ORION WATER DISTRICT
Landing $t., Lati, Orion, Bataan
Contact No.: (047) 240-4335

CITIZEN / CLIENT SATISFACTION REPORT

A. Description of the Citizen/Client Satisfactory Survey.

The Orion Water District measures the level of customer satisfaction through survey of its
consumers by random sampling. For the period October fo November 2019, the result of
the Concessionaires’ Evaluation Survey conducted within the district’s concession area
composed of 19 barangays (with 25 respondents per barangay) with 4 being the highest.
The survey form shown below was crafted in Tagalog which aims to determine the district's
performance as a water service provider in terms of:

e Service, i.e responsiveness and attitude

e Cleanliness

ORION WATER DISTRICT
Landing 2., Lati, Orion, Bataan

CUSTOMER FEEDBACK FORM
Dahilan ng pagbisita sa ORIWAD (i-tsek ang kahon) Petsa:

- Magbabayad ng Water Bill - Cashier/Tell
=  Mag-aaplay ng koneksyon ng tubig -G r Service
~ atibapa - ibang Empleyado

: Sa sukat ng 1 hanggang 4 {4 bilang ang pinal } i-tsek ang kolum na bi ng iyong saloobin:

4 1 3 2 1
PAHAYAG Lubos na Sumasangayon Hindi lubes na Hindi sumasangayon
sumasangayon sumasangayon

Natugunan/natanggap
ang kaukulang
serbisyo.

| Maagap sa serbisyo

Maalam ang
empleyado sa
pagtugon.

Mabait at madaling
lapitan ang
empleyado.

Tap‘at at pantay na
serbisyo.

Malinis at maayos
na lugar.

Iba pang puna o Mungkahi:

Opsyonal:
Pangalan: Tirahan:- Contact #:




As per measurement approach, the method above is deemed compliant with the
following properties:

i. The data collected can be analyzed, interpreted and reported.

ii. Theissues can be repeatedly asked and resulis tracked over time.
ii. The survey was completed to coincide with the crafting of the 2020 budget.

Below are sample accomplished survey forms:
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ORION WATER DISTRICT

Commercial Section

Results of Customer Satisfaction Survey

Lubos na Sumasang-ayon Hindi Gaanong Hindi Sumasang- Total No. of
Sumasang-ayon Sumasang-ayon ayon Concessionaires
4 3 2 1
Tinanggap ang
kaukulang serbisyo 380 92 3 1 475
(%) 80% 19% 0% 0%
Maagap na
serbisyo 371 102 1 4] 474
(%) 78% 23% 0% 0%
Maalam ang staff o
empleyado 366 105 1 0 472
(%) 77% 22% 0% 0%
Mabait at madaling
lapitan ang staff 402 70 1 0 473
(%) 85% 14% 0% 0%
Tapat af pantay na
serbisyo 377 96 0 0 473
(%) 79% 20%
Madlinis at maayos
na lugar 385 86 0 0 471
(%) 81% 18% 0% 0%

B. Improvement Action Plan for FY 2020

a. Toinclude survey on water quality and efficiency of service provided to the consumer.

b. Improve further on the commercial services provided i.e efficient and courteous staff
attending to the needs of the consumers, and maintain the cleanliness and orderly
office space.

C. Resolve all customer complaints at the shortest time possible.
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