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CITIZEN/CLIENT SATISFACTION REPORT

1. Description of the Citizen / Client Satisfactory Survey

Orion Water District (ORIWAD) conducted surveys throughout the year from Jan. 2022 to Dec. 2022.
Orion Water District {ORIWAD) surveyed every client that visited the ORIWAD office. The survey used
the standard harmonized CSM questionnaire. It asked clients eight (8) questions related to the following
Service Quality Dimensions:

1. Responsiveness 5. Costs

2. Reliability 6. Integrity
3. Access and Facilities 7. Assurance
4, Communication 8. Outcome

The services that Orion Water District (ORIWAD) surveyed are the following:

EXTERNAL SERVICES RESPONSES TOTAL TRANSACTION
Application for New Connection 384 384
Application for Reconnection of Water Services 2187 2187
Request for Voluntary Disconnection of Water 132 132
Services
Water Bill Payment 3485 73184
Application for Senior Citizen Discount 49 49
Request for Change of Account Name 9 9
Request for Water Meter Calibration 166 166
Request for Transfer of Water Meter Tapping 45 45
Location
Request for Transfer of Location with Tapping 45 45
Report leakages, Service Line Repair, Broken Pipe 1150 1150




Total 7652 77351

In aggregate, 7,652 people were able to answer the survey, among a population of 77,351.
This resulted 15.22% response rate for CY 2022.

- ORION WATER DISTRICT
Upang mapagserbisyuhan kayo nang mas mahusay
(HELP US SERVE YOU BETTER)

Ang Client Satisfactory Measurement (CSM) ay para alamin ang karanasan ng aming mga konsumer sa aming opisina. Ang inyong komento o puna

Inis Cheot Sotisfoctory Measurement s trocks the experience af our customer in our office. Your Seedbock
ay lubos na makakatulong upang mas lalong pagbutihin ang aming serbisyo. Ang personal na Imporrnasyon na iyong ibabahagi ay mananatiling
will heip w B Detter service. Personoi information il rept

kumpidensyal at may opsyon na hindi sagutan ang dokurmnento na ito.
confidentiol and Have the option not o answer this jform.

Uri ng Kliyente: [T} Citizen TJBusiness [} Government (empicyado/ahensya)

{Chent type) S - i
patsa: (// & Kasarian : [} Babae D/falzke Edad: %
{Oare} {sexj {Feoaie} (r10ie) P -{3ge}
Tirahan: _ Laan Ko f & .ofes ,&/’r—{"/“ﬂ Dahilan ng pagbisita: LLEr g Sy ety T
{Asdress) (Servics avoiied)
PANUTO: Lagyan ng { ~) ang iyong sagot sa tanong sa Citizen’s Charter {CC}. Ang Citizen’s Charter ay isang opisyal na dok na st famin
INSTRUCTION: Check  maork your answer  to the Crizen's Chorter. . The CrizensChorter is  an official document that reflects
s2 mga serbisyo ngahensya/opisina ng pamahaiaan kasama ang mga kinakailangan, bayad, at oras ng pagproseso nite bukod sa iba pa.
the services ©f @ government agerncy [/ office including  izs requirements,  fee and processing time among others.
coc1. Alin sa mga s od ang pi na sa iyong kaslaman sa €C?
which of the following Dest gescribes your  owcreness br a cc?
27  Alam ko kung ano ang CC at nakita ko ang CC sa opisinang ito. i
! know whot ¢ €C is and { saw tRis officcs CC
b, Alam ko kung ano ang CC pero hindi ko nakita ang CC sa opisinang 0.
I know what @ €Cis but | IENOT see this office’s T i
<. Nalamen ko lang ang CC noong nakita ko ang CC ng cpisinang ito.
1 fearned of the CC orly when | sow this office’s CC
d. Hindi ko alam kung ano ang CC at wala skong nakita s3 opisinang tct
I do mot know what o CC is ond ldid not see one in this office |
cc2 Kur\g 2lam mo ang CC (nasagot 1-3 sa CC1), masasabi mo ba na ang CC ng/opisinang ito ay...7
oware of CC (answered 1-30fCC1), would yousay that the CC"fmFsaﬂlcewns e ¢
a/ Madaling makita d. Hindi nakixita H
Eosy to see Mor visibic ot ail S
b. Medyo madaling Makita e N/A
Somewhot easy to see
A Mahirap Makita
Difficult 1csee
3. Kung alarm mo ang CC (sagot na code 1-3 sa CC1), gaano nakatulong ang Cl: sa iyong transaksyon?
if awore of CC (eanveredcode 51-30f CC1), how much did the CC heil you in your tronsoction?
a. Nakatulong ng malak! c. Hindi nakatulonz
Helped very much did not heiped i
)./ Medyo nakatulong 4. N/A i

Somewhat beiped

PANUTO: Para sa SQD 0-8, lagyan ng tsek { .~) ang hanay na pinakaangkop sa iyong sagot.
INSTRUCTIONS: For SCID 0-8, please put 6 check mors {) 00 the Column That Best coressonds 1D your onswer.

! P — Hindi swnamang-
ayon Sy

{
v H ayon |
(Strongly Dis agree} T | (Niether disagree or agree} | (Agres) i iStrongly Agree) e

IR |

{7sQ01. Gumugo! ako ng Mmakatwirang dami ng oras |
i para sa aking transaksyon.

| {1 spemt & reasonable amocounr of time for my H i
{_tronsection, i | | |
5QD2. Sinuned g opisina ang Mga kinakalangan at H i
hakbang ng trasaksyon batay 32 impomasyonz i

! (the office the ion’s requirere

| _ond stens bosed on the informeation provided. !

| SQD3 Anz mga nakbang [<abiang 398 pagbacoyading |
{ kaflangan kong gawin para $o aking transoksyon ay
| madait ar stmote. i i

| {The steps fincluding payment{ ] needed ta do for my : i
i 1ransaction were eaty ond séimmpiel

{ 50D3. Madali axong nakahanap ng impormasyon
| tungko' sa IWNZ TransaksSyon mula S3 OSISIAE O ik { {

| website nito. | /
i U cosily found - inn abaut my Ffrom

| _the cffice ar its website.)

|

i i !

{7SQD5. Nagbavad axo ng TakStwiranR Naaga "g a3 | + T — A RIS !
{

i

{

N\,

NCEX

foremiitanisy

bayarin Dara s aking Lransaksyon. { S i
(! poid o reasonoble amoum of fees for my | i i A i 1
| SQPs. Pakiamdam kc- 3y pata: ang opisina sa fahat o o | S _— :
| “wslang g aking { { % !
| {1 feat the office ws foir (oevtryoﬂe during ey H i { P H
transaction.) | H i !

SQO7. Naramdaman ko ang pagga ang ng mga euhan | ¥
at (kung humingi ako ng Tuiong) Ing mga tachan ay | ! ¥
matuicngin. }
{# wos treated courtevusly by the staff, and {if ! asked |
heip) the sToff woas 5. i
| 5QD8. Nakuhs ko ang kailangan ko muls 33 0DsTAE g |
| goby © {kung Unanggihas) ang ommanget 33
| kaningan sy may $309t N3 innolwanog 58 akin.

| ¢ got whar § need from the gevesnmen: office or (if
| Genied) denoi of reguest wos sufficiently expioined o {
{_me PR Nt : 1 i i
Mga mungkahi KUNg Paanc namin Mapapabuti DA 3N ZaMINg SeTbISYO: [Suaoustons on How we con further Improve our services)

N




A ORION WATER DISTRICT
Upang mapagsetb\svuhan kayo nang mas mahusay
{HELP US SERVE yOu BETT ER)

i i ina. Ang inyorg komento o pun2

jent Satisfactory Measurement {CSM) 2V para alamin ang Karanasan ng aming mga ko:\'sumermsa am:'lg opisin o g s 4 +

A;:: 2LT§m}.',m oot i e Mﬂ:::?syoo}.\ng ;:mna\czé impormasyon N3 iyong ibabahagi 2y mananatiing
, i ihi ing seroisyoc. i

ay lubos na makakatulong upang mas lalong pagbunhmAang aming o R g o

service.
wilt 0

kumpidensya\ at may opsyenn2 hindi sagutan ang dokx.:mento na ito.
confidentic! and HOVE the option  not @ onswer  this form.

iti i io/ahensya
Uri ng Kliyente: [ Citizen mBusmess | Government (emplevacol )

g:t’s"a?wpéc- 79 J0.22 Kasarian : [ Babae g Leleke Edad: & 4¢_

isex) (Female) (Male} _ tagl
i Dzhilan ng pagbisita: REIPIRT Oi LEAK

19, f (=3

Tirahan: LY/SUNG R 91, Balacn (Service avaied)

(Address] ///
#___.,l——«—«-——’-ﬂ—*—"‘.—'—,"—” e o < i na sumasalamin
PANUTO: Lagyan ng { ) ang yong sagot sa tanong s3 Citizen s Charter (Cc)ingcgt:znin; iram.: a\; :'sango xy::;c:ﬂo:cumemo g
INSTRUCTION: Check  mark your ~ cnswer the Citizen's Cnorter. e i t _ 2
sa mga serbisyo Ng shensya/opisina ngpamahalazn kasama ang mga kinakailangan, bayad, 2t 0ras ng pagproseso nito s :3;(;;3.

the services Of u goOveIment ogency / office including %S requitements, fee and processing time omong
ccl. Alin 53 mga d ang pinakamahusay na naglaiarawan 52 ong baanssa CCF
whichof the foliowing best descrives your ~ Oworensss o o €2
s Aamko xung ano ang CCat nakitz ko ang CCsa opisinang ito.
| know what a CC is and 1 sow this office’s CC
b. Alam ko kung anc ang CC pers hindi ko nakita ang CCs2 opisinang it0.
| know whot o CCisdut i GidNOT see this office’s CC
c.  MNalaman ko lang ang CC noong nakita ko ang CC ng opisinang it©
1 leorned of the CC only when | sow ihis office’s CC
4. Hindiko alam kung anc ang CC atwala akong nakita s3 opisinang ito.
i do nor know whet ¢ CC s ong 1did not see one in this office
o2, Kung alam mc ang CC {nasagot 1-3%3 CC1), masasabi mo ba na ang CC ng opisinang ito ay..?
i awere of (T {onswered 1-3 of &L, would you soy ther the €C of this offce wos ... 7
2.  Madaling makita d. Hindi nakikita
Egsy to see Not visible ot al!
b,  Medyo madaling Makita s, N/A
Somewhat easy 10 see
c.  Mahirap Makita
Difficult to 5e€
ca. Kung alam me ang CC{sagot na code 1-3 sa CC1), gaano nakatuiong ang CC sa iyong transaksyon?
g oware of (C ({onsweredcode 1-3of CCI3 how much 3id the CC help you in your tronsaction?
a. Nzkatulong ng mataki ¢. Hindinakatulong
Helped very much did not heped
b, Medyo nakatuleng d. N/A
Somewhot heipet
PANUTO: Para sa SQD 0-8, lagyan ng tsek { .~} ang hanay n2 oinakaangkop sa iyong sagot.
INSTRUCTIONS: For SQD 0-2, please put & check mork {} on the colurmn Thet BEST COTEsSponds 10 your ooswer
i  ENPRREREHANEIE i Nig o
ayon - m;\oo'n i S Lubos na sumasang-avon | N/

L | {strongly Dis ogree] Disogreel | (riother disagree orogree) | [Agreel (Serongly Agree! A

2 SQPO. Nasiyanan 30 53 serdisyong na-avail ko H

H flom o with the service / gvoiies.}

{ sQD1. Gumugo! ake ng makatwirang dami ng omas

| parasa3king transaksyon. £ -

‘ i spent o reasongble omount of time for my | i /

! tronsaction i

i SQD2. Sinunod ng 0p'sina 30§ Tg3 WinakaTangan at | ot

gnakbangngu' patay sa g |

| iginigay. i i

| {the office followed the tramsoction’s reguiements i i 5/

and steps bosed on the informotion proviged.i {
SGD3. Ang mga hakoang {kabiang 2ng aaghadayadina |
kaiangan kong gawin pard 53 aking transsksyon &y
madali at simple.

(The steps f{including poyment] | peeded to do for my i
| tronsacticn were eosy ond simple).

SOD4. Madall akeng Askahonap ng IMIormasyon |
i tungkol s3 aking transaksyon mulz s3 ooishs © 58 |
| website nito.

i (i easily found i jon about my from

the office or its website.) | ‘ H /
V

SQD5. Nagbayad ako ng makatwirang halaga ng ™3
bayarinparasa aking transaksyon.

& poid o reasonoble omount of fees for my i
. tronsaction.}




< ORION WATER DISTRICT
Upang mapagserbisyuhan kayo nang mas mahusay
{HELP US SERVE YOU BETTER)

Ang Client Satisfactory Measurement {CSM) ay para alamin ang karanasan ng aming mga konsumer sa aming opisina. Ang inyong komento o puna
This Ciient Satisfoctory Meosurement {CSM)} trocks the experiense of  our customer in our office. Your feedback

ay lubos na makakatulong upang mas lalong pagbutihin ang aming serbisyo. Ang personal na impormasyon na iyong ibabahagi ay mananatiling
wilf nelp 1o provide better service. Personai information shored will kept

kumpidensyal at may opsyon na hindi sagutan ang dokumento na ito.
confidentiol and Hove the option  not Tt answer this form.

Uri ng Kliyente: [ Citizen [jBusiness 3 Government {(empleyado/zhensya)

{Cient typej N L8

Petsa: et - 272 Kasarian: [} Babae [ Lalske Edad: (2

(Date) * L(Sex) (Femaiej {Male) (Age] -
Tirahan: _g“{ o~ D103 @ crY ©v7 _ Dahilan ng pagbisita: %754 7”&?) vz fi/ 7/
{Address} {Service ovoiled} 4 7/ ¥:

PANUTO: Lagyan ng { ~) ang iyong sagot sa tanong s2 Citizen’s Charter (CC). Ang Citizen’s Charter ay isang opisyal na dokumento na sumasatamin

INSTRUCTION: Check mok your  answer 10 the Citizen’s Charter. The Citizen’s Chorter is  on officist document that reflects
sa mga serbisyo ngahensya/opisina ng pamazhalaan kasama ang mga kinakailangan, bayad, 2t oras ng pagproseso nito buked sz iba pa.
the services of @ government ogercy / offie including its requirements, fee ond processing time among others.
cc1. Alin sa mga sumusunod ang pinakamzhusay na naglalarawan sa iyong kaalaman sa CC?
Whichof the foilowing best describes your  owareness o a 7

Alam ko kung ano ang CC at nakita ko ang CC sa opisinang ito.
| know whot @ CC is end i sow this office’s CC

b. Alam ko kung ane ang CC pero hindi ko nakita ang CCs2 opisinang ito.
| know what @ CCis but | Gid NOT see this office’s CC

¢ Nalaman ko lang ang CC noong nakita ko ang CC ng opisinang ito.
! learmed of the CC only when | sow this office’s CC

d. Hinci ko alam kung ano ang CC at wala akong naiitz s3 opisinang ito.
I do not know what g CC is ond 1did not see one in this office

ccz. Kung alam mo ang CC {nasagot 1-3 sa CC1}, masasabi mo ba na ang €€ ng opisinang ito ay...?
if owore of CC fanswered 1-30fCC3), would yousay thot the CCof this officewas ... 2
Madaling makita d.  Hindi nakikita
Eosy to see Not visible at off
b Medyo madaling Makita e. N/A
Somewrhat eosy to see

c.  Mghirap Makita
Difficult to see

ocs. Kung alam mo ang CC {sagot na code 1-3 sa CC1), gaano nakatuleng ang CC sa iyong transaksyon?
if awore of CC (answeredcode 1307 C(1), how much did the CC help you in yaur trensoction?
/7,/ Nakatulong ng malaki c. Hindi nakatulong
Heiped very much did not heiped
b. Medyo nakatulong d. N/A
Somewho? heiped

PANUTO: Para s2 SQD 0-8, lagyan ng tsek { .~) ang hanay na pinakaangkop sa iyong sagot.
INSTRUCTIONS: For 5QD 0-3, piease put o check mark {} on the column thot best cormesponds to your answer.

i i indi N
i Lubos na di sumasang- wnd':":‘;.“"‘ TooNidi yon o i S
ayon . 1 sumasang-ayon ayon §. LAi0s Bk B SEng s
(Strongly Dis agree] {okagrec | [Nietker disagree or agree] {Agree] ! [strongly Agree]

»Z

SQD0. Nasiyanan 2ko sa serbisyong na-avail xo
{1 arn satisfied with the service i ovaiied.]

sQD1. Gumugo! ako ng makatwirang dami ng cras
para sa aking transaksyon.

{1 spent o recsonchie amount of rime for my
tronsoction.}

SQD2. Sinunod ng op'sina ang mga kinakailangan 3t : 1
hakbang ng trasaksyon Dalay s3 ‘mpomasyong |
iginizay.

(the office foliowed the rransaction’s requirements
and steps bosed on the infcrmation provided.)

SQD3. Ang mga hakbang {kabilang 2ng pagbabayadjna
kaflangan kong gawin para sz a<ng transaksyon ay

transaction were easy and simple).

SQD4. Madall akong nakahanap ng impormasyon
tungko' s3 aking transaksyon mufa s3 oDisina © s3
wensite nito.

{ easiy found inf ion ebout ry tr ion from i $
the office or its website.) i 1 i

SQD5. Nagbayad ako ng makatwirang halaga ng mga
bayarin para sa aking transaksyon. {
il poid o reasonable amount of fees for my ;
rranscetion.) {

SQD6. Pakramdam ko ay patas ang opising $3 iahat © 1
| famiana asisiacan®” 3 Adnshan as aving fransakcunn |

madali at simple.
(The steps (including poyment{ | needed to do for my i
P




<> ORION WATER DISTRICT
Upang mapagserbisyuhan kayo nang mas mahusay
(HELP US SERVE YOU BETTER)

Ang Client Satisfactory Measurement {CSM} 2y para alamin ang karanasan n
This Client Satisfoctory Measurement {CSM; tracks the experence of our customer in our aoffice. Your feedbock

ay lubos na makakatulong upang mas lalong pagbutihin ang aming serbisyo. Ang personal na impormasyon na ivong ibabahagi ay mananatiling
will heip to provide berzer service. Perscrai information shored wilf kept

kumpidensyal at may opsyon na hindi sagutan ang dokumento na ito.
confidentiol ond Hove the option not to answer this form.

Uri ng Kliyente: ﬁ Citizen [JBusiness 3 Government {emplevado/ahensya)
(Client type)} £

Petsa: sl -3 Kasarian : m/Babae 0 talake Edad: 3
{Dotej

Trahan:_PAGTASA wpawr 0.g. T e el WWuLnar  wmeover
{Address) N

2 aming mga konsumer sa aming opisina. Ang inyong komento o puna

{Service svaifed}

PANUTO: Lagyan ng ( ) ang iyong sagot sa tanong sa Citizen’s Charter (CC). Ang Citizen’s Charter ay isang opisyal na dokumento na sumaszlamin

INSTRUCTION: Check  maork your  answer io the Citizen’s Charter. The Citizen’sChorter is on  official document that reflects
s2 mga serbisyo ngahensya/opisina ng pamazhafsan kasamz ang mga kinakailangan, bayad, at oras ng pagproseso nito buked sa iba pa.
the services of ¢ government ogency [/ office including & requirements,  fee ond processing time among otkers.
(o o1 Alin sa mga sumusunod ang pinakamahusay na naglalarawan sa iyong kaataman sa CC?
Whichof the following best describes your  owareness of o «c?
Alam ko kung ano ang CC at nakita ko ang CC sa opisinang ito.
i know what @ CC is end | saw this office’s CC.
b.  Alam ko kung ano ang CC pero hindi ko nakita ang CC s3 opisinang ito.
| know whet o CCis but | didNOT see this office’s CC.
¢ Nalaman ko lang ang CC noong nakita ko ang CC ng opisinang itc.
| learred of the CC only when ! sow this office’s CC
d.  Hindiko alam kung 2no ang CC at wala akong nakita sa opisinang ito.
f do not know whot o CC is ond idid not see one in this office
cc2. Kung alam mo ang CC {nasagot 1-3 sa CC1), masasabi mo ba na ang CC ng opisinang ito ay...?
f oaware of CC (answered 1-30fCCI), wouid you say thot the CCof this office wos . ?
3. Madaiing makita 4. Hindi nakikita
Easy to see Not visible ot olf
b.  Medyo madaling Makita e. N/A
Somewhaot easy ta see
c.  Mahirag Makita
Difficuit to see
Q. Kung alam mo ang CC (sagot na code 1-3 sz CC1}, gaano nakatulong ang CC sa iyong transaksyon?
i awore of (CC {answeredcode 1-3 of CC1}, how much did the CC heip you in your transaction?
2.  Nakauwlong ng malaki c. Hindi nakatulong
Heiged very much did not heiped
b, Medyo nakatulong d. N/A
Somewhat heiped

PANUTO: Para sa SOD 0-8, lagyan ng tsek (-} ang hanay na pinakaangkop sa iyong sagot.
INSTRUCTIONS: For SQD 0-8, please put G Check mark {} an the columy that best corresponds 10 your answer.

Lubos na di sumasang- | .

Tl s . {Disogree)

SQDO. Nasiyahan ako sa serbisyong na-avail ko i
{1 am satisfied with the serwce } gugiied ) g i
SQDL. Gumugo! ako ng makalwirang dami ng oras
DRara s3 aking transaksyon.
i {f spent o reasoncbie amount of time for my {
i ion.} {
D2, Sinunad ng opising ang mMga kinakailangan at | {
hakbang ng trasaksvon batsy sz H

g3 ¥ i i ! /
i f.:i-ego;fre follomed the transaction's requirements ! i {

| ond steps basedon the infoemation provided.) { : i
| SQD3. Ang mga hakbang {kedilang 2ng cagbadayadina

| ='ga~ kong gawin 2ar3 33 aWng transaksyon ay |

Judmg poyment{ | needed ta o formy { i | { 4
n were easy and sirepie) { i i .
84383 zkong nakshanap ng impormasyon H H | ! .
tungko: 53 3king Transaksyon mua 53 C0isE O S { i } -

i i E i
Nagbayad s%v ng makatwirang halaga ng mgs § i i //
273 53 2ktng ransaisyon. 14 I p

o regsoncdie omount

$Q0e. Paciamdsm ko 3y patas ang opisi
“walang gsiskasan” sz p3nahon ng 36

2 s2 izhatc
Lrans3usyon.




<« ORION WATER DISTRICT
Upang mapagserbisyuhan kayo nang mas mahusay
{HELP US SERVE YOU BETTER)

Ang Client Satisfactory Measurement (CSM] ay para alamin ang karanasan ng aming mga konsumer sa aming opisina. Ang inyong komento o puna

This Client Satisfoctory Megsurement {csay tracks the experience of our customer in our office. Your feedback

ay lubos na makakatulong upang mas latong pagbutihin ang aming serbisyo. Ang personal na impormasyon na iyong ibabahagi ay mananatiling
witl help to provide better service. Personal information sharec will kept
kumpidensyal at may opsyon na hindi sagutan ang dokumento na ito.

confidentiol ond Hove the option  not to answer this jorm.

Uring Kliyente: {7} Citizen [JBusiness [] Government {empleyado/azhensya}

{Ciient typej

petsa:__—> 82 ~ el Kesarian: [JBebae [ Laiske fdad:_ = O

{Dote) = — N 3 {Sex} — (Femols} {Male) o (Age}

Tirahan: B b ! & oltion A7 Dahilan ng pagbisita: 122 P L Acg, Lo
{Addressj (Service ovosled)

PANUTO: Lagyan ng { ) ang iyong sagot s2 tanong sa Citizen’s Charter {CC). Ang Citizen's Charter ay isang opisyzl nz dokumento na sumasalamin

JNSTRUCTION: Check mark your  cnswer o the Citizen's Charter. The Citizen’sChorter is aos  officiol document that reflects
sa mga serbisyo ngzhensys/opisina ng pamshalaan kasama ang mga kinzkailangan, bayad, at oras ng pagproseso nito bukod sa iba pa.
the services of o gowemnment agency [ office including irs requirements, fee and processing Time omang others.
CCi. Alin sa mga sumusunod ang pinakamahusay na naglalarawan sa iyong kaalaman s3 e
Which of the following best describes your  Oworeness of a CC?

ac”” Alam ko kung ano ang CC at nakita ko ang CC sa opisinang itc.
! know whot @ CC is and | saw this office’s CC.

b.  Alam ko kung ano ang CC pero hindi ke nakita ang CC s2 opisinang ito.
! know what g CCis but | JidNOT see this office’s CC.

c.  Nalaman ko lang ang CC noong nakita ko ang CC nig opisinang ito.
! learned of the CC only when | sow this office’s CC

d.  Hindi ko alsm kung ano ang CC at wala akong nakitz sa opisinang itc.
! do not know whot @ CC is ond !did nct see one in this office

[sw Kuggalam mo ang CC {nasagot 1-3 sa CC1), masasabi mo ba na ang CC ng opisinang ito 2y...7
oware of CC {onswered 1-30f(Cl}, wouid yousay that the CCof thisofficewas ... ?
a. Madaling makita d. Hindi nakikita
Easy to see Not visible at alf
b.  Medyo madaling Makita e. N/A
Somewnhot easy to see
c Mahirap Makita
Difficult to see
cc3. Kung alam mo ang CC {szgot na code 1-3 sa CC1}, gaano nakatulong ang CC sa ivong transaksyon?
oware of CC {answeredcode 1-3 of (C1), how much did the CC help you in your tronsaction?
3. Nazkatulong ng malaki ¢. Hindinakatulong
Heiped very much did not heiped
b. Medyo nakatulong d. N/A
Somewhat helped .

PANUTO: Para sa SQD 0-8, lagyan ng tsek { .~} ang hanay na pinakaangkop sa iyong sagot.
INSTRUCTIONS: For SQD 0-8, please put a check merk {} on the column thot best corresponds to your answer.

Lubos na di sumasang- | “"di:::‘”" | e ayono s e ;
ayon ! ! sumasang-ayon i ayen N !
{Strongly Dis agree} | ropen) | (Niether disagree oragree] | {Agree] Fraagty Agees)

N/
A

i SQDG. Nas'yahan ako sa serbisyong na-avai ko

11 am sotisfied with the service | ovaied i :

| SQC1. Gumugel akc ng makatwirang dami ng oras H
| para sa aking transaksyon.

| tronscction.}

{i spent @ reasonobie omount of time for my

| hakbang ng tasaksyon batay s3 impomasyong

| {the office Jfollowed the transoction’s requirements |
| and steps besed on the information provided.} {

SQD2. Sinunod ng ooising ang mga kinakailangan 3t

igingay.

| (The steps {inciuding payment( | needed ta do for my i
| transection were easy and simple). } i i

SQD3. Ang mga { g 3ng d }
kailangan kong gawn pare sa 3king transaksyon ay
mada¥ at simple. H

i Dayarin para sa aking transaksyon. {
{ [t poid o reesonabie amount of fees for my |

{

SQD4. Mada¥ akong nakahisnap ng impormasyon | H
tungko $3 3King transaksyon mula s3 opising © 53 |
website nito.

{# easify found information cbout my tronsaction from
the office or its website.)

SQD5. Nagbayad ako ng makatwirang halaga ng mga

tronsoction.} : i i

i

| “walang palskasan” ss panahon ng aking transaksyon.

SQDE. Pakiramdam ko 3y patas ang opisina s2 lanat o } i s

B R



2. Methodology

For Physical Clients, surveys were handed out and collected by ORIWAD personnel immediately at the
end of the transaction.

The Eight (8) SQD questions were scored using a 5-point Likert Scale. The simple average of the
guestions was used to get Overall Score. The interpretation of the results are as follows:

Scale Average Rating
1 1.00-1.49 Very Unsatisfactory
2 1.50-2.49 Unsatisfactory
3 2.50-3.49 Neither Unsatisfactory or Satisfactory
4 3.50-4.49 Satisfactory
5 4.50-5.00 Very Satisfactory

3. Results of the harmonized CSM for CY 2022

Most respondents were “Very Satisfactory” with ARTA in terms of the Eight (8) service quality
dimensions, recording a score range of 4.90 — 4.99. The data below shows the breakdown of the results
per service quality dimensions.

Service Quality | Strongly | Disagree Neither Agree | Strongly | Responses | Rating

Dimensions Disagree Agree nor Agree
{SQD} Disagree

Responsiveness 0 0 0 325 7327 7652 4.95
Reliability 0 0 0 561 7091 7652 4.90
Access and 0 0 0 267 7385 7652 4,97
Facilities

Communication 0 0 0 187 7465 7652 4.98
Costs 0 0 0 24 7628 7652 499
Integrity 0 0 0 264 7398 7652 4.97
Assurance 0 0 0 123 7529 7652 4,98
QOutcome 0 0 0 8 7644 7652 4.99
OVERALL 0 0 0 1759 59467 61216 4.96

a. Average score per service Looking at the scores per service, respondents were either “Satisfied”
or “Very Satisfied” with their transactions, recording a score range of 4.90 — 4.99. No service
garnered a score of 3.99 or lower. As a result, ARTA recorded an OVERALL score of 4.96, which
translate to “Very Satisfied”.



The data below shows the overall rating of each surveyed.

EXTERNAL SERVICE OVERALL RATING

Application for New Connection 4.99
Application for Reconnection of Water Services 4.99
Request for Voluntary Disconnection of Water Services 499
Water Bill Payment 4.90
Application for Senior Citizen Discount 4.99
Request for Change of Account Name 4.99
Request for Water Meter Calibration 4.90
Request for Transfer of Water Meter Tapping Location 4.98
Request for Transfer of Location with Tapping 4.97
Report leakages, Service Line Repair, Broken Pipe 4.99

Total 4.97

4. Improvement Action Plan FY2023:

\4

To include survey on water quality and efficiency of service provided to the consumers.
» Improve further on the frontline services provided, i.e., efficient and courteous staff
attending to the needs of the consumers, and maintain the reliability and

responsiveness.

%

Resolve all customer complaints at the shortest time possible.
To conduct water delivery in areas where there’s low water pressure or no water

supply.

Prepared by:

N

EDIE B. R:%S

HEAD, Commercial Section




ORION WATER DISTRICT

Landing Street, Lati, Orion, Bataan
Tel. Nos. (047) 240-4335, Email: orionwaterdistrict@yahoo.com
Official Website: orionwatersdistrict.gov.ph

CERTIFICATE OF CUSTOMER SATISFACTION

This is to certify that the Orion Water District complies with R.A. No. 11032 of the Ease of Doing
Business (EODB) and Efficient Government Delivery Service Act of 2018 by acting 100% of received
customer complaints through Customer Service Unit and zero complaints reported through hotline

#8888 or the Citizens' Complaint Hotline.

This certification is issued in compliance to LWUA-DBM Joint Memorandum Circular No. 2020-1 re:

Guidelines on the Grant of FY2020 Performance Based Bonus for Local Water District.

Issued this 31° day of May 2023.

EDNA B. RA

HEAD, Commercial Section




