Branch
Tiaong Branch Branch
Tuburan Branch Branch
Bacnotan Branch Lite Lite
Calapan Branch Lite Lite
Daraga Branch Lite Lite
Gandara Branch Lite Lite
llagan Branch Lite
Kabasalan Branch Lite-Formerly Laguindingan Lending Lite
Nueva Ecija Branch Lite Lite
Orion Branch Lite Lite
Palo Branch Lite
Prosperidad Branch Lite-Formerly Sindangan Lending Lite
Rizal Ave Branch Lite
San Jose Antique Branch Lite Lite
Butuan Lending Office Lending
Malaybalay Lending Office Lending
Zamboanga Lending Office Lending
ARMD H.O
CAID H.O
CAMC H.O
CLD H.O
FATMD H.O
HRGSD H.O
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C

UCPB

Branch Name Category
LDD H.O
LOD H.O
Treasury H.O

C.CSM Results of Each Central, Regional, and Satellite
Offices Covered (if consolidated)

1. Response rates of each office

Branch Name Category fotl sranch Response Rate
Responses Target

Alabang Branch Branch 43 98 43.88%
Alaminos Branch Branch 262 161 162.73%
Alfonso Branch Branch 141 120 117.50%
Aloran Branch Branch 132 132 100.00%
Atimonan Branch Branch 325 195 166.67%
Bacolod Branch Branch 8 105 7.62%

Banaue Manila Branch Branch 2] n7 17.95%
Batac, llocos Norte Branch Branch 231 172 134.30%
Borongan Branch Branch 153 109 140.37%
Bulua Branch Branch 99 124 79.84%
Cagayan De Oro Branch Branch 69 58 118.97%
Calauag Branch Branch 1089 701 155.35%
Candelaria Branch Branch 46 69 66.67%
Caramoan Branch Branch 8 129 6.20%

Davao Branch Branch 195 148 131.76%
Dipolog Branch Branch 176 140 125.71%
Escalante Branch Branch 126 209 60.29%
Glan Branch Branch 188 164 114.63%
Goa Branch Branch 176 170 103.53%
lloilo Branch Branch 106 193 54.92%
La Castellana Branch Branch 46 85 54.12%
La Trinidad Branch Branch 128 151 84.77%
Lamitan Branch Branch 36 145 24.83%
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Total Branch
Branch Name Category Response Rate
Responses Target
Libmanan Branch Branch 173 144 120.14%
Lingayen Branch Branch 129 18 109.32%
Lucban Branch Branch 154 143 107.69%
Mabalacat, Pampanga Branch Branch 306 180 170.00%
Malolos, Bulacan Branch Branch 107 119 89.92%
Metropolitan Branch Branch 18 103 17.48%
Morong Branch Branch 54 119 45.38%
Naga Cebu Branch Branch 62 185 33.51%
Nagcarlan Branch Branch 36 27 133.33%
Numancia Branch Branch 184 126 146.03%
Ormoc City, Leyte Branch Branch 58 110 52.73%
Pili Branch Branch 277 187 148.13%
Puerto Princesa Branch Branch 206 187 110.16%
Sablayan Branch Branch 153 209 73.21%
San Jose, Batangas Branch Branch 155 143 108.39%
Sindangan Branch 30 137 21.90%
Sogod Branch Branch 72 148 48.65%
Sta. Ignacia Branch Branch 292 252 115.87%
Sta. Rosq, Laguna Branch Branch 149 103 144.66%
Tagum City Branch Branch 107 45 237.78%
Tanay Branch Branch 38 440 8.64%
Tanza Branch Branch 125 107 116.82%
Tayabas Branch Branch 560 498 112.45%
Tiaong Branch Branch 301 281 107.12%
Tuburan Branch Branch 52 17 44.44%
Bacnotan Branch Lite Lite 848 94 902.13%
Calapan Branch Lite Lite 97 86 12.79%
Daraga Branch Lite Lite 178 85 209.41%
Gandara Branch Lite Lite 6 104 5.77%
llagan Branch Lite 20 72 27.78%
Kabasalan Branch Lite-Formerly
Laguindingan Lendin Lite 53 19 278.95%
Nueva Ecija Branch Lite Lite 6 105 5.71%
Orion Branch Lite Lite 47 145 32.41%
Palo Branch Lite 20 79 25.32%
Prosperidad Branch Lite-Formerly
Sindangan Lending Lite 6 27 22.22%
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Total Branch
Branch Name Category Response Rate
Responses Target
Rizal Ave Branch Lite 23 143 16.08%
San Jose Antique Branch Lite Lite 63 75 84.00%
Butuan Lending Office Lending 25 124 20.16%
Malaybalay Lending Office Lending 32 16 200.00%
Zamboanga Lending Office Lending 20 12 166.67%
ARMD H.O 67 128 52.34%
CAID H.O 625 1393 44.87%
CAMC H.O 9 12 75.00%
CLD H.O 506 286 176.92%
FATMD H.O 392 351 111.68%
HRGSD H.O 475 587 80.92%
LDD H.O 2635 803 328.14%
LOD H.O 2512 615 408.46%
Treasury H.O 697 611 114.08%

2. Citizen’'s Charter results of each office

On Citizen’s Charter Awareness

External Internal
I know Ilearned 1do not 1 know I know Overall
Ilearned 1do not cC
what a whataCC oftheccC know what a whataCC
. . ) External ) . ) of the CC know what a
CCis, is, but I did only what a cC CCis, is, but I did . Internal Aware
. Awaren only when CCis,and|
and | NOT see when | is,and || and | NOT see . . Awareness ness
. . . . ess . . I saw this did not see
saw this this saw this did not saw this this . . . Score Score
. . . ) Score . . . . office's one in this
office’'s office’'s office’'s seeonein office's office's . (o )
. i CcC. office. o
CcC. CcC. CcC. this office. ccC. CcC.
BANK BRANCH
Alaban
9 8 0 35 0 100.00% 100.00%
Branch
Alaminos
228 20 12 2 99.24% 99.24%
Branch
Alfonso
101 0 40 0 100.00% 100.00%
Branch
Aloran
132 0 0 0 100.00% 100.00%
Branch
Atimonan
276 4 42 3 99.08% 99.08%
Branch
Bacolod
5 1 1 1 87.50% 87.50%
Branch
Banaue
Manila 10 0 n 0 100.00% 100.00%
Branch
Batac,
229 2 0 0 100.00% 100.00%
llocos
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External Internal
I know I know Ilearned 1do not I know I know
Ilearned 1do not
what a whataCC ofthe CC know External what a whataCC of the CC know what a
Branch CCis, is, but I did only whataccC CCis, is, but I did . Internal
. Awaren only when CCis,and|
Name and | NOT see when | is,and|1 and | NOT see . 3 Awareness
. . . . ess . 3 I saw this did not see
saw this this saw this did not saw this this . . . . Score
. . . . . . . Score . . . . office’s one in this
office’s office’s office’s seeonein office’'s office’s .
. . CcC. office.
CccC. CccC. CccC. this office. ccC. CcC.
Norte
Branch
Bor:
orongan 126 0 27 0 100.00% 100.00%
Branch
Bul
uiua 88 0 1 0 100.00% 100.00%
Branch
Cagayan
De Oro 65 2 2 0 100.00% 100.00%
Branch
Calaua
9 872 9 207 0 100.00% 1 0 0 0 100.00% 100.00%
Branch
Candelari
anaetar 42 1 3 0 100.00% 100.00%
a Branch
C
aramoan 5 0 3 0 100.00% 100.00%
Branch
D
avao 161 3 27 4 97.95% 97.95%
Branch
Dipol
Polog 147 0 29 0 100.00% 100.00%
Branch
E lant
scalante 19 0 6 1 99.21% 99.21%
Branch
lan
Gla 176 1 il 0 100.00% 100.00%
Branch
Goa 153 1 16 6 96.59% 96.59%
Branch
lloil
ot 83 5 12 6 94.34% 94.34%
Branch
La
Castellana 34 4 7 1 97.83% 97.83%
Branch
La Trini
a Trinidad 107 8 8 5 96.09% 96.09%
Branch
Lamit
amitan 33 2 1 0 100.00% 100.00%
Branch
Lib
fomanan 156 4 4 9 94.80% 94.80%
Branch
U
ingayen 129 0 0 0 100.00% 100.00%
Branch
Lucban
137 6 4 7 95.45% 95.45%
Branch
Mabalacat
! 285 3 15 3 99.02% 99.02%
Pampang
a Branch
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External Internal
I know I know Ilearned 1do not I know I know
Ilearned 1do not
what a whataCC ofthe CC know External what a whataCC of the CC know what a
Branch CCis, is, but I did only whataccC CCis, is, but I did . Internal
. Awaren only when CCis,and|
Name and | NOT see when | is,and|1 and | NOT see . 3 Awareness
. . . . ess . 3 I saw this did not see
saw this this saw this did not saw this this . . . . Score
. . . ) Score . . . . office's one in this
office’s office’s office’s seeonein office’'s office’s .
. . CcC. office.
CC. CC. CC. this office. cC. CC.
Malolos,
Bulacan 87 0 20 0 100.00% 100.00%
Branch
Met lit
etropol 12 5 0 1 94.44% 94.44%
an Branch
M
orong 54 0 0 0 100.00% 100.00%
Branch
Naga
Cebu 47 2 10 3 95.16% 95.16%
Branch
N |
agearian 5 5 19 7 80.56% 80.56%
Branch
N X
umaneia g9 0 5 0 100.00% 100.00%
Branch
Oormoc
City, Leyte 35 0 22 1 98.28% 98.28%
Branch
Pili Branch 160 0 15 1 99.64% 1 0 0 0 100.00% 99.82%
Puerto
Princesa 198 1 5 2 99.03% 99.03%
Branch
|
Sablayan 128 4 19 2 98.69% 98.69%
Branch
San Jose,
Batangas 143 1 n 0 100.00% 100.00%
Branch
Sindangan 17 0 13 0 100.00% 100.00%
sogod 59 0 9 4 94.44% 94.44%
Branch
Sta.
Ignacia 280 0 12 0 100.00% 100.00%
Branch
Sta. Rosaq,
Laguna 138 0 1 0 100.00% 100.00%
Branch
Tagum
City 79 0 28 0 100.00% 100.00%
Branch
T
anay 35 0 3 0 100.00% 100.00%
Branch
T
anza 124 0 1 0 100.00% 100.00%
Branch
Tayabas
296 0 264 0 100.00% 100.00%
Branch
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External Internal
I know I know Ilearned 1do not I know I know
Ilearned 1do not
what a whataCC ofthe CC know External what a whataCC of the CC know what a
Branch CCis, is, but I did only whataccC CCis, is, but I did . Internal
. Awaren only when CCis,and|
Name and | NOT see when | is,and|1 and | NOT see . 3 Awareness
. . . . ess . 3 I saw this did not see
saw this this saw this did not saw this this . . . . Score
. . . ) Score . . . . office's one in this
office’s office’s office’s seeonein office’'s office’s .
. . CcC. office.
CC. CC. CC. this office. cC. CC.
Tiaon
‘aong 270 0 22 9 97.01% 97.01%
Branch
T ran
ubura 48 3 1 0 100.00% 100.00%
Branch
BRANCH LITES
Bacnotan
. 832 1 15 0 100.00% 100.00%
Branch Lite
Calapan
P . 87 2 8 0 100.00% 100.00%
Branch Lite
Daraga
9 . 154 0 23 1 99.44% 99.44%
Branch Lite
Gandara
. 6 0 0 0 100.00% 100.00%
Branch Lite
llagan
9 10 1 9 0 100.00% 100.00%
Branch
Kabasalan
Branch
Lite-
e 44 ! 7 1 98.11% 98.11%
Formerly
Laguinding
an Lendin
Nueva
Ecija 6 0 0 0 100.00% 100.00%
Branch Lite
rion
orio . 47 0 0 0 100.00% 100.00%
Branch Lite
Pal
alo 17 2 1 0 100.00% 100.00%
Branch
Prosperida
d Branch
Lite-
e 6 0 0 0 100.00% 100.00%
Formerly
Sindangan
Lending
Rizal Ave
21 0 2 0 100.00% 100.00%
Branch
San Jose
Antique 63 0 0 0 100.00% 100.00%
Branch Lite
LENDING OFFICES
Butuan
Lending 25 0 0 0 100.00% 100.00%
Office
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External Internal
I know I know Ilearned 1do not I know I know
Ilearned 1do not
what a whataCC oftheccC know External what a whataCC of the CC know what a
Branch CCis, is, but I did only whataccC CCis, is, but I did . Internal
. Awaren only when CCis,and|
Name and | NOT see when | is,and|1 and | NOT see . 3 Awareness
. . . . ess . 3 I saw this did not see
saw this this saw this did not saw this this . . . . Score
. . . ) Score . . . . office’'s one in this
office’s office’s office’s seeonein office’'s office’s .
. . CcC. office.
CC. CC. CC. this office. cC. CC.
Malaybala
y Lending 30 1 1 0 100.00% 100.00%
Office
Zamboang
a Lending 14 4 2 0 100.00% 100.00%
Office
HEAD OFFICES
ARMD 65 0 2 0 100.00% 100.00%
CAID 521 5 85 14 97.76% 97.76%
CAMC 3 0 0 6 33.33% 33.33%
CLD 172 7 151 12 77.87% 77.87%
FATMD 380 6 6 0 100.00% 100.00%
HRGSD 5 0 0 0 100.00% 376 10 79 5 98.94% 99.47%
LDD 219 102 28 157 68.97% 1679 370 63 17 99.20% 84.09%
LOD 125 0 0 7 94.70% 804 1224 352 0 100.00% 97.35%
Treasury 582 n5 0 0 100.00% 100.00%

On Citizen’'s Charter Visibility

External Internal Overall
Branch h 1 h 1 cc
Somewhat Not Externa Eas Somewhat Not Interna . s ere
Name easy to Difficult visible N/A | Visibilit toy easy to Difficult visible NJ/A Visibilit Visibility
Y to see 4 Y to se Y score
use atall Score see use atall Score (,,o)
BANK BRANCH
Alaban
9 42 1 0 0 0 | 9767% 97.67%
Branch
Alaminos
214 21 0 13 14 86.29% 86.29%
Branch
Alfonso
105 34 0 0 2 75.54% 75.54%
Branch
Aloran
132 0 0 0 0 100.00% 100.00%
Branch
Atimonan
282 38 1 2 2 87.31% 87.31%
Branch
B lod
dacolo 5 2 0 0 1| 743% 71.43%
Branch
Banaue
Manila 7 14 0 0 0 33.33% 33.33%
Branch
Batac, llocos
219 12 0 0 0 94.81% 94.81%
Norte Branch
Borongan
9 147 6 0 0 0 96.08% 96.08%
Branch
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External Easy Somewhat

C

Internal

Overall
cC

Visibility

Name to easy to N/A | Visibility to easy to N/A  Visibility o oo
see use Score see use Score 5
(%)
Bulua Branch 96 3 0 96.97% 96.97%
C
agayanbe |4, 2 0 97.10% 97.10%
Oro Branch
Calaua
uag 1062 25 0 97.61% 1 0 100.00% 98.81%
Branch
Candelari
andelaria 44 2 0 95.65% 95.65%
Branch
Caramoan
8 0 0 100.00% 100.00%
Branch
D
avao 176 12 0 92.63% 92.63%
Branch
Dipol
Ipolog 168 8 0 95.45% 95.45%
Branch
E lant
scalante 121 1 0 99.18% 99.18%
Branch
Glan Branch 178 10 0 94.68% 94.68%
Goa Branch 169 1 0 99.41% 99.41%
lloilo Branch 91 9 0 91.00% 91.00%
La Castellana | 35 8 0 81.40% 81.40%
Branch
La Trinidad
a Trinida 102 19 1 82.93% 82.93%
Branch
L it
amitan 34 2 0 94.44% 94.44%
Branch
Lib
fomanan 140 21 3 85.37% 85.37%
Branch
i
ingayen 124 5 0 96.12% 96.12%
Branch
Lucban
138 3 n 90.79% 90.79%
Branch
Mabalacat,
Pampanga 286 16 0 94.70% 94.70%
Branch
Malolos,
Bulacan 98 9 0 91.59% 91.59%
Branch
Met lit
etropoltan 14y 5 0 70.59% 70.59%
Branch
M
orong 52 2 0 96.30% 96.30%
Branch
N Ceb
aga Lebu 52 7 0 88.14% 88.14%
Branch
Nagcarlan
9 29 0 0 100.00% 100.00%
Branch
N -
umancid 175 9 0 95.1% 95.1%
Branch
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External Internal Overall
Branch h 1 h 1 cc
Eas Somewhat Not External Eas Somewhat Not Interna T
Name toy easy to I visible N/A | Visibilit toy easy to i I visible NJ/A Visibilit Visibility
y to see Y Y to see Y score
see use atall Score see use atall Score (%)
(6] Cit
Moty 1 gg 1 ] 0 0 | 96.55% 96.55%
Leyte Branch
Pili Branch 204 54 18 0 0 73.91% 1 0 0 0 100.00% 86.96%
Puerto
Princesa 194 1 0 0 1 94.63% 94.63%
Branch
Sabl
ablayan 145 5 ] 0 2 | 96.03% 96.03%
Branch
San Jose,
Batangas 150 5 0 0 0 96.77% 96.77%
Branch
Sindangan 30 0 0 0 0 100.00% 100.00%
Sogod
9 63 5 0 0 4 92.65% 92.65%
Branch
Sta. | i
o 1gnacia - Hgy 0 0 0 0 | 100.00% 100.00%
Branch
Sta. Rosaq,
Laguna 133 16 0 0 0 89.26% 89.26%
Branch
Tagum Cit
9 Y| 02 5 0 0 0 | 9533% 95.33%
Branch
T
andy 38 0 0 0 0 | 100.00% 100.00%
Branch
Tanza Branch 125 0 0 0 0 100.00% 100.00%
Tayabas
Y 306 254 0 0 0 | 5464% 54.64%
Branch
Ti
‘aong 280 12 0 0 9 | 95.89% 95.89%
Branch
T n
ubura 48 4 0 0 0 | 9231% 92.31%
Branch
BRANCH LITES
B t
aenotan 840 7 1 0 0 | 99.06% 99.06%
Branch Lite
|
Calapan 84 13 0 0 0 | 86.60% 86.60%
Branch Lite
Daraga
9 R 155 20 3 0 0 87.08% 87.08%
Branch Lite
Gand
andara 6 0 0 0 0 | 100.00% 100.00%
Branch Lite
1l
agan 13 1 0 0 6 | 9286% 92.86%
Branch
Kabasalan
Branch Lite-
Formerly 47 5 1 0 0 88.68% 88.68%
Laguindingan
Lendin
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External Internal Overall
Branch Easy Somewhat Not External Easy Somewhat Not Internal . cc
Name to easy to Difficult visible N/A | Visibility to easy to Difficult visible N/A Visibility Visibility
to see to see Score
see use atall Score see use atall Score (%)
Nueva Ecija . .
Branch Lite 6 0 0 0 0 100.00% 100.00%
Stneon Branch 45 2 0 0 0 95.74% 95.74%
Palo Branch 14 5 1 0 0 70.00% 70.00%
Prosperidad
Branch Lite-
Formerly 6 0 0 0 0 100.00% 100.00%
Sindangan
Lending
Rizal Ave 2 2 0 0 0 | 91.30% 91.30%
Branch
San Jose
Antique 61 2 0 0 0 96.83% 96.83%
Branch Lite
LENDING OFFICES
Butuan
Lending 25 0 0 0 0 100.00% 100.00%
Office
Malaybalay
Lending 32 0 0 0 0 100.00% 100.00%
Office
Zamboanga
Lending 17 2 0 0 1 89.47% 89.47%
Office
HEAD OFFICES
ARMD 0 0 0 0 0 67 0 0 0 0 100.00% 100.00%
CAID 0 0 0 0 0 471 97 38 0 19 77.72% 77.72%
CAMC 0 3 0 0 6 0.00% 0.00%
CLD 150 243 1 0 12 38.07% 38.07%
FATMD 0 0 0 0 0 380 12 0 0 0 96.94% 96.94%
HRGSD 0 0 0 0 5 370 80 6 0 14 81.14% 81.14%
LDD 232 14 4 0 256 92.80% 1608 107 25 0 389 92.41% 92.61%
LOD 118 7 0 0 7 94.40% 724 608 0 0 1048 | 54.35% 74.38%
Treasury 490 92 0 1 114 84.05% 84.05%

On Citizen’s Charter Helpfulness

External ‘ Internal
Branch Did External Helped

Somewhat
helped

Somewhat
Name not N/A Helpfulness | Very

helped
P help Score Much

BANK BRANCH

Did
not
help

Internal
N/A Helpfulness

Score

OverallCC
Helpfulness
score (%)
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External ‘ Internal
T T OverallCC
Branch Helped Did External Helped Did Internal
Somewhat Somewhat Helpfulness
Name Very not N/A Helpfulness | Very not N/A Helpfulness
helped helped score (%)
Much help Score Much help Score
Alabang 42 1 0 0 97.67% 97.67%
Branch
Alami
aminos 206 3l 2 | 23 86.19% 86.19%
Branch
Alfonso
104 37 0 0 73.76% 73.76%
Branch
Al
oran 132 0 0 0 100.00% 100.00%
Branch
Ati
fmonan 268 54 o | 3 83.23% 83.23%
Branch
B lod
acolo 4 3 0 ] 57.14% 57.14%
Branch
Banaue
Manila 9 12 0 0 42.86% 42.86%
Branch
Batac, Il
arac, 1ocos - yog 6 o | o 97.40% 97.40%
Norte Branch
B
orongan 143 10 o | o 93.46% 93.46%
Branch
Bulua Branch 99 0 0 0 100.00% 100.00%
C D
agayan oe | gg ] o | o 98.55% 98.55%
Oro Branch
|
Calauag 937 150 0 1 86.20% 1 0 0 0 100.00% 93.10%
Branch
ari
Candelaria 45 ] o | o 97.83% 97.83%
Branch
Caramoan 8 0 0 0 100.00% 100.00%
Branch
D
avao 17 19 0 5 90.00% 90.00%
Branch
Dipol
polog 168 7 o | 1 96.00% 96.00%
Branch
E lant
scalante n8 7 0 1 94.40% 94.40%
Branch
Glan Branch 181 7 0 0 96.28% 96.28%
Goa Branch 140 30 0 6 82.35% 82.35%
lloilo Branch 94 6 0 6 94.00% 94.00%
La Castellana 39 6 0 1 86.67% 86.67%
Branch
La Trinidad
a frinida 10 1 o | 7 90.91% 90.91%
Branch
L it
amitan 35 ] o | o 97.22% 97.22%
Branch
Lib
fomanan 108 56 o | o 65.85% 65.85%
Branch
tingayen 126 3 o | o 97.67% 97.67%
Branch
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External ‘ Internal
T T OverallCC
Branch Helped Did External Helped Did Internal
Somewhat Somewhat Helpfulness
Name Very not N/A Helpfulness | Very not N/A Helpfulness
helped helped score (%)
Much help Score Much help Score
L
ucban 140 9 3 | 2 92.1% 92.1%
Branch
Mabalacat,
Pampanga 250 31 19 6 83.33% 83.33%
Branch
Malolos,
Bulacan 98 9 0 0 91.59% 91.59%
Branch
Met i
etropolitan 16 0 0 2 100.00% 100.00%
Branch
M
orong 51 3 0 0 94.44% 94.44%
Branch
Naga Cebu 46 13 ] 2 76.67% 76.67%
Branch
N |
agearian 10 17 2 | 7 34.48% 34.48%
Branch
Numancia 175 9 o | o 95.1% 95.1%
Branch
ormoc City, 46 1l ] 0 79.31% 79.31%
Leyte Branch
Pili Branch 143 132 0 1 52.00% 1 0 0 0 100.00% 76.00%
Puerto
Princesa 186 5 0 15 97.38% 97.38%
Branch
Sablayan 138 15 0 0 90.20% 90.20%
Branch
San Jose,
Batangas 145 10 0 0 93.55% 93.55%
Branch
Sindangan 30 0 0 0 100.00% 100.00%
sogod 65 3 o | 4 95.59% 95.59%
Branch
ta. | i
sta. Ignacia 276 16 o | o 94.52% 9452%
Branch
Sta. Rosaq,
Laguna 131 14 0 4 90.34% 90.34%
Branch
Tagum City 107 0 o | o 100.00% 100.00%
Branch
T
anay 36 2 o | o 94.74% 94.74%
Branch
Tanza Branch m 14 0 0 88.80% 88.80%
Tayabas 300 260 o | o 53.57% 53.57%
Branch
Ti
‘aong 254 36 o | m 87.59% 87.59%
Branch
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External ‘ Internal
T T OverallCC
Branch Helped Did External Helped Did Internal
Somewhat Somewhat Helpfulness
Name Very Helpfulness | Very not N/A Helpfulness
helped helped score (%)
Much Score Much help Score
Tuburan 50 2 o | o 96.15% 96.15%
Branch
BRANCH LITES
Bacnotan 841 7 o | o 99.17% 99.17%
Branch Lite
Cal
“ apan' 80 17 0 0 82.47% 82.47%
Branch Lite
D
araga . 154 24 0 0 86.52% 86.52%
Branch Lite
andarq 6 0 0 0 100.00% 100.00%
Branch Lite
llagan 10 4 o | 6 71.43% 71.43%
Branch
Kabasalan
Branch Lite-
Formerly 48 5 0 0 90.57% 90.57%
Laguindingan
Lendin
Nueva E?”G 6 0 0 0 100.00% 100.00%
Branch Lite
Orion Branch |, 0 o | o | 10000% 100.00%
Lite
Palo Branch 18 2 0 0 90.00% 90.00%
Prosperidad
Branch Lite-
Formerly 6 0 0 0 100.00% 100.00%
Sindangan
Lending
Rizal Ave 19 3 1| o 82.61% 82.61%
Branch
San Jose
Antique 63 0 0 0 100.00% 100.00%
Branch Lite
LENDING OFFICES
Butuan
Lending 25 0 0 0 100.00% 100.00%
Office
Malaybalay
Lending 31 1 0 0 96.88% 96.88%
Office
Zamboanga
Lending 18 1 0 1 94.74% 94.74%
Office
HEAD OFFICES

ARMD 67 0 0 0 100.00% 100.00%
CAID 464 142 0 19 76.57% 76.57%
CAMC 3 0 0 6 100.00% 100.00%
CLD 163 221 0 122 42.45% 42.45%
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External ‘ Internal
5 5 OverallCC
Branch Helped Did External Helped Did Internal
Somewhat Somewhat Helpfulness
Name Very not N/A Helpfulness | Very not N/A Helpfulness
helped helped score (%)
Much help Score Much help Score
FATMD 380 12 0 0 96.94% 96.94%
HRGSD 0 0 0 5 0.00% 369 73 6 22 82.37% 82.37%
LDD 235 1 0 260 95.563% 990 750 0 389 56.90% 76.21%
LOD 62 0 0 70 100.00% 796 536 0 1048 59.76% 79.88%
Treasury 31 92 1 293 76.98% 76.98%

Branch Name

3. SQD results of each office

SQDL1. In Terms of Responsiveness

External Internal

Neither
Agree
Nor
Disagree

Responsi

Strongl
sl veness

Strongly
Disagree

Strongly Neither Agree

Nor Disagree

Disagree

Disagree

Strongly
Disagree

Respo
nsiven

Overall

BANK BRANCH
Alabang |, o 0 0 0 o |10000 100.00%
Branch %
Alaminos 198 50 0 0 0 " 100.00 100.00%
Branch %
Alfonso | 404 | 36 1 0 0 o | 99% 99.29%
Branch %
Aloran 4z | o 0 0 0 o |09 100.00%
Branch %
AMONa | o4 | e3 0 0 0 o |09 100.00%
n Branch %
Bacolod 4 4 0 0 0 0 100.00 100.00%
Branch %
B
anaue 100.00
Manila 3 14 0 0 0 4 % 100.00%
Branch )
Batac,
llocos 16 0 o 5 0 o | 9784 97.84%
Norte %
Branch
B .
oronga na 39 0 0 0 o | 10000 100.00%
n Branch %
Bulua 99 0 0 0 0 o | 10000 100.00%
Branch %
Cagayan
De Oro 69 0 0 0 0 0 ]0?/'00 100.00%
Branch )
Calauag 1065 18 0 0 0 5 100.00 . 0 0 0 0 0 100. 100.00%
Branch % 00%
F:qndelar 97 19 0 0 0 0 100.00 100.00%
ia Branch %
Caramoa 3 5 0 0 0 0 100.00 100.00%
n Branch %

Responsiveness
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Internal

Respo

Overall

Branch Name Strongly PR STEEEO Sfrong ly Veness Strongly RO Neithe.r Agree BIEEECD SFrong ly N/A nsiven Responsiveness
Agree Disagree Score Agree Nor Disagree Disagree ess
Score
D 100.00
Br‘;‘:\ii 161 34 0 0 . 100.00%
Dipol 99.43
Bm;? 132 43 0 0 y 99.43%
E lant 51.59
:;Z:;h 58 7 29 32 . 51.59%
Glan 100.00
Bro:ch no 67 0 0 % 100.00%
Goa 100.00
143 33 0 0 100.00%
Branch %
lloilo
76 28 1 0 98.11% 98.11%
Branch
La
93.4
Castellan 32 n 0 3 % 8 93.48%
a Branch )
La
99.20
Trinidad 107 17 0 1 9 99.20%
Branch )
Lamit 97.22
;r:r']:: 32 3 0 0 ., 97.22%
Libmana 100.00
n Branch 90 83 0 0 9 100.00%
Li 99.22
;%?;in 127 1 0 1 y 99.22%
L n 99.
ucba 120 33 0 0 35 99.35%
Branch %
Mabalac
at,
100.00
Pampan 234 72 0 0 % 100.00%
ga ’
Branch
Malolos, 100.00
Bulacan 107 0 0 0 o/ 100.00%
Branch :
Metropoli 100.00
tan 18 0 0 0 o/ 100.00%
Branch :
Morong | 5, 2 0 0 10000 100.00%
Branch %
Naga
100.00
Cebu 48 14 0 0 o 100.00%
Branch °
N | 100.00
ncl'f:;:::s 3 5 0 0 y 100.00%
N i 100.00
q‘g;c::;‘z 162 22 0 0 y 100.00%
(0] 98.2
rmoc 54 3 1 0 8.28 98.28%
City, %
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External Internal
Neith . R
Branch Name Strongly PR :;r: Disanree Sfrong ly N/A Rj:::::' Strongly Jaree Neithe.r Agree Dizagres SFrong 1% n::lz.: Respz‘r’\::::ness
Agree Nor Disagree Score Agree Nor Disagree Disagree ess
Disagree Score
Leyte
Branch
Pili 100.00 100.
245 31 0 0 0 0 1 0 0 0 0 0 100.00%
Branch % 00%
Puerto
98.54
Princesa 170 33 2 1 0 0 % 98.54%
Branch )
Sabl 100.00
ablayan 131 22 0 0 0 0 100.00%
Branch %
San Jose, 100.00
Batangas 126 29 0 0 0 0 % 100.00%
Branch )
Sindanga | 4, 0 0 0 0 o | 10000 100.00%
n %
sogod 62 10 0 0 0 o | 10000 100.00%
Branch %
Sta.
100.00
Ignacia 275 17 0 0 0 0 o 100.00%
Branch )
Sta. Rosaq, 100.00
Laguna 126 23 0 0 0 0 % 100.00%
Branch )
Tagum
100.00
City 101 6 0 0 0 0 o 100.00%
Branch )
T 100.00
anay 37 1 0 0 0 0 100.00%
Branch %
T 100.00
anza 123 2 0 0 0 0 100.00%
Branch %
T 100.00
ayabas 514 46 0 0 0 0 100.00%
Branch %
Ti 100.00
‘aong 1 ogg | 13 0 0 0 0 100.00%
Branch %
Tuburan
28 20 1 3 0 0 92.31% 92.31%
Branch
BRANCH LITES
Bacnota
99.88
n Branch 809 38 1 0 0 0 % 99.88%
Lite )
Calapan
100.00
Branch 87 10 0 0 0 0 % 100.00%
Lite )
Daraga
100.00
Branch 132 44 0 0 0 2 o 100.00%
Lite )
Gandara
100.00
Branch 6 0 0 0 0 0 o 100.00%
Lite )
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External Internal
Neith . R
Branch Name Strongly D :;r: Disagree Strongly N/A Rj:::::' Strongly TS Neither Agree Disagree Strongly N/A n::lz.: Respz‘r’\::::ness
Agree 9 Nor 9 Disagree — Agree 9 Nor Disagree 9 Disagree ess
Disagree Score
Il .
agan 18 2 0 0 0 0 100.00 100.00%
Branch %
Kabasala
n Branch
Lite-
Formerly 41 1 0 0 1 0 98.11% 98.11%
Laguindi
ngan
Lendin
Nueva
Ecij .
cla 5 ! 0 0 0 o | 10000 100.00%
Branch %
Lite
Orion
100.00
Branch 45 2 0 0 0 0 % 100.00%
Lite )
Pal 100.00
alo 1 9 0 0 0 0 100.00%
Branch %
Prosperid
ad
Branch
Lite- 100.00
e 6 0 0 0 0 0 100.00%
Formerly %
Sindanga
n
Lending
Rizal A 95.65
ZALAVE |y 8 0 1 0 0 95.65%
Branch %
San Jose
Anti 100.00
nHque 1 gy 9 0 0 0 0 100.00%
Branch %
Lite
LENDING OFFICES
Butuan
100.00
Lending 25 0 0 0 0 0 % 100.00%
office )
Malaybal
a 96.
y 26 5 0 1 0 0 88 96.88%
Lending %
Office
Zamboa
nga 100.00
g. 18 2 0 0 0 0 100.00%
Lending %
Office
HEAD OFFICES
100.
ARMD ll 56 0 0 0 0 00% 100.00%
99.3
CAID 401 215 4 0 0 5 5% 99.35%
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Internal

Neither Responsi Respo overall
Branch Name Strongly Agree . Strongly P Strongly Neither Agree . Strongly / nsiven Responsiveness
Agree Nor Disagree Disagree v: ness Agree Agree Nor Disagree Disagree Disagree N/A ess
Disagree core Score
33.33
CAMC 3 0 6 0 0 0 % 33.33%
98.81
CLD 264 235 6 0 0 1 % 98.81%
93.1
FATMD 177 188 0 27 0 0 9 93.11%
100.00 96.9
HRGSD 5 0 0 0 0 0 % 320 87 8 0 5 50 0% 98.45%
93.46 105 37 | 100.
LDD 354 75 24 2 4 47 % 697 6 0 0 0 6 00% 96.73%
87.20 10 | 100.
LOD 107 2 16 0 0 7 % 44 1288 0 0 0 28 | 00% 93.60%
99.86
Treasury 576 120 1 0 0 0 % 99.86%

SQD2. In Terms of Reliability

External

Neither

A "
Strongly Agre g::e Disagre

Agree e 9 e
9 Disagre

Branch Name

Strongly
Disagre
e

Neither
Agree
Nor
Disagre
e

Responsiv
eness
Score

Strongly
Agree

N/A

Agree

Internal

Overall

Strongly Responsivene

Disagre N Responsivenes
Disagre N/A

e s Score =
e

BANK BRANCH
100.00
Alabang Branch 22 21 0 0 0 0 % 100.00%
R 100.00
Alaminos Branch 214 34 0 0 0 14 % 100.00%
100.00
Alfonso Branch n3 28 0 0 0 0 % 100.00%
Aloran Branch 132 0 0 0 0 0 100.00
% 100.00%
Atimonan Branch | 250 75 0 0 0 0 100.00
% 100.00%
100.00
B lod Branch 0 0 0 0
acolod Branc 5 3 % 100.00%
Ban Manil 100.00
anaue Manila 9 o 0 0 0 0 .
Branch % 100.00%
Batac, llocos 100.00
! 205 26 0 0 0 0
Norte Branch % 100.00%
100.00
Borongan Branch 14 39 0 0 0 0 % 100.00%
100.00
Bulua Branch 99 0 0 0 0 0 % 100.00%
Cagayan De Oro 100.00
Branch 69 ° 0 0 0 0 % 100.00%
100.00
Calauag Branch 1077 1 0 0 0 0 % 1 0 0 0 0 0 100.00% 100.00%
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Branch Name

Strongly
Agree

Agre
e

Neither

Disagre

External

Disagre
e

Strongly
Disagre
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N/A

Responsiv
eness
Score

Strongly
Agree

Neither
Agree

Agree Nor
Disagre

e

Disagre

Internal

Strongly
Disagre
e

N/A

Responsivenes
s Score

Overall
Responsivene
ss

C i -
andelaria a 5 0 0 0 0 100.00
Branch % 100.00%
C .
aramoadn 7 . 0 0 0 0 100.00
Branch % 100.00%
100.00
D Branch 179 16 0 0 0 0
avao Branc % 100.00%
Dipolog Branch 151 25 0 0 0 0 100.00
polog % 100.00%
Escalante Branch 120 6 0 0 0 0 100.00
% 100.00%
100.00
Glan B h 124 64 0 0 0 0
an Branc 9 100.00%
100.00
G B h 150 26 0 0 0 0
0a branc 9 100.00%
100.00
lloilo B h 6 20 0 0 0 0
oilo Branc 8 % 100.00%
La Castellana 34 2 0 0 0 0 10?.00
Branch % 100.00%
La Trini .
a Trinidad 122 | 6 0 0 o | o | 10000
Branch % 100.00%
100.00
Lamitan Branch 6 0 0 0 0 0
amitan Branc 3 % 100.00%
100.00
Lib B h 101 72 0 0 0 0
ibmanan Branc % 100.00%
Lingayen Branch 127 1 0 0 1 0 99.22% 99.22%
100.00
Lucban Branch n7 37 0 0 0 0 % 100.00%
Mabalacat, 100.00
Pampanga 234 72 0 0 0 0 %
Branch ) 100.00%
Malolos, Bulacan 107 0 0 0 0 0 1000.00
Branch % 100.00%
Met lit 100.00
etropolitan 18 0 0 0 0 0
Branch % 100.00%
100.00
Morong Branch 53 1 0 0 0 0 % 100.00%
Naga Cebu 100.00
Branch ol L 0 0 0 0 % 100.00%
Nagcarlan 100.00
Branch 36 0 0 0 0 0 % 100.00%
R 100.00
Numancia Branch 175 9 0 0 0 0 % 100.00%
Ormoc City, Leyte 100.00
Branch o5 8 0 0 0 0 % 100.00%
100.00
Pili Branch 253 23 0 0 0 0 1 0 0 0 0 0 100.00%
% 100.00%
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External Internal

Branch Name

Strongly

Agre

Neither
Agree

Disagre

Strongly

Responsiv

Strongly

Neither

Agree Strongly

Disagre

Overall

Responsivenes Responsivene

Nor Disagre N/A eness Agree Nor Disagre N/A =
Agree < Disagre < e Score Agree Disagre < e EScars
e
Puerto Princesa
181 24 1 0 0 0 99.51%
Branch 99.51%
100.00
Sablayan Branch 136 17 0 0 0 0 % 100.00%
San Jose, 126 29 0 0 0 0 100.00
Batangas Branch % 100.00%
Sindangan 30 0 0 0 0 0 100.00
9 % 100.00%
Sogod Branch 57 15 0 0 0 0 100.00
9 % 100.00%
Sta. Ignacia 100.00
Branch 275 7 0 0 0 0 % 100.00%
ta. R X
Sta. Rosq, Laguna 127 99 0 0 0 0 100.00
Branch % 100.00%
T i X
agum City 102 5 0 0 0 0 100.00
Branch % 100.00%
100.00
Tanay Branch 6 2 0 0 0 0
anay Branc 8 % 100.00%
Tanza Branch 125 0 0 0 0 0 100.00
% 100.00%
100.00
T Branch 27 0 0 0 0
ayabas Branc 533 % 100.00%
. 100.00
Tiaong Branch 274 27 0 0 0 0 % 100.00%
100.00
Tuburan Branch 35 17 0 0 0 0 % 100.00%
BRANCH LITES
Bacnotan Branch 100.00
Lite 8 3 0 0 0 0 % 100.00%
Calapan Branch 100.00
Lite 95 2 0 0 0 0 % 100.00%
Daraga Branch 100.00
Lite 133 42 0 0 0 8 % 100.00%
Gandara Branch 100.00
" 6 0 0 0 o | o
Lite % 100.00%
100.00
2
llagan Branch 0 0 0 0 0 0 % 100.00%
Kabasalan
Branch Lite-
100.00
Formerly 46 7 0 0 0 0 %
Laguindingan 0
Lendin 100.00%
Nueva Ecija 100.00
5 1 0 0 0 0
Branch Lite % 100.00%
100.00
. . 9
Orion Branch Lite 45 0 0 0 0 % 100.00%
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External Internal
Neither Neither
Strongl Responsiv Agree
q 9y P Strongly 9
Disagre eness Agree Nor

Overall

Strongly Responsivene

Disagre N/A
Disagre e

Branch Name Disagre Responsivenes

s Score 33

Strongly Agre Disagre
Agree e e Agree e

Disagre e Score

e

Palo Branch 15 4 1 0 95.00% 95.00%
Prosperidad
Br ite-
anch Lite 100.00
Formerly 6 0 0 0 %
sindangan 0
Lending 100.00%
Rizal Ave Branch 17 6 0 0 100.00
% 100.00%
San Jose Ar’!thue 59 4 0 0 100.00
Branch Lite % 100.00%
LENDING OFFICES
But Lendi 100.00
utuan .en ing 5 0 0 0
Office % 100.00%
Mal | 100.00
alaybalay 29 | 3| o 0
Lending Office % 100.00%
Z .
omboangq 19 . 0 0 100.00
Lending Office % 100.00%
HEAD OFFICES
ARMD 63 4 0 0 0 0 100.00% 100.00%
CAID 487 | 133 0 0 0 5 100.00% 100.00%
CAMC 3 0 6 0 33.33% 33.33%
100.00
LD 264 239 0 0
c 6 3 % 100.00%
FATMD 326 38 28 0 0 0 92.86% 92.86%
100.00
HRGSD 5 0 0 0 366 80 0 3 0 21 99.33%
% 99.67%
10
LDD 31 67 22 0 1 94.26% 1018 737 0 0 0 374 100.00%
5 97.13%
100.00 128 104
LOD 100 18 0 0 0 14 44 0 0 0 100.00%
% 8 8 100.00%
100.00
T 579 n 0 0
reasury 8 % 100.00%

SQD3. In Terms of Access and Facilities

External

Neither

Internal

Neither

Overall

LU Strongly A'g‘::e Disagre Responsive  Strongly s Ag::e Disagre sl;ir::ggz N/A Responsivenes  Responsivene
Agree Disagre e ness Score Agree T e A s Score E=
e
BANK BRANCH
Alabang Branch 22 21 0 0 100.00% 100.00%
Alaminos Branch 197 65 0 0 100.00% 100.00%
Alfonso Branch 121 19 0 0 100.00% 100.00%
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Strongly
Agree

Agre
e

Neither
Agree
Nor
Disagre
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External

Disagre
e

Strongly
Disagre

..i). peopledynamics
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N/A

Responsive
ness Score

Strongly
Agree

Neither
Agree

Agree Nor

Disagre
e

Disagre

Internal

Strongly
Disagre
e

Responsivenes

N/A
s Score

Overall
Responsivene
ss

Aloran Branch 132 0 0 0 0 0 100.00% 100.00%
Atimonan Branch 267 58 0 0 0 0 100.00% 100.00%
Bacolod Branch 4 4 0 0 0 0 100.00% 100.00%
B .
anaue Manila 8 13 0 0 o | o |10000% 100.00%
Branch
Batdc, llocos 200 | 3 0 0 o | o |10000% 100.00%
Norte Branch
Borongan Branch 14 39 0 0 0 0 | 100.00% 100.00%
Bulua Branch 99 0 0 0 0 0 100.00% 100.00%
Cagayan De Oro 69 0 0 0 0 0 100.00% 100.00%
Branch
Calauag Branch 1071 17 0 0 0 0 | 100.00% 1 0 0 0 0 0 100.00% 100.00%
Candelaria 32 14 0 0 0 0 100.00% 100.00%
Branch
Caramoan 6 2 0 0 0 0 100.00% 100.00%
Branch
Davao Branch 171 19 0 1 0 4 99.48% 99.48%
Dipolog Branch 148 27 0 0 0 1 100.00% 100.00%
Escalante Branch 19 6 1 0 0 0 99.21% 99.21%
Glan Branch 121 66 0 0 1 0 99.47% 99.47%
Goa Branch 140 22 0 0 0 14 | 100.00% 100.00%
lloilo Branch 86 18 1 0 0 1 99.05% 99.05%
La Castellana 3 [ 10| o 0 o | o |10000% 100.00%
Branch
La Trinidad m7 | om 0 0 o | o |10000% 100.00%
Branch
Lamitan Branch 35 1 0 0 0 0 100.00% 100.00%
Libomanan Branch 104 69 0 0 0 0 | 100.00% 100.00%
Lingayen Branch 127 1 0 0 1 0 | 99.22% 99.22%
Lucban Branch 108 45 0 0 0 1 100.00% 100.00%
Mabalacat,
Pampanga 223 83 0 0 0 0 | 100.00% 100.00%
Branch
Malolos, Bulacan |0, | 0 0 o | o |10000% 100.00%
Branch
Metropolitan 8 | o 0 0 o | o |100.00% 100.00%

Branch
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Neither

Internal

Overall

Branch Name Strongly Agre Disagre s':ir:::rley N/A Responsive Strongly ares Ag::e Disagre sl:ir::ggrlz N/A Responsivenes Responsivene
Agree e pisagre e ness Score Agree Disagre e A s Score 33
e
Morong Branch 53 1 0 0 0 0 | 100.00% 100.00%
N C
aga Cebu 54 8 0 0 0 0 100.00% 100.00%
Branch
Nagcarlan
9 36 0 0 0 0 0 100.00% 100.00%
Branch
Numancia Branch 171 13 0 0 0 0 100.00% 100.00%
Ormoc City, Leyte
. Loy 55 | 3 0 0 o | o |10000% 100.00%
Branch
Pili Branch 265 1 0 0 0 0 | 100.00% 1 0 0 0 0 0 100.00% 100.00%
Puerto Pri
uertoFrineesa |29 1 97 | o 0 o | o |10000% 100.00%
Branch
Sablayan Branch 132 21 0 0 0 0 | 100.00% 100.00%
San Jose, 126 29 0 0 0 0 100.00% 100.00%
Batangas Branch
Sindangan 30 0 0 0 0 0 | 100.00% 100.00%
Sogod Branch 54 18 0 0 0 0 100.00% 100.00%
Sta. Ignacia
274 17 0 0 0 1 100.00% 100.00%
Branch
Sta. Rosa, Laguna
9 123 26 0 0 0 0 | 100.00% 100.00%
Branch
T Cit
agum ity 102 | 5 0 0 o | o |10000% 100.00%
Branch
Tanay Branch 36 2 0 0 0 0 | 100.00% 100.00%
Tanza Branch 123 2 0 0 0 0 100.00% 100.00%
Tayabas Branch 510 48 1 0 0 1 99.82% 99.82%
Tioong Branch 287 14 0 0 0 0 | 100.00% 100.00%
Tuburan Branch 33 19 0 0 0 0 100.00% 100.00%
BRANCH LITES
Bacnotan Branch
Lite 810 38 0 0 0 0 | 100.00% 100.00%
Cal B h
“ apa.n rane 84 13 0 0 0 0 | 100.00% 100.00%
Lite
D B h
qrng rane 131 42 0 0 0 5 | 100.00% 100.00%
Lite
Gand B h
andara sranc 6 0 0 0 o | o |10000% 100.00%
Lite
llagan Branch 20 0 0 0 0 0 | 100.00% 100.00%
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External Internal
Neither Neither overall
Branch Name Strongly Agre Disagre SDtir:un:rley N/A Responsive Strongly ares Ag::e Disagre sl;ir::ggrlz N/A Responsivenes Respo:ssivene
Agree e Disagre e " ness Score Agree Disagre e e s Score
e e
Kabasalan
Branch Lite-
Formerly 46 6 0 0 0 1 100.00% 100.00%
Laguindingan
Lendin
N Ecij
ueva kela 5 1 0 0 o | o |10000% 100.00%
Branch Lite
Orion Branch Lite 45 2 0 0 0 0 | 100.00% 100.00%
Palo Branch 12 6 2 0 0 0 90.00% 90.00%
Prosperidad
Branch Lite-
Formerly 6 0 0 0 0 0 100.00% 100.00%
Sindangan
Lending
Rizal Ave Branch 5 n 0 0 0 7 100.00% 100.00%
San Jose Antique
Hqu 52 | 10 0 0 o | 1 |10000% 100.00%
Branch Lite
LENDING OFFICES
Butuan Lendin
wtuantending o5 | o 0 0 o | o |100.00% 100.00%
Office
Malaybal
adybaiay 27 | 5 | o 0 o | o |10000% 100.00%
Lending Office
Zam
d ,boonga 19 1 0 0 0 0 100.00% 100.00%
Lending Office
HEAD OFFICES
ARMD 65 2 0 0 0 0 100.00% 100.00%
CAID 387 183 0 0 0 55 100.00% 100.00%
CAMC 3 0 6 0 0 0 33.33% 33.33%
CLD 263 240 0 0 0 3 100.00% 100.00%
FATMD 165 186 3 27 0 n 92.13% 92.13%
HRGSD 5 0 0 0 0 0 | 100.00% | 302 72 3 0 2 91 98.68% 99.34%
LDD 317 66 22 1 4 96 | 93.41% 827 728 2 0 0 572 99.87% 96.64%
128 104
LOD 107 18 0 0 0 7 | 100.00% 44 8 0 0 0 8 100.00% 100.00%
Treasury 579 118 0 0 0 0 | 100.00% 100.00%

SQDA4. In Terms of Communication

External Internal

Neith
er
Branch Name Strongly Agree Disagre
Agree Nor e
Disag
ree

Neither Overall
Strong| Responsiv Agree Strongl ¢
rongly P Strongly 9 rongly Responsivenes  Responsivene
Disagre N/A eness Agree Nor Disagre N/A -
Agree . s Score
e Score Disagre e
e

Disagre

BANK BRANCH
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External Internal
N:i:h Neither overall
Branch Name Strongly Agree  Disagre Strongly [epEndly Strongly Agree Disagre Strongly Responsivenes  Responsivene
Agree Disagre eness Agree Nor Disagre N/A ss
Agree Nor Score Agree Disagre o s Score
Disag o
Alabang Branch 20 22 1 0 0 0 97.67% 97.67%
Alaminos Branch 209 38 1 0 0 14 99.60% 99.60%
Alfonso Branch 105 31 1 0 0 4 99.27% 99.27%
100.00
Aloran Branch 132 0 0 0 0 0 % 100.00%
100.00
Atimonan Branch 248 77 0 0 0 0 % 100.00%
100.00
Bacolod Branch 3 5 0 0 0 0 % 100.00%
B i .
anaue Manila 8 13 0 0 0 0 100.00 100.00%
Branch %
Batac, llocos
188 40 3 0 0 0 98.70% 98.70%
Norte Branch
100.00
Borongan Branch 108 45 0 0 0 0 % 100.00%
100.00
Bulua Branch 99 0 0 0 0 0 % 100.00%
Cagayan De Oro 68 0 0 0 0 . 100.00 100.00%
Branch %
100.00
Calauag Branch 1069 18 0 0 0 1 % 1 0 0 0 0 0 100.00% 100.00%
Candelari 100.00
anaefaria 39 6 0 0 0 ] 100.00%
Branch %
Caramoan 7 . 0 0 0 0 100.00 100.00%
Branch %
Davao Branch 169 22 2 0 0 2 98.96% 98.96%
100.00
Dipolog Branch 135 41 0 0 0 0 o 100.00%
Escalante Branch 116 8 2 0 0 0 98.41% 98.41%
Glan Branch 121 63 2 0 0 2 98.92% 98.92%
Goa Branch 142 27 7 0 0 0 96.02% 96.02%
100.00
lloilo Branch 78 27 0 0 0 1 % 100.00%
La Castell 100.00
a asteliand 34 2 | o 0 o |o 100.00%
Branch %
La Trinidad
112 15 1 0 0 0 99.22% 99.22%
Branch
100.00
Lamitan Branch 33 3 0 0 0 0 o 100.00%
100.00
Libomanan Branch 93 80 0 0 0 0 % 100.00%
Lingayen Branch 127 1 0 0 1 0 99.22% 99.22%
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Branch Name

Strongly
Agree

Agree
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Responsiv
eness
Score

Responsivenes
s Score

Overall

Responsivene

ss

100.00
Lucban Branch 104 43 % 100.00%
M
abalacat, 100.00
Pampanga 213 91 % 100.00%
Branch )
Malol .
alolos, Bulacan 102 5 100.00 100.00%
Branch %
Met lit
etropolitan 9 2 68.75% 68.75%
Branch
100.00
Morong Branch 53 1 % 100.00%
N
aga Cebu 49 | 12 98.39% 98.39%
Branch
N .
agcarlan 26 10 100.00 100.00%
Branch %
. 100.00
Numancia Branch 170 14 % 100.00%
ity, Leyt 100.00
Ormoc City, leyte | g 3 100.00%
Branch %
- 100.00
Pili Branch 254 22 9 100.00% 100.00%
Puerto Pri
uerto Frineesa g5 | 38 99.01% 99.01%
Branch
100.00
Sablayan Branch 134 18 % 100.00%
San Jose, 100.00
an Jose 127 | 28 100.00%
Batangas Branch %
100.00
Sindangan 29 1 o 100.00%
100.00
Sogod Branch 47 25 % 100.00%
Sta. Ignacia 975 17 100.00 100.00%
Branch %
Sta. Rosq, Laguna 96 45 100.00 100.00%
Branch %
Tagum City 102 5 100.00 100.00%
Branch %
100.00
Tanay Branch 9 10 % 100.00%
100.00
Tanza Branch 125 0 % 100.00%
100.00
Tayabas Branch 335 207 % 100.00%
100.00
Tioong Branch 268 15 100.00%

%
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External Internal

Neith
er

Neither overall

Branch Name Strongly Agree  Disagre Strong ly [epEndly Strongly Agree Disagre Str ongly Responsivenes  Responsivene
JAores Agree Nor Disagre N/A eness ) Agree .Nor Disagre N/A s Score ss
Dizag e Score Disagre e
ree c
Tuburan Branch 33 16 0 3 0 0 94.23% 94.23%
BRANCH LITES
Bacnotan Branch
: 812 32 1 0 0 3 99.88% 99.88%
Lite
Cal B h 100.00
a apah ranc 95 2 0 0 0 0 100.00%
Lite %
Daraga Branch
gLite 132 35 1 0 0 10 99.40% 99.40%
Gandara Branch 100.00
. 6 0 0 0 0 0 100.00%
Lite %
100.00
llagan Branch 18 2 0 0 0 0 % 100.00%
Kabasalan
B h Lite-
ranch tte 100.00
Formerly 43 10 0 0 0 0 % 100.00%
Laguindingan 0
Lendin
Nueva Ecija 100.00
.J 3 3 0 0 0 0 100.00%
Branch Lite %
100.00
Orion Branch Lite 45 2 0 0 0 0 o 100.00%
Palo Branch 14 4 0 2 0 0 90.00% 90.00%
Prosperidad
Br ite-
anch Lite 100.00
Formerly 6 0 0 0 0 0 % 100.00%
sindangan 0
Lending
. 100.00
Rizal Ave Branch 12 n 0 0 0 0 % 100.00%
SanJ Anti 100.00
an Jose Antique - g 9 | o 0 o |25 100.00%
Branch Lite %
LENDING OFFICES
Butuan !_endlng 25 0 0 0 0 0 100.00 100.00%
Office %
Malaybal 100.00
ardybaray 28 4 0 0 o |o 100.00%
Lending Office %
Zamb 100.00
amboanga 16 4 0 0 o |o 100.00%
Lending Office %
HEAD OFFICES
ARMD 0 0 0 0 0 0 63 2 0 0 0 2 100.00% 100.00%
CAID 0 0 0 0 0 0 455 165 0 0 0 5 100.00% 100.00%
CAMC 0 3 6 0 0 0 33.33% 33.33%
CLD 185 293 25 0 0 3 95.03% 95.03%
FATMD 139 194 52 0 0 7 86.49% 86.49%

. iy peopledynamics.co

t. +63283650016
@ Philippines
79



BB peopledynamics
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External

Neith
er

Neither

Internal

Overall

Branch Name Strongly Agree  Disagre Strongly [epEndly Strongly Agree Disagre Strongly Responsivenes  Responsivene
Agree Disagre eness Agree Nor Disagre N/A ss
Agree r.lor - Agree Disagre s Score
Disag
HRGSD 0 0 0 0 0 5 309 1o 3 0 0 48 99.29% 99.29%
10
LDD 321 71 6 1 2 5 97.76% 939 826 0 0 0 364 100.00% 98.88%
100.00 129 100
LOD 44 18 0 0 0 70 % 84 6 0 0 0 0 100.00% 100.00%
100.00
Treasury 575 18 0 0 0 4 % 100.00%
SQD5. In Terms of Costs
External Internal
Neither Neither overall
Branch Name Strongly Agree Disagre strongly (el Strongly Agree Disagre Strongly Responsivenes  Responsivene
Nor Disagre N/A eness Agree Nor Disagre N/A -
Agree Disagre < e Score Agree Disagre - e s Score
e e
BANK BRANCH
100.00
Alabang Branch 21 22 0 0 0 0 % 100.00%
Alaminos
191 22 2 0 0 47 | 99.07% 99.07%
Branch
Alfonso Branch 51 17 1 0 0 72 | 98.55% 98.55%
100.00
Aloran Branch 131 0 0 0 0 1 % 100.00%
Atimonan 100.00
184 64 0 0 0 77 100.00%
Branch %
100.00
Bacolod Branch 4 4 0 0 0 0 % 100.00%
Ban Manil 100.00
anaue Manta -5 9 0 0 o | s 100.00%
Branch %
Batac, llocos
183 10 5 5 0 28 | 95.07% 95.07%
Norte Branch
Borongan
9 97 16 0 2 0 38 | 98.26% 98.26%
Branch
100.00
Bulua Branch 99 0 0 0 0 0 % 100.00%
Cagayan De 100.00
9ay 7 | o | o 0 0 |52 100.00%
Oro Branch %
41
Calauag Branch | 665 7 0 1 0 5 99.85% 1 0 0 0 0 0 100.00% 99.93%
Candelaria
6 13 0 0 1 26 | 95.00% 95.00%
Branch
. iih peopledynamics.co
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Branch Name

Strongly
Agree

Agre
e

Neither
Agree
Nor
Disagre

External

Disagre
e

Strongly
Disagre

ISO 9001 : 2015 Certified

..i). peopledynamics

BUILDING EXCEPTIONAL ORGANIZATIONS

Responsiv
eness
Score

Internal

Neither
Agree . Strongly
St I D a
l:o:‘egey Agree Nor |s:gre Disagre
9 Disagre e
e

N/A

Responsivenes
s Score

Overall
Responsivene
ss

C R
aramoan 7 1 0 0 0 0 100.00 100.00%
Branch %
100.00
Davao Branch 165 26 0 0 0 4 % 100.00%
Dipolog Branch 125 27 1 1 0 22 | 98.70% 98.70%
Escalante 57 7 0 29 31 2 51.61% 51.61%
Branch
Glan Branch na 58 1 2 1 12 97.73% 97.73%
100.00
Goa Branch 103 22 0 0 0 51 % 100.00%
lloilo Branch 75 21 0 1 0 9 98.97% 98.97%
L tell 100.00
a Castellana 32 13 0 0 0 1 100.00%
Branch %
La Trini
@ Trinidad 82 | 8 ! 0 o | 37| 9890% 98.90%
Branch
. 100.00
Lamitan Branch 31 1 0 0 0 4 % 100.00%
Li 100.00
fomanan 29 | 56| 0 0 o |ss 100.00%
Branch %
tingayen 104 | 0 0 0 1| 24 | 99.05% 99.05%
Branch
100.00
Lucban Branch 116 38 0 0 0 0 % 100.00%
Mabalacat, 97
Pampanga 21 5 1 0 0 9 96.30% 96.30%
Branch
Malolos, 100.00
arolos 102 | 4 0 0 0 ] 100.00%
Bulacan Branch %
Met lit 100.00
etropolitan 5 0 0 0 0 3 100.00%
Branch %
100.00
Morong Branch 52 2 0 0 0 0 % 100.00%
N Ceb
agatebu 28 | 9 1 1 0 | 23| 9487% 94.87%
Branch
Nagearlan 4 | 5 0 0 o |17 | 10000 100.00%
Branch %
Numancia 155 | 16 1 0 o | 12| 99.42% 99.42%
Branch
(o] Cit
rmoc tI, 20 | 3 1 0 0 | 34| 9583% 95.83%
Leyte Branch
10
Pili Branch 160 10 0 4 0 9 97.70% 1 0 0 0 0 0 100.00% 98.85%
PuertoPrincesa | 1gq | 99 | 0 o | 7 | 9950% 99.50%
Branch
Sablayan 107 | 12 1 0 o |33 9917% 99.17%
Branch
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Branch Name

Strongly
Agree

Agre
e

ISO 9001 : 2015 Certified

Responsiv
eness
Score

..i). peopledynamics

BUILDING EXCEPTIONAL ORGANIZATIONS

Strongly
Agree

Overall

Responsivene

S
an Jose, 100.00
Batangas 58 29 68 % 100.00%
Branch )
Sindangan 0 0 30
100.00
Sogod Branch 25 0 47 % 100.00%
Sta. | i X
a1gnacia - ang | g7 69 | 10000 100.00%
Branch %
ta. R E
Sta. Rosa, n7 27 5 100.00 100.00%
Laguna Branch %
T i .
agum City 52 | 5 50 | 10000 100.00%
Branch %
100.00
Tanay Branch 4 1 33 % 100.00%
100.00
Tanza Branch 123 0 2 % 100.00%
Tayabas Branch | 423 23 N3 | 99.78% 99.78%
. 18 100.00
Tiaong Branch m 5 5 % 100.00%
Tuburan Branch 28 21 0 94.23% 94.23%
BRANCH LITES
B t 15
denotan 665 | 26 99.86% 99.86%
Branch Lite 6
Cal B h 100.00
dapan Branch | g | o 27 100.00%
Lite %
D B h 100.00
araga sraneh 1o | 36 16 100.00%
Lite %
Gandorg 6 0 0 100.00 100.00%
Branch Lite %
100.00
llagan Branch 18 2 0 % 100.00%
Kabasalan
Branch Lite-
Formerly 25 4 22 | 93.55% 93.55%
Laguindingan
Lendin
Nueva EC.IJG 5 . 0 100.00 100.00%
Branch Lite %
Orion B h 100.00
rion Branc 45 | 2 0 100.00%
Lite %
Palo Branch 13 4 1 89.47% 89.47%
Prosperidad
Branch Lite-
100.00
Formerly 6 0 0 % 100.00%
Sindangan 0
Lending
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External Internal
Neither Neither overall
Branch Name Strongly Agre Disagre s':ir::ggrley N/A Re:::::w Strongly ares Ag:e Disagre sl;ir::ggrlz N/A Responsivenes Respo:ssivene
Agree < Disagre < e Score Agree Disagre < e s Score
e
Rizal Ave
zal AV 12 5 0 1 0 | 5 | 9444% 94.44%
Branch
San J
'an ose 100.00
Antique Branch 31 10 0 0 0 22 % 100.00%
Lite )
LENDING OFFICES
Butuan Lendin 100.00
vtuantending | 55 | o 0 0 o | o 0 0 0 0 0 0 100.00%
Office %
Malaybal 100.00
aaybary 23 | 4| o 0 o | s o | o o 0 o | o 100.00%
Lending Office %
Zam 100.00
d _boango 18 1 0 0 0 1 0 0 0 0 0 0 100.00%
Lending Office %
HEAD OFFICES
ARMD 63 2 0 0 0 2 100.00% 100.00%
CAID 380 143 4 0 0 98 99.24% 99.24%
CAMC 0 0 6 0 0 3
CLD 184 239 0 78 0 5 84.43% 84.43%
FATMD 0 0 0 0 0 0 10 210 0 10 0 62 96.97% 96.97%
HRGSD 0 0 0 0 0 5 99 61 5 6 2 297 92.49% 92.49%
LDD 362 82 5 2 2 53 | 98.01% 529 698 0 0 0 902 100.00% 99.01%
100.00 128 100
LOD 43 2 0 0 0 87 o 76 8 8 0 0 8 99.42% 99.71%
35 | 100.00
Treasury 225 18 0 0 0 4 % 100.00%

SQD6. In Terms of Integrity

External Internal
Neither Neither overall
Agri . Stre I . Agr . Sti 1) . .
Branch Name s::;:g:y DE:Z; Dls:gre Disogggrey N/A I:‘eess;;osr::sol:: s::;:legely Agree DE:Ze Dls:gre Dirsogggrey Res’::z:::nes Respo:sslvene
e e
BANK BRANCH
Alabang Branch 21 22 0 0 0 0 | 100.00% 100.00%
Alaminos
214 47 1 0 0 0 99.62% 99.62%
Branch
Alfonso Branch 12 26 3 0 0 0 97.87% 97.87%
Aloran Branch 132 0 0 0 0 0 100.00% 100.00%
Atimonan
281 44 0 0 0 0 | 100.00% 100.00%
Branch
Bacolod Branch 4 4 0 0 0 0 100.00% 100.00%
Banaue Manila
16 5 0 0 0 0 | 100.00% 100.00%
Branch
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Neither

External

..i). peopledynamics

ISO 9001 : 2015 Certified

Neither

Internal

Overall

Branch Name S::ongly Agre As::e Disagre s':ir:::rley N/A Responsive Strongly ares Ag::e Disagre sl:ir::ggrlz N/A Responsivenes Respo:ssivene
gree e Disagre e ness Score Agree Disagre e e s Score
e
Batac, llocos
204 27 0 0 0 0 100.00% 100.00%
Norte Branch
Borongan
oronga no 34 0 0 0 0 100.00% 100.00%
Branch
Bulua Branch 99 0 0 0 0 0 100.00% 100.00%
Cagayan De
gay 69 0 0 0 0 0 100.00% 100.00%
Oro Branch
Calauag Branch | 1066 22 0 0 0 0 | 100.00% 1 0 0 0 0 0 100.00% 100.00%
Candelari
anaeiana 43 | 3 0 0 o | o |100.00% 100.00%
Branch
Caramoan 7 1 0 0 o | o |100.00% 100.00%
Branch
Davao Branch 179 14 2 0 0 0 98.97% 98.97%
Dipolog Branch 155 21 0 0 0 0 100.00% 100.00%
Escalante
121 3 2 0 0 0 98.41% 98.41%
Branch
Glan Branch 132 56 0 0 0 0 | 100.00% 100.00%
Goa Branch 141 34 1 0 0 0 99.43% 99.43%
lloilo Branch 81 24 1 0 0 0 99.06% 99.06%
La Castell
atasteliana 35 | 4o 1 0 o | o | 97.83% 97.83%
Branch
La Trinidad
¢ friniaa 122 | 5 0 0 o | 1 |10000% 100.00%
Branch
Lamitan Branch 36 0 0 0 0 0 100.00% 100.00%
Libmanan
90 83 0 0 0 0 | 100.00% 100.00%
Branch
i
ingayen 27 | 1 0 0 1 0 | 99.22% 99.22%
Branch
Lucban Branch 129 25 0 0 0 0 100.00% 100.00%
Mabalacat,
Pampanga 287 18 1 0 0 0 99.67% 99.67%
Branch
Malolos,
o8 107 | o 0 0 o | o |100.00% 100.00%
Bulacan Branch
Met lit
etropolitan 8 | o 0 0 o | o |100.00% 100.00%
Branch
Morong Branch 53 1 0 0 0 0 | 100.00% 100.00%
N Ceb
agat-ebu 55 | 7 0 0 o | o |100.00% 100.00%
Branch
N |
agearian 3% | 0 0 0 o | o |100.00% 100.00%
Branch
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Neither

External

ISO 9001 : 2015 Certified

..i). peopledynamics

BUILDING EXCEPTIONAL ORGANIZATIONS

Internal

Neither

Overall

Branch Name Strongly Agre As::e Disagre s':ir:::rley N/A Responsive Strongly ares Ag::e Disagre sl:ir::ggrlz N/A Responsivenes Respo:ssivene
Agree e Disagre e ness Score Agree Disagre e e s Score
e
Numanci
umancia 164 | 20 | o 0 o | o |10000% 100.00%
Branch
Ormoc City,
o 55 | 3 0 0 o | o |10000% 100.00%
Leyte Branch
Pili Branch 265 n 0 0 0 0 100.00% 1 0 0 0 0 0 100.00% 100.00%
Puerto Prin
UeTto FINCESA | g5 | g 0 0 o | o |10000% 100.00%
Branch
Sablayan
Y 136 17 0 0 0 0 | 100.00% 100.00%
Branch
San Jose,
Batangas 127 28 0 0 0 0 100.00% 100.00%
Branch
Sindangan 29 1 0 0 0 0 100.00% 100.00%
Sogod Branch 68 4 0 0 0 0 | 100.00% 100.00%
ta. Ignaci
Sta. Ignacia 275 17 0 0 0 0 100.00% 100.00%
Branch
ta. R ,
Sta. Rosa 133 16 0 0 0 0 100.00% 100.00%
Laguna Branch
Tagum Cit
9 Y 102 | 5 0 0 o | o |10000% 100.00%
Branch
Tanay Branch 37 0 0 0 0 1 | 100.00% 100.00%
Tanza Branch 125 0 0 0 0 0 100.00% 100.00%
Tayabas Branch 518 42 0 0 0 0 | 100.00% 100.00%
Tiaong Branch 294 7 0 0 0 0 | 100.00% 100.00%
Tuburan Branch 36 15 0 1 0 0 98.08% 98.08%
BRANCH LITES
B t
denotan gis | 30 | o 0 o | o |100.00% 100.00%
Branch Lite
Cal B h
dapanBranch g5 | o | o 0 o | o |10000% 100.00%
Lite
Daraga Branch
g‘ 129 42 0 0 0 7 | 100.00% 100.00%
Lite
Gandara
. 6 0 0 0 0 0 | 100.00% 100.00%
Branch Lite
llagan Branch 20 0 0 0 0 0 | 100.00% 100.00%
Kabasalan
Branch Lite-
Formerly 47 6 0 0 0 0 | 100.00% 100.00%
Laguindingan
Lendin
Nueva Ecija
.J 5 1 0 0 0 0 | 100.00% 100.00%
Branch Lite
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External Internal
Neither Neither overall
Branch Name Strongly Az::e Disagre SDtir:un:rley N/A Responsive Strongly ares Ag::e Disagre sl;ir::ggrlz N/A Responsivenes Respo:ssivene
Agree Disagre e ness Score Agree Disagre e e s Score
e
Orion Branch
! . 45 2 0 0 0 0 100.00% 100.00%
Lite
Palo Branch 12 6 1 1 0 0 90.00% 90.00%
Prosperidad
Branch Lite-
Formerly 6 0 0 0 0 0 100.00% 100.00%
Sindangan
Lending
Rizal A
zat Ave 18 5 0 0 o | o |10000% 100.00%
Branch
San Jose
Antique Branch 57 6 0 0 0 0 100.00% 100.00%
Lite
LENDING OFFICES
Butuan Lendin
ytuantending |- o5 | g 0 0 o | o |100.00% 100.00%
Office
Malaybala
dybady 29 | 3 0 0 o | o |10000% 100.00%
Lending Office
Zamboanga
. . 18 2 0 0 0 0 | 100.00% 100.00%
Lending Office
HEAD OFFICES
ARMD 65 2 0 0 0 0 100.00% 100.00%
CAID 482 138 0 0 0 5 100.00% 100.00%
CAMC 3 0 6 0 0 0 33.33% 33.33%
CLD 223 282 0 0 0 1 100.00% 100.00%
FATMD 154 207 30 0 0 1 92.33% 92.33%
HRGSD 5 0 0 0 0 0 | 100.00% | 348 92 0 0 0 30 100.00% 100.00%
LDD 396 63 1 1 1 44 | 99.35% 967 744 0 0 0 418 100.00% 99.68%
129 100
LOD 107 25 0 0 0 0 100.00% 84 6 0 0 0 0 100.00% 100.00%
Treasury 579 18 0 0 0 0 100.00% 100.00%

SQD7. In Terms of Assurance

External Internal

Neither Neither overall
Agree

Branch Name Strongly Responsivenes Responsivene

Strong| Agree Strongl
Nor Disagre 9y Responsive Strongly 9 Disagre gy
s Score E=

Disagre | N/A Agree Nor Disagre N/A
Agree . e ness Score Agree . e
Disagre e Disagre e

e e

BANK BRANCH
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Branch Name

Strongly
Agree

Agre
e

Neither
Agree
Nor
Disagre

External

Disagre
e

Strongly
Disagre
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N/A

Responsive
ness Score

Strongly
Agree

Neither
Agree

Agree Nor

Disagre
e

Disagre

Internal

Strongly
Disagre
e

Responsivenes

N/A
s Score

Overall
Responsivene
ss

Alabang Branch 21 22 0 0 0 0 | 100.00% 100.00%
Alami
aminos 214 48 0 0 0 0 100.00% 100.00%
Branch
Alfonso Branch 122 19 0 0 0 0 100.00% 100.00%
Aloran Branch 132 0 0 0 0 0 100.00% 100.00%
Ati
'monan 320 5 0 0 0 0 100.00% 100.00%
Branch
Bacolod Branch 6 2 0 0 0 0 100.00% 100.00%
B Manil
anaueMantia | g 13 0 0 o | o |10000% 100.00%
Branch
Batac, llocos
206 25 0 0 0 0 100.00% 100.00%
Norte Branch
B
orongan n7 36 0 0 0 0 100.00% 100.00%
Branch
Bulua Branch 99 0 0 0 0 0 100.00% 100.00%
D
Cagayan De 69 0 0 0 0 0 | 100.00% 100.00%
Oro Branch
Calauag Branch 1074 14 0 0 0 0 100.00% 1 0 0 0 0 0 100.00% 100.00%
Candelaria 44 | 2 0 0 o | o |100.00% 100.00%
Branch
Caramoan 7 1 0 0 o | o |10000% 100.00%
Branch
Davao Branch 182 n 2 0 0 0 98.97% 98.97%
Dipolog Branch 155 21 0 0 0 0 100.00% 100.00%
Escalant
scalante 21 | 5 0 0 o | o |100.00% 100.00%
Branch
Glan Branch 133 55 0 0 0 0 100.00% 100.00%
Goa Branch 156 20 0 0 0 0 100.00% 100.00%
lloilo Branch 90 16 0 0 0 0 100.00% 100.00%
LaCastellana o0 | 15 | g 0 o | o |100.00% 100.00%
Branch
La Trinidad
¢ friniaa 125 | 3 0 0 o | o |10000% 100.00%
Branch
Lamitan Branch 36 0 0 0 0 0 | 100.00% 100.00%
Libmanan
104 69 0 0 0 0 | 100.00% 100.00%
Branch
¥
ingayen 127 | 1 0 0 1| o | 9922% 99.22%
Branch
Lucban Branch 15 39 0 0 0 0 100.00% 100.00%
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Strongly

Internal

Neither

Agree Strongly

Disagre

Responsivenes

Overall
Responsivene

Agree e ness Score Agree Agree Dig:grre e Dis:gre N/A s Score 33
e
Mabalacat,
Pampanga 286 20 100.00% 100.00%
Branch
Malolos,
arolos 107 | o 100.00% 100.00%
Bulacan Branch
Met lit
etropoiitan 8 | o 100.00% 100.00%
Branch
Morong Branch 53 1 100.00% 100.00%
Naga Cebu
9 56 | 5 98.39% 98.39%
Branch
N |
agearian 36 0 100.00% 100.00%
Branch
Num i
umancia 76 | 8 100.00% 100.00%
Branch
rm it
ormoc City, 56 | 2 100.00% 100.00%
Leyte Branch
Pili Branch 266 10 100.00% 1 0 0 0 0 0 100.00% 100.00%
Puerto Pri
uerto Frincesa | ey | 19 100.00% 100.00%
Branch
Sabl
abiayan 139 | 14 100.00% 100.00%
Branch
San Jose,
Batangas 128 27 100.00% 100.00%
Branch
Sindangan 30 0 100.00% 100.00%
Sogod Branch 68 4 100.00% 100.00%
Sta. Ignacia
275 17 100.00% 100.00%
Branch
ta. R ,
Sta. Rosa 133 16 100.00% 100.00%
Laguna Branch
T Cit
agum &1ty 104 | 3 100.00% 100.00%
Branch
Tanay Branch 37 0 100.00% 100.00%
Tanza Branch 124 1 100.00% 100.00%
Tayabas Branch | 552 8 100.00% 100.00%
Tiaong Branch 294 7 100.00% 100.00%
Tuburan Branch 37 14 98.08% 98.08%
BRANCH LITES
B: t
cenotan 8 | 37 100.00% 100.00%
Branch Lite
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Branch Name

Calapan Branch

Strongly
Agree

Agre
e

Neither
Agree
Nor
Disagre

External

Disagre
e

Strongly
Disagre

..i). peopledynamics

ISO 9001 : 2015 Certified

N/A

Responsive
ness Score

Strongly
Agree

Agree

Internal

Neither

Agree Strongl
9 Disagre a e
Nor A Disagre

Disagre e
e

Responsivenes

N/A
s Score

Overall
Responsivene
ss

. 87 10 0 0 0 0 100.00% 100.00%
Lite
Darogc.i Branch 129 43 0 0 0 6 100.00% 100.00%
Lite
G
ClndOr'O 6 0 0 0 0 0 100.00% 100.00%
Branch Lite
llagan Branch 20 0 0 0 0 0 | 100.00% 100.00%
Kabasalan
Branch Lite-
Formerly 47 6 0 0 0 0 100.00% 100.00%
Laguindingan
Lendin
Nueva EC.IJG 4 2 0 0 0 0 | 100.00% 100.00%
Branch Lite
Orion Branch 15 | 0 0 o | o |10000% 100.00%
Lite
Palo Branch 14 4 2 0 0 0 90.00% 90.00%
Prosperidad
Branch Lite-
Formerly 6 0 0 0 0 0 | 100.00% 100.00%
Sindangan
Lending
Rizal Ave 8 | 5 0 0 o | o |100.00% 100.00%
Branch
San Jose
Antique Branch 59 4 0 0 0 0 | 100.00% 100.00%
Lite
LENDING OFFICES
Butuan lending | | 0 0 o | o |10000% 100.00%
Office
Mal
alaybalay 30 | 2 0 0 o | o |100.00% 100.00%
Lending Office
VA
amboango 19 1 0 0 0 0 100.00% 100.00%
Lending Office
HEAD OFFICES
ARMD 65 2 0 0 0 0 100.00% 100.00%
CAID 483 137 0 0 0 5 100.00% 100.00%
CAMC 3 0 6 0 0 0 33.33% 33.33%
CLD 329 176 0 0 0 1 100.00% 100.00%
FATMD 156 208 27 0 0 1 93.09% 93.09%
HRGSD 5 0 0 0 0 0 | 100.00% | 360 83 3 0 0 24 99.33% 99.66%
LDD 405 78 0 0 1 22 | 99.79% 868 897 0 0 0 364 100.00% 99.90%
LOD 107 18 0 0 0 7 | 100.00% 92 128 0 0 0 ]%0 100.00% 100.00%
Treasury 579 118 0 0 0 0 | 100.00% 100.00%
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SQDS8. In Terms of Outcome

External Internal
Neither Neither overall
Branch Name Strongly Agre Asree Disagre sDtr ongly Responsive Strongly A Asree Disagre SD" ongly N/A Responsivenes Responsivene
Agree e Dis:grre e |s:g ) ness Score Agree gree Dis:;re e |s:gre s Score $S
e e
BANK BRANCH
Alabang Branch 20 23 0 0 0 0 | 100.00% 100.00%
Alaminos
' on | 36 1 0 0o |14 | 99.60% 99.60%
Branch
Alfonso Branch 12 21 0 0 0 8 100.00% 100.00%
Aloran Branch 132 0 0 0 0 0 100.00% 100.00%
Atimonan
246 65 0 0 0 14 | 100.00% 100.00%
Branch
Bacolod Branch 5 3 0 0 0 0 100.00% 100.00%
B Manil
anaueMania | g 13 0 0 o | o |10000% 100.00%
Branch
Batac, llocos
197 21 3 0 0 10 98.64% 98.64%
Norte Branch
Bor
orongan 19 34 0 0 0 0 100.00% 100.00%
Branch
Bulua Branch 99 0 0 0 0 0 100.00% 100.00%
nD
Cagaya © 69 0 0 0 0 0 100.00% 100.00%
Oro Branch
Calauag Branch | 1070 18 0 0 0 0 | 100.00% 1 0 0 0 0 0 100.00% 100.00%
lari
Candelaria |5 | | o 1 o | o | 9783% 97.83%
Branch
C
gramoan 6 2 0 0 o | o |10000% 100.00%
Branch
Davao Branch 175 16 4 0 0 0 97.95% 97.95%
Dipolog Branch 137 32 1 0 0 6 99.41% 99.41%
Escalant
scalante ne | 7 3 0 o | o | 9762% 97.62%
Branch
Glan Branch 19 69 0 0 0 0 | 100.00% 100.00%
Goa Branch 146 28 0 0 0 2 | 100.00% 100.00%
lloilo Branch 88 18 0 0 0 0 | 100.00% 100.00%
LaCastellana | 5| 15 | g 0 o | o |10000% 100.00%
Branch
La Trinidad
¢ frinica 120 | 7 1 0 o | o | 9922% 99.22%
Branch
Lamitan Branch 36 0 0 0 0 0 | 100.00% 100.00%
Libmanan
95 67 0 0 0 1 | 100.00% 100.00%
Branch

. iy peopledynamics.co

t. +63283650016
@ Philippines
90



Neither

External
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Internal

Neither

Overall

Branch Name Strongly Agre As::e Disagre s':ir:::rley N/A Responsive Strongly ares Ag::e Disagre sl:ir::ggrlz N/A Responsivenes Respo:ssivene
Agree e Disagre e ness Score Agree Disagre e e s Score
e
Lingayen
gay 125 3 0 0 1 0 99.22% 99.22%
Branch
Lucban Branch 103 49 0 0 0 2 100.00% 100.00%
Mabalacat,
Pampanga 230 76 0 0 0 0 100.00% 100.00%
Branch
Malolos,
104 3 0 0 0 0 100.00% 100.00%
Bulacan Branch
Metropolitan
P 15 0 0 0 0 3 | 100.00% 100.00%
Branch
Morong Branch 52 2 0 0 0 0 | 100.00% 100.00%
N
aga Cebu 55 6 0 0 0 1 100.00% 100.00%
Branch
Nagcarlan
9 26 5 0 0 0 5 100.00% 100.00%
Branch
Numanci
umancia 159 | 25 | o 0 o | o |10000% 100.00%
Branch
Ormoc City,
R 54 | 4 0 0 o | o |10000% 100.00%
Leyte Branch
Pili Branch 265 n 0 0 0 0 100.00% 1 0 0 0 0 0 100.00% 100.00%
Puerto Princesa
Y " 177 | 29 | o 0 o | o |10000% 100.00%
Branch
Sablayan
Y 136 16 0 0 0 1 100.00% 100.00%
Branch
San Jose,
Batangas 126 29 0 0 0 0 100.00% 100.00%
Branch
Sindangan 29 1 0 0 0 0 100.00% 100.00%
Sogod Branch 52 20 0 0 0 0 | 100.00% 100.00%
Sta. Ignacia
9 267 25 0 0 0 0 100.00% 100.00%
Branch
Sta. Rosaq,
127 22 0 0 0 0 100.00% 100.00%
Laguna Branch
Tagum Cit
g 4 104 | 3 0 0 o | o |10000% 100.00%
Branch
Tanay Branch 28 10 0 0 0 0 | 100.00% 100.00%
Tanza Branch 125 0 0 0 0 0 100.00% 100.00%
Tayabas Branch | 502 58 0 0 0 0 | 100.00% 100.00%
Tiaong Branch 289 10 0 0 0 2 | 100.00% 100.00%
Tuburan Branch 33 19 0 0 0 0 | 100.00% 100.00%
BRANCH LITES
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Branch Name

Strongly
Agree

Agre
e

Neither
Agree
Nor
Disagre

External

Disagre
e

Strongly
Disagre
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Responsive
ness Score

Strongly
Agree

..i). peopledynamics

BUILDING EXCEPTIONAL ORGANIZATIONS

Agree

Internal
Neither
Agree Strongl
9 Disagre a e
Nor A Disagre
Disagre e
e

Responsivenes
s Score

N/A

Overall
Responsivene
ss

Bocnotqn 813 33 0 0 0 2 100.00% 100.00%
Branch Lite
Cal
Gapah Branch 87 10 0 0 0 0 100.00% 100.00%
Lite
DoragStZronch 129 36 0 0 0 13 | 100.00% 100.00%
G
cmdar'o 6 0 0 0 0 0 100.00% 100.00%
Branch Lite
llagan Branch 20 0 0 0 0 0 | 100.00% 100.00%
Kabasalan
Branch Lite-
Formerly 46 7 0 0 0 0 | 100.00% 100.00%
Laguindingan
Lendin
Nueva EC.IJG 4 2 0 0 0 0 | 100.00% 100.00%
Branch Lite
Orion Branch 15 | 0 0 o | o |10000% 100.00%
Lite
Palo Branch 13 5 2 0 0 0 90.00% 90.00%
Prosperidad
Branch Lite-
Formerly 6 0 0 0 0 0 | 100.00% 100.00%
Sindangan
Lending
Rizal Ave 2 | 6 0 0 o | 5 |10000% 100.00%
Branch
San Jose
Antique Branch 57 6 0 0 0 0 100.00% 100.00%
Lite
LENDING OFFICES
Butuan lending | | 0 0 o | o |10000% 100.00%
Office
Malaybalay 29 | 3 0 0 o | o |10000% 100.00%
Lending Office
Zamboanga
. . 18 2 0 0 0 0 | 100.00% 100.00%
Lending Office
HEAD OFFICES
ARMD 63 2 0 0 0 2 100.00% 100.00%
CAID 469 151 0 0 0 5 100.00% 100.00%
CAMC 3 0 6 0 0 0 33.33% 33.33%
CLD 257 224 22 0 0 3 95.63% 95.63%
FATMD 152 21 27 0 0 2 93.08% 93.08%
HRGSD 5 0 0 0 0 0 | 100.00% | 352 86 0 0 0 32 100.00% 100.00%
LDD 392 64 3 0 1 46 | 99.3% 855 910 0 0 0 364 100.00% 99.57%
LOD 107 18 0 0 0 7 | 100.00% 84 1269 0 0 0 ]%0 100.00% 100.00%
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External

Neither
Agree
Nor
Disagre

Branch Name Strongly Agre

Agree e

Disagre

Treasury
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Internal

Neither
Agree . Strongly
Strongl Disagre a
n regey Agree Nor eg Disagre
9 Disagre e
e

Strongly

q Responsive
Disagre P

ness Score

N/A

100.00%

Responsivenes

N/A
s Score

Overall
Responsivene
ss

100.00%
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