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l. Overview:

The Land Bank of the Philippines (LANDBANK) is a government financial institution with
a social mandate of promoting countryside development. Over the years, LANDBANK
has evolved into a full-service commercial bank. It ranks among the top five commercial
banks in the country in terms of deposits, assets, loans and capital.

In pursuit of its policy for quality, LANDBANK continuously measures its ability to deliver
products and services that effectively address the needs and meet the expectations of its
customers.

For 2023, LANDBANK conducted an in-house Client Satisfaction Measurement (CSM)
survey through the Satisfaction Measurement Instrument for LANDBANK Experience
Survey (SMILES) program among different customer segments such as depositors and
clients of the Bank’s lending, trust, treasury, investment banking and agrarian services
units.

This is in compliance with GCG’s Joint Memorandum Circular No. 1, series of 2023 or
Supplemental Guidelines to the ARTA Memorandum Circular (M.C.) No. 2022-05 of the
Guidelines on the Implementation of the Harmonized Client Satisfaction Measurement
specific for GOCCs covered by Republic Act No. 10149 stating that all GOCCs shall
conduct their respective Customer Satisfaction Survey (CSS) as required by the GCG-
approved Performance Scorecard. The CSS methodology shall be in accordance with the
prescribed Guidelines of the ARTA M.C. No. 2022-05 which was later amended through
ARTA M.C. No. 2023-05.

In a summary, LANDBANK’s 2023 CSM yielded the following results:

Number of

Respondents 50,198
Satisfaction Rating 98.10%
Overall Score 97.89%
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The survey covered the completed transaction for all services in 2023. LANDBANK
gathered surveys from customers who frequented the branches or customer facing
units’ offices to assess and measure the quality of service provided by
Branches/Branch Lite Units, Lending Centers/Units, Trust Banking, Treasury and
Investment Banking, Property Valuation and Field Operations Group (PVFOG) and

other stakeholders nationwide.

b. Geographic and Office Coverage

Geographic breakdown of respondents as follows:

Region Count %
Region | 1,409 3%
Region Il 607 1%
Region llI 11,497 23%
Region IV-A 5,993 12%
Region IV-B 1,828 4%
Region V 1,573 3%
Region VI 3,098 6%
Region VI 4,765 9%
Region VIII 2,636 5%
Region IX 311 1%
Region X 1,541 3%
Region XI 1,756 3%
Region XII 478 1%
Region Xl 389 1%
NCR 9,766 19%
CAR 406 1%
BARMM 2,145 4%
Total 50,198 100%
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Office coverage distribution of respondents as follows:

Office Count %
Branch Banking Group
Central Luzon 11,419 23%
East Visayas 6,919 14%
South West Luzon 5,383 11%
East Mindanao 4,512 9%
South East Luzon 3,864 8%
West Visayas 3,039 6%
North NCR 2,875 6%
South NCR 2,820 6%
North Luzon 2,271 5%
West Mindanao 1,798 4%
Total Branch Banking 44,900 89%

Lending Group

Central Office 1,137 2%
Visayas 388 1%
North and Central Luzon 196 0.4%
Mindanao 191 0.4%
South Luzon 96 0.2%
Total Lending 2,008 4%
Central Office 3,290 7%

Total 50,198 100%
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c. List of Services Surveyed, Responses, and Total Number of Transacting
Clients

LANDBANK conducted the 2023 CSM survey covering the following combined
services based on the recommendation of ARTA on its letter to LANDBANK dated

28 November 2023:

Minimum No.
of
Respondents

Total No. of

Actual No. of %

External Services Respondents

Transactions

1 | Opening of Deposit Account 15,088,384 384 11,361 2,959%
2 | ATM Card Requests 852,859 384 2,171 565%
3 | Branch Over-the-Counter 43,970,147 384 26,175 6,816%
4 | Enrolment to/Updating of
iAccess (Non-Financial/ 832,236 384 1,157 301%
Financial Transactions)
5 | Branch Banking Loan Servicing 672,575 384 1,518 395%
6 | Other Branch Products/Services 7,410,229 384 720 188%
7 | Request for Branch Banking 1,100,810 384 1,153 300%
8 | Regular Loan Processing 58,581 382 1,379 361%
9 Credit Card Services 2,075 324 334 103%
10 | Loan Recovery Services 286 164 190 116%
11 | Non-Borrowing Transactions 17 16 17 106%
12 | Real and Other Properties
Acquired/Acquired Essets 93 & 88 117%
13 | Opening of Trust Accounts 223 141 223 158%
14 | Trust Account Managements 13,387 373 1,166 313%
15 | Agrarian Services 4,552 354 362 102%
16 | Brokering / Distribution of 31,809 380 388 102%
Treasury Products
17 | Arranging of issuances of 9 9 9 100%
Investment Products
18 | Sourcing/Talent Acquisition 3,082 342 365 107%
19 | Pre-Employment Assessment
and Selgcti):)n (Rank and File) 688 247 356 144%
20 | Request for HR Records and 54 47 54 115%
Documents
21 | Complaints Management 78,414 382 1,012 264%
Total 70,120,510 5,924 50,198 847%

External services that had no clients in 2023 were the following:

Lending Services

1

Zero - Issuance of Certification

2

Zero - Release of Collaterals via Loan Take-out (Full Payment) by other Financial Institutions

3

Zero - Execution and Issuance of Redemption Certificate

4

Zero - Refund of 10% of the Offered Price for Disapproved Negotiated Sales Offer

Treasury Services

5

Zero - Investment Banking — Financial Advisory
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The table below shows the list of clustered external services.

External Services

1. Opening of a Deposit Accounts
Opening of a Deposit Account through Digital Onboarding System
Opening of other Deposit Account
2. ATM Card Requests
Release of Captured Card
Request for ATM PIN Change
Request for Card Replacement
3. Branch Over-the-Counter Transactions
Cash Deposit - (Peso/Foreign Currencies)
Cash Withdrawal
Check Deposit - Peso
Check Deposit - Foreign Currency
Check Encashment
Closure of Deposit Account
Online Collection Payments

Reactivation/Closure of Dormant Deposit Account

Renewal/Pre-termination/Termination of Certificate of Time Deposit (Peso and Dollar) and High
Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)

Request for Checkbook
Request for Fund Transfer
Request for Passbook Replacement
Request for Stop Payment Order
Updating of Bank Records - Change in Account Details/Type
Updating of Bank Records - Change in Account Type
4. Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
5. Branch Banking Loan Servicing
Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS)
Salary Loan
6. Other Branch Products/Services
Bond Redemption and Interest Payment
Claim of Remittance Proceeds
Domestic Bills Purchase Initiation/Availment

Electronic Fund Transfer and Purchase of Over-the-Counter Check
Outgoing Remittance/Wire Transfer

Release of Inward Returned Check

Sale/Purchase of Foreign Currencies

Servicing of Modified Disbursement System Transactions
Trust/Treasury Placements
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External Services

7. Request for Bank Documents
Request for Bank Certification/Statement of Account for Salary Loan
Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)
Printing/Reprinting of Bank Statement/Snapshot
Reprinting of Bank Statement not available in the Branch
8. Regular Loan Processing
Inquiry, Counseling and Processing of Loan
Issuance of Certificate of Outstanding Balances and Interest Paid
Issuance of Certificate of Full Payment
Issuance of Letter of Guarantee
9. Credit Card Services
Application for LBP Credit Card Easy Pay Program
Change of Name and Civil Status
Increase/Decrease of Credit card Limit or Upgrade/Downgrade of Credit Card Type
Issuance of Certificate of Full Payment and/or Voluntary Card Cancellation
Lifting of Hold-out on Deposit
Redemption of Reward Points
Refund of Overpayment
Reissuance of Credit Card
Settlement of Past Due Account
Waiver of Credit Card Annual Fee
10. Loan Recovery Services
Partial Release of Collaterals

Release of Collaterals as a Result of Full Payment

Settlement and Release of Underlying Collaterals of LBP-Rediscounted Loan Obligations of
Borrowers of Closed Banks under PDIC Receivership/Liquidation

Settlement of Loan Obligations by Delinquent Borrowers
11. Non-Borrowing Transactions
Negotiation of Letters of Credit (Payment to Beneficiary)
Opening of Letters of Credit (Cash)/Stand-by Letters of Credit
Outgoing Telegraphic Transfer related to Trade Transaction
12. Real and Other Properties Acquired/Acquired Assets
Conduct of Public Bidding
Declaration/Approval of Winning Bidder for Disposal via Public Bidding
Redemption and Acceptance of Full Payment of Redemption Price
Release of Repossessed Vehicles
Release of Sale Documents to ROPA Buyer
13. Opening of Trust Accounts
Escrow Accounts

Trust Accounts
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External Services

14. Trust Account Management

Additional Contribution / Reinvestment through Advance Copy of Letter of Instruction sent Via
Email

Additional Contribution / Reinvestment Physical Original Copy
Account Withdrawal
Account Closure/Termination
Issuance of Bank Certification
15. Agrarian Services
Adjustment of Valuation for PD 27 / EO 228 Claims
Payment of Land Transfer Claim Proceeds
Valuation of Landholdings under RA 6657/RA 9700
Issuance of Certificate of Full Payment and Release of Real Estate Mortgage
Issuance of Certificate of Payment/s
Issuance of Certification on Status of AR Bond
Refund of Excess Payment
Transfer/Conversion/Exchange/ Replacement of AR Bonds
Bond Redemption and Interest Payment
16. Brokering / Distribution of Treasury Products

Brokering / Distribution of Peso-Denominated Corporate Bonds or LBP Issues in the Primary
Market
Brokering / Distribution of Peso-Denominated Corporate Bonds or LBP Issues in the Secondary
Market (Purchase)
Brokering / Distribution of Peso-Denominated Government Securities (GS) - Retail Treasury
Bonds (RTBs) in the Primary Market
Brokering / Distribution of Peso-Denominated Government Securities (GS) — Treasury Bills (T-
Bills), Retail Treasury Bonds (RTBs) and Fixed Rate Treasury Notes (FXTNSs), in the Primary
Market
Brokering / Distribution of Peso-Denominated Government Securities (GS) — Treasury Bills (T-
Bills), Retail Treasury Bonds (RTBs) and Fixed Rate Treasury Notes (FXTNSs), in the Secondary
Market (Purchase)
Brokering / Distribution of Peso-Denominated Government Securities (GS) — Treasury Bills (T-
Bills), Retail Treasury Bonds (RTBs) and Fixed Rate Treasury Notes (FXTNSs), in the Secondary
Market (Sale)

17. Arranging the issuances of Investment Products
Investment Banking — Arranging for the Issuance of Bonds or Long-term Negotiated Certificates
of Deposits (LTNCD) or Equity Securities

18. Sourcing/Talent Acquisition

19. Pre-Employment Assessment and Selection (Rank and File)

20. Request for HR Records and Documents

Request for Service Record and Other Document/Record of Separated Employees (with
Records On-Site and Archived at Antipolo Warehouse)

Request for Replacement of Lost, Old/Outdated or Damaged Alumni IDs
21. Complaints Management
Handling of Customer’s Complaint
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d. Sampling

i. Applied Confidence Level and Margin of Error

As per ARTA’s sampling calculator, sampling of LANDBANK'’s 2023 CSM survey
applied a 95% Confidence Level and 5% Margin of Error to ensure result reliability.

ii. Response Rates

A total of 50,198 customers responded to the CSM survey. This is 847% of the
5,924 required minimum sample size based on ARTA’s sampling calculator.

[ll.  Methodology:

a. Mode of Survey Implementation
LANDBANK’s 2023 CSM Survey was conducted through

i. Online Survey Platform, Satisfaction Measurement Instrument for LANDBANK
Experience Survey (SMILES) for online clients
- Itis an in-house developed web-based application. Customers were asked to
scan the unique QR Code posted in branches and other customer facing units’
offices that serves as the key portal to enable all clients to access the CSM
survey form. Customers may also access the CSM survey form online thru
smiles.landbank.com shared to them by the LANDBANK stakeholders.

ii. Pen-and-Paper Survey for physical clients
- Self-administered survey of customers using the printed version of
LANDBANK’s CSM survey form provided by the branches and customer facing
units’ offices to clients immediately at the end of transaction/s.

iii. Telephone Survey for physical clients
- Telephone Survey guided by the standard harmonized CSM questionnaire
conducted by Customer Care Department’s associates.
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b. Feedback and Collection Mechanism

The LANDBANK’s 2023 CSM survey utilized the standard harmonized CSM
guestionnaire designed by ARTA which included questions on demographics,
Citizen’s Charter and the following Service Quality Dimensions (SQDSs):

1. Responsiveness - the willingness to help, assist, and provide prompt
service to citizens/clients.
“l spent a reasonable amount of time for my transaction.”

2. Reliability - the provision of what is needed and what was promised, following
the policy and standards, with zero to a minimal error rate.
“The office followed the transaction’s requirements and steps based on the
information provided.”

3. Access and Facilities - the convenience of location, ample amenities for
comfortable transactions, use of clear signages and
modes of technology.

“The steps (including payment) | needed to do for my transaction were easy
and simple.”

4. Communication - the act of keeping citizens and clients informed in a
language they can easily understand, as well as listening
to their feedback.

easily found information about my transaction from the office or its website.”

“I

5. Costs - the satisfaction with timeliness of the billing, billing process/es,
preferred methods of payment, reasonable payment period, value
for money, the acceptable range of cost, and qualitative information
on the cost of each service.

paid a reasonable amount of fees for my transaction.”

llI

6. Integrity - the assurance that there is honesty, justice, fairness, and trust in
each service while dealing with the citizens/clients.
“I feel the office was fair to everyone, or “walang palakasan”, during my
transaction.”

7. Assurance - the capability of frontline staff to perform their duties, product
and service knowledge, understand citizen/client needs,
helpfulness, and good work relationships.

“l was treated courteously by the staff, and the staff was helpful.”

8. Outcome - the extent of achieving outcomes or realizing the intended
benefits of government services

got what | needed from the government office, or (if denied) denial of

request was sufficiently explained to me.”

llI
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c. Scoring System

The eight (8) Service Quality Dimensions (SQDs) were scored using a 5-point Likert

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

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

Number of ‘Strongly Agree’ answers + Number of "Agree’ answers
Total Number of Respondents - Number of 'N/A’ answers

Overall Score =

The percentage of respondents who rated ‘Agree’ and ‘Strongly Agree’ for all eight
(8) Service Quality Dimensions (SQDs) shall be used to compute the Overall Score.

Interpretations of the results shall be as follows:

Percentage ‘ Rating

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

There might be instances wherein figures do not add up to 100% due to rounding
off.

10
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V. Data and Interpretation

a. Demographic Profile

For the age distribution, 13% of the clients opted not to divulge their age. The largest
age group with 40% belonged to 20-34 age range, demonstrating that young adults.
Moreover, 28% of respondents were within the 35-49 age bracket, clients in their
prime working and family-building years. Perceptions from clients aged 50-64 years
old or 13% of respondents were also gathered, while 3% were contributed by the
respondents aged 65 and above. Younger respondents, aged 19 and below
constituted the 4% of the total respondents.

For the sex distribution, female clients had the big portion or 61% of the total
respondents while male respondents accounted for 39%.

Demographics \ Count \ % Demographics Count %
Age Group Sex
1. 19 or lower 1,791 4% 1. Male 19,338 39%
2. 20-34 19,905 40% 2. Female 30,588 | 61%
3. 35-49 13,969 28% 3. Did not specify 272 1%
4. 50-64 6,771 13%
5. 65 or higher 1,338 3%
6. Did not specify 6,424 13%

For the region distribution of respondents, an estimate of 1 in 4 respondents (23%)
were from Region Ill, while 1 in 5 respondents (19%) from National Capital Region.
This was followed by Region 1V-A with 12%.

D3. Region ‘ Count ‘ % D3. Region Count %
Region | 1,409 3% Region IX 311 1%
Region Il 607 1% Region X 1,541 3%
Region 11l 11,497 23% Region XI 1,756 3%
Region IV-A 5,993 12% Region XII 478 1%
Region IV-B 1,828 4% Region Xl 389 1%
Region V 1,573 3% NCR 9,766 19%
Region VI 3,098 6% CAR 406 1%
Region VI 4,765 9% BARMM 2,145 4%
Region VI 2,636 5% Total 50,198 100%

11
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In terms of office group, Branch Banking Group got the lion’s share of 89%, then
followed by Central Office with 7% and Lending Group with 4%.

Office count %
Branch Banking Group 44,900 89%
Central Office 3,290 7%
Lending Group 2,008 4%

For the customer type segment, most of the clients who visited the branches/
customer facing units’ offices for their bank transactions were citizens or individual
clients with 78%. Government clients came next with 12%. Least visits from business
clients, with only 4%, was also observed.

D4. Customer Type Count %

1. Citizen 39,101 78%
2. Business 1,938 4%
3. Government 6,266 12%
4. Did not specify 2,893 6%

b. Citizen’s Charter (CC) Results

Majority of respondents were aware of the existence of LANDBANK Citizen’s Charter
(CC) and have seen it in the branches/ customer facing units’ offices. With 75%, a
significant number of respondents knew what a CC is and noticed it physically in the
branches/ customer facing units’ offices. Its visibility in the branches/ customer facing
units’ offices were noticed easily by most of the respondents and also perceived its
effectiveness in helping clients with their transactions.

This exhibited that LANBANK had an effective way in communicating the CC to its
clients. A big slice of total respondents, representing 78%, perceived that the CC was
easy to see, an indicator that the visibility of the CC is effective in reaching to clients.
Additionally, 11% of respondents just learned the CC when they saw it in the branches/
customer facing units’ offices. This indicated that visibility of CC in the branches/
customer facing units’ offices is important to have a higher level of CC awareness. 7%
of respondents claimed that the CC was somewhat easy to see.

Only 5% of respondents who did not know what a CC is and did not see one in the
branches/ customer facing units’ offices. Furthermore, a small portion of respondents
or 3% knew the concept of a CC, but have not seen it in the branches/ customer facing
units’ offices.

12
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The degree of effectiveness of the CC in clients’ transactions varied. For the majority
of respondents or 77%, they claimed that the CC helped them very much, which
conveyed a positive customer experience for those who were aware of CC.
Conversely, 8% of the total respondents realized that the CC was somewhat helpful
to them, while a very small percentage or 1% claimed that the CC did not help them
in their transactions. Overall, the respondents’ perceptions on CC’s effectiveness
really generated positive impact.

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. Ié(gow what a CC is and | saw this office’s 37.772 7506

2.1 kr]ovx’/ what a CC is but | did not see this 1,351 3%
office’s CC.

3.1 Ie_arn’ed of the CC only when | saw this 5729 11%
office’s CC.

4.1 do not know what a CC is and | did not 0
see this office’s CC. 2,595 5%

N/A 367 1%

Did not specify 2,384 5%

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

1. Easy to see 36,799 78%
2. Somewhat easy to see 3,464 7%
3. Difficult to see 351 1%
4. Not visible at all 209 0.44%
N/A 3,116 7%
Did not specify 3,508 7%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 36,471 7%
2. Somewhat helped 3,690 8%
3. Did not help 281 1%
N/A 3,303 7%
Did not specify 3,702 8%

13
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Clients of LANDBANK claimed that they were satisfied with the transaction that they
availed, registering a 98.10% Overall Score, equivalent to Outstanding Rating.

Strongly
Agree

Agree

Neither
Agree nor
Disagree

Disagree

Strongly
Disagree

N/A

Total

Responses

Overall
Score

| am satisfied
with the
service that |
availed.

43,282

5,917

342

177

436

44

50,198

98.10%

LANDBANK recorded an Overall Score based on the eight (8) Service Quality
Dimensions (SQDs) of 97.89%, which translates to Outstanding Rating. This showed
that LANDBANK consistently provided a high quality of service to its clients across all
the service quality dimensions resulting to positive and delightful customer experience.

Ser‘vice Quality Strongly Agree Aglfeitehsgr Disagree S_trongly Total Overall

Dimensions Agree Disagree Disagree Responses Score
Responsiveness 39,724 8,611 864 249 598 152 50,198 96.58%
Reliability 40,334 6,473 396 87 207 2,701 50,198 98.55%
Access and 39,197 | 6,739 576 120 277 | 3,280 | 50,198 | 97.93%

Facilities

Communication 38,216 7,636 771 129 254 3,192 50,198 | 97.54%
Costs 29,426 5,772 612 86 185 14,117 50,198 97.55%
Integrity 40,400 6,118 516 137 291 2,736 50,198 98.01%
Assurance 44,069 5,361 365 97 234 72 50,198 98.61%
Outcome 39,216 6,758 522 87 200 3,415 50,198 98.27%
Overall 310,582 | 53,468 4,622 992 2,246 29,674 | 401,584 | 97.89%

14
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All the eight (8) SQDs obtained Overall Scores within the Outstanding Rating level.

The Responsiveness dimension attained an Overall Score of 96.58%. A high level
of responsiveness to clients’ transactions was observed indicating that branches/
customer facing units are very much willing to help and prompt in attending to clients’
needs and concerns.

The Reliability dimension achieved an Overall Score of 98.55%. A strong level of
reliability in the delivery of services, showing that clients can rely on the branches/
customer facing units to provide the promised services dependably and accurately.

The Access and Facilities dimension recorded an Overall Score of 97.93%. This
suggested that clients found the accessibility and facilities of services given by the
branches/ customer facing units to be outstanding, impacting positively to the overall
customer service experience.

The Communication dimension accomplished an Overall Score of 97.54%. It
implied that effective, timely and clear communication practices to clients were carried
out by branches/ customer facing units.

The Cost dimension obtained an Overall Score of 97.55%. It showed that clients
perceived the costs associated with the service as reasonable and commensurate
with the value received contributing to positive perceptions on value for money.

The Integrity dimension secured an Overall Score of 98.01%. It revealed that clients
observed branches/ customer facing units as trustworthy, fair and just in dealing with
clients.

The Assurance dimension reached an impressive Overall Score of 98.61%, the
highest Overall Score among the eight (8) SQDs. It appeared that clients highly
recognized the competence, courtesy, and good work relationships of the branches/
customer facing units to clients.

The Outcome dimension reaped an Overall Score of 98.27%. It displayed that

results or outcomes of the services were achieved outstandingly by the clients from
the branches/ customer facing units.

d. Overall Score per Service

Majority of the 21 combined services of LANDBANK garnered Overall Scores of
Outstanding Rating.

15
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Evaluated services with Overall Scores equivalent to Outstanding Rating comprised
of 76% or 16 services, with Trust Account Managements being the highest rated
service of 99.61%. This is followed by Brokering / Distribution of Treasury Products
with 99.58%.

Very Satisfactory Rating were contributed by 19% or four (4) services and Satisfactory
Rating by 5% or one (1) service.

External Services Responses Overall Score

1 [ Opening of Deposit Account 11,361 98.17%
2 | ATM Card Requests 2,171 98.18%
3 | Branch Over-the-Counter Transactions 26,175 98.08%
e e
5 | Branch Banking Loan Servicing 1,518 99.18%
6 | Other Branch Products/Services 720 98.04%
7 | Request for Branch Banking Documents 1,153 97.20%
8 | Regular Loan Processing 1,379 94.83%
9 [ Credit Card Services 334 93.12%
10 | Loan Recovery Services 190 90.35%
11 | Non-Borrowing Transactions 17 99.25%
12 E::é ta:nd Other Properties Acquired/Acquired 88 95.53%
13 | Opening of Trust Accounts 223 99.32%
14 | Trust Account Managements 1,166 99.61%
15 | Agrarian Services 362 98.30%
16 | Brokering / Distribution of Treasury Products 388 99.58%
17 Arranging the issuances of Investment 9 98.48%
Products

18 | Sourcing/Talent Acquisition 365 97.61%
19 I(Dng-nlin;;r)]Igyl/:riTs)nt Assessment and Selection 356 96.33%
20 | Request for HR Records and Documents 54 88.01%
21 | Complaints Management 1,012 97.04%

Total 50,198 97.89%

16



&3 LANDBANK

SERVING THE

BAGCONG PILIPINAS

Breakdown of External Services’ Overall Scores

1. Opening of Deposit Account

The external service of Opening of Deposit Account achieved an Overall
Satisfaction Rating of 98.19% and an Overall Score of 98.17%. With Reliability
as the highest rated Service Quality Dimension (SQD), this indicated that
respondents perceived this external service with strong level of reliability and
accuracy in its delivery.

Neither
g Strongly g Strongly Total Overall
| am satisfied Agree Agree nor | Disagree .
with the service Agree I —— Disagree Responses Score
that I availed. 10,019 | 1,127 60 36 109 10 11,361 | 98.19%
. . Neither
Service Quality Strongly ] Strongly Total Overall
Dimensions Agree REIEE Abgi;izgjer Rl fEts Disagree Responses Score
Responsiveness 9,223 1,717 184 62 148 27 11,361 96.52%
Reliability 9,124 1,109 69 15 50 994 11,361 98.71%
Access and 8,949 | 1,228 88 17 62 1,017 | 11,361 | 98.39%
Facilities
Communication 8,793 1,370 111 22 55 1,010 11,361 98.18%
Costs 7,663 1,280 116 15 34 2,253 11,361 98.19%
Integrity 9,096 1,105 75 29 64 992 11,361 98.38%
Assurance 10,188 1,002 86 17 59 9 11,361 98.57%
Outcome 8,791 1,322 88 14 45 1,101 11,361 98.57%
Overall 71,827 10,133 817 191 517 7,403 90,888 98.17%

2. ATM Card Requests

The external service of ATM Card Requests attained an Overall Satisfaction
Rating of 98.20% and an Overall Score of 98.18%. Among the 8 SQDs, Reliability
was given the highest rating, demonstrating that respondents trusted that ATM Card
Requests were received from branches/ customer facing units correctly.

Neither

Strongly Overall

\I/v?tmh fr?éigaire\ﬂce Szgpe%y As%;eazrne‘;r Disagree  pisagree Responses  Score
that | availed. 1,929 203 7 10 22 0 2,171 98.20%
Seryice Quality Strongly Agree Azlreé:]g)r Disagree St_rongly Total
Dimensions Agree Disagree Disagree Responses

Responsiveness 1,819 295 12 11 31 3 2,171 97.51%
Reliability 1,898 243 15 3 9 3 2,171 98.75%
Access and 1,873 234 20 7 12 25 2,171 98.18%
Facilities
Communication 1,810 288 24 18 12 19 2,171 97.49%
Costs 1,619 166 15 3 11 357 2,171 98.40%
Integrity 1,916 212 20 7 15 1 2,171 98.06%
Assurance 1,932 209 15 6 9 0 2,171 98.62%
Outcome 1,886 237 19 6 8 15 2,171 98.47%

Overall 14,753 1,884 140 61 107 423 17,368 98.18%
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3. Branch Over-the-Counter Transactions

The external service of Branch Over-the-Counter Transactions gained an Overall
Satisfaction Rating of 98.24% and an Overall Score of 98.08%. The Reliability
dimension recorded the highest overall score, revealing that Branch Over-the-
Counter Transactions were observed by the respondents as spot-on and properly

executed.
Neither
g Strongly . Strongly Total Overall
| am satisfied Agree Agree nor | Disagree ) N/A
with the service Agree Disagree Disagree Responses Score
that I availed. 22,553 | 3,140 164 82 213 23 26,175 | 98.24%
Service Quality Strongly EEr . Strongly Overall
Dimensions Agree AgEs e Plsegiee Disagree Score
9 Disagree g
Responsiveness 20,782 4,532 407 121 279 54 26,175 96.91%
Reliability 20,814 3,511 166 41 104 1,539 26,175 98.74%
Access and 20,383 | 3,623 211 51 145 1,762 26,175 98.33%
Facilities
Communication 19,748 4,080 336 32 124 1,855 26,175 97.98%
Costs 14,137 2,982 310 47 108 8,591 26,175 97.36%
Integrity 20,679 3,439 266 65 156 1,570 26,175 98.02%
Assurance 22,771 3,021 172 46 129 36 26,175 98.67%
Outcome 20,139 3,705 239 34 93 1,965 26,175 98.49%
Overall 159,453 28,893 2,107 437 1,138 17,372 209,400 98.08%

4. Enrolment to/Updating of iAccess (Non-Financial/ Financial Transactions)

The external service of Enrolment to/Updating of iAccess (Non-Financial/
Financial Transactions) realized an Overall Satisfaction Rating of 94.30% and
an Overall Score of 94.54%. Assurance logged as the highest rated service
dimension, presenting that this external service was highly acknowledged by the
respondents in terms of the competence, courtesy and working relationship with the
branches/ customer facing units.

Neither
e Strongly . Strongly Total Overall
Agree Agree nor | Disagree . N/A

\Ilv?tmh fr?:ifelre\ice Agree 9 Dgisagree 9 Disagree Responses  Score

that | availed. 963 128 7 16 43 0 1,157 94.30%
) . Neither

Service Quality Strongly ; Strongly Total Overall
Dimensions Agree e Ab?;‘;rr:g Dlistely e Disagree Responses Score
Responsiveness 877 185 26 8 55 6 1,157 92.27%
Reliability 955 147 26 9 18 2 1,157 95.41%
ﬁggﬁi?ise S”d 891 165 24 14 28 35 1,157 94.12%
Communication 886 176 32 16 32 15 1,157 92.99%
Costs 598 129 21 2 10 397 1,157 95.66%
Integrity 948 147 18 13 28 3 1,157 94.89%
Assurance 979 133 16 11 16 2 1,157 96.28%
Outcome 922 152 26 6 24 27 1,157 95.04%
Overall 7,056 1,234 189 79 211 487 9,256 94.54%
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5. Branch Banking Loan Servicing

The external service of Branch Banking Loan Servicing earned an Overall
Satisfaction Rating of 99.27% and an Overall Score of 99.18%. Among the 8
SQDs, Assurance topped the list, showing that respondents received this external
service with utmost courtesy and from the helpful staff of branches/ customer facing
units.

Neither

e Strongly g Strongly Total Overall
| am satisfied Agree Agree nor  Disagree . N/A
with the service Agree I ——" Disagree Responses Score
that I availed. 1,396 110 4 3 4 1 1,518 99.27%

Neither

SpuceQualy  SUONOY  pgree  Agreeror Disagres Sror9 B
Disagree

Responsiveness 1,293 204 9 4 6 2 1,518 98.75%
Reliability 1,288 125 6 1 2 96 1,518 99.37%
ﬁggﬁ;snd 1,266 136 6 4 2 104 1,518 99.15%
Communication 1,240 165 12 1 0 100 1,518 99.08%
Costs 883 142 1 1 483 1,518 99.03%
Integrity 1,286 128 3 3 93 1,518 99.23%
Assurance 1,424 87 4 1 1 1,518 99.60%
Outcome 1,250 153 3 1 104 1,518 99.22%

Overall 9,930 1,140 54 21 16 983 12,144 99.18%

6. Other Branch Products/Services

The external service of Other Branch Products/Services gained an Overall
Satisfaction Rating of 98.19% and an Overall Score of 98.04%. Assurance
dimension received the highest overall score among the 8 SQDs, indicating that
respondents observed the capability, respectfulness and attentiveness of the staff
rendering this external service.

Neither

tam saisies [ |
that | availed. 647 60 2 2 9 0 720 98.19%
. . Neither
mencons)  Shrd) agree | ageeror pisagree D00 S )
Responsiveness 597 103 6 1 12 1 720 97.36%
Reliability 631 77 5 1 4 2 720 98.61%
Access and 610 92 3 1 5 9 720 98.73%
Facilities
Communication 604 88 12 3 4 9 720 97.33%
Costs 423 73 12 1 3 208 720 96.88%
Integrity 628 74 9 3 5 1 720 97.64%
Assurance 652 60 2 4 1 720 99.03%
Outcome 623 80 8 0 3 720 98.46%
Overall 4,768 647 56 12 40 237 5,760 98.04%
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7. Request for Branch Banking Documents

The external service of Request for Branch Banking Documents concluded an
Overall Satisfaction Rating of 97.14% and an Overall Score of 97.20%. With
Reliability as the topmost rated SQD, respondents claimed the whenever there’s a
request for branch banking documents, an assurance that on point and reliable
services will be received.

Neither

e Strongly g Strongly Total Overall

\I/vélitmh fﬁ:igfﬂce Agree A Als%;‘;e rr:;; Plsies Disagree i Responses Score
that | availed. 982 138 6 12 15 0 1,153 97.14%

. . Neither

Service Quality Strongly n Strongly Total Overall
Dimensions AL %%gzzpeoer RSl Disagree Responses Score
Responsiveness 909 194 15 7 27 1 1,153 95.75%
Reliability 962 169 8 6 1,153 98.18%
é‘ggﬁ;z :”d 926 178 13 10 8 18 1,153 97.27%
Communication 913 191 19 9 17 1,153 97.18%
Costs 799 163 22 7 4 158 1,153 96.68%
Integrity 964 158 12 10 9 0 1,153 97.31%
Assurance 1,010 116 13 7 7 0 1,153 97.66%
Outcome 956 155 18 3 7 14 1,153 97.54%
Overall 7,439 1,324 120 55 77 209 9,224 97.20%

8. Regular Loan Processing

The external service of Regular Loan Processing seized an Overall Satisfaction
Rating of 97.24% and an Overall Score of 94.83%. Assurance dimension, being
the highest rated overall score among the 8 SQDs, signified that respondents
discerned the proficiency, courtesy and attentiveness of the staff rendering regular
loan processing.

Neither
PN S e e ose SO wa T Qe
that | availed. 1,023 314 32 1 5 4 1,379 97.24%
. . Neither
mencens” | Shgr! agree | ageeror pisagree 5000 SehoaneEs | oo
Responsiveness 890 378 87 14 8 2 1,379 92.08%
Reliability 978 319 50 1 4 27 1,379 95.93%
Access and 906 329 88 5 4 47 1,379 92.72%
Facilities
Communication 856 372 96 10 5 40 1,379 91.71%
Costs 726 297 49 5 1 301 1,379 94.90%
Integrity 1,073 230 45 0 1 30 1,379 96.59%
Assurance 1,152 198 26 0 2 1 1,379 97.97%
Outcome 971 318 38 2 4 46 1,379 96.70%
Overall 7,552 2,441 479 37 29 494 11,032 94.83%
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9. Credit Card Services

The external service of Credit Card Services secured an Overall Satisfaction
Rating of 93.39% and an Overall Score of 93.12%. Among the 8 SQDs,
Assurance topped the list, showing that respondents perceived their transactions
on credit card services as competent, and with utmost respect from the staff of
branches/ customer facing units.

Neither
g Strongly Strongly Total Overall
| am satisfied Agree nor )
with the service Disagree Disagree Responses Score
that | availed. 219 92 18 1 3 1 334 93.39%
Service Quality Strongly N 5 Strongly Total Overall
Di : Agree nor  Disagree Di FEEEEES S
imensions Disagree isagree p core
Responsiveness 179 113 23 8 5 6 334 89.02%
Reliability 233 82 8 7 1 334 95.17%
Access and 223 69 27 2 3 10 334 90.12%
Facilities
Communication 196 97 27 4 0 10 334 90.43%
Costs 114 56 11 2 2 149 334 91.89%
Integrity 253 65 3 2 3 334 96.07%
Assurance 266 58 0 0 3 334 97.89%
Outcome 222 76 13 4 3 16 334 93.71%
Overall 1,686 616 124 30 16 200 2,672 93.12%

10. Loan Recovery Services

The external service of Loan Recovery Services gathered an Overall Satisfaction
Rating of 92.63% and an Overall Score of 90.35%. With Reliability as the highest
rated SQD, respondents perceived that accurate and steadfast services were
received for their transactions on loan recovery services.

Neither

tam saisicd A S A L
that | availed. 112 64 13 1 0 0 190 92.63%
Service Quality Strongly ez . Strongly Overall
Dimensions Alsgree DU [P a0icE Disagree a Responses Score
isagree

Responsiveness 95 74 20 0 0 190 88.95%
Reliability 104 73 10 0 2 190 94.15%
éggﬁi?izsnd 105 64 18 1 0 2 190 89.89%
Communication 98 61 27 1 1 2 190 84.57%
Costs 100 70 16 0 0 4 190 91.40%
Integrity 113 57 20 0 0 0 190 89.47%
Assurance 121 55 13 0 0 1 190 93.12%
Outcome 108 59 15 1 0 7 190 91.26%
Overall 844 513 139 5 1 18 1,520 90.35%
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11. Non-Borrowing Transactions

The external service of Non-Borrowing Transactions reaped an Overall
Satisfaction Rating of 100.00% and an Overall Score of 99.25%. Majority of the
SQDs obtained a 100% overall score, signifying a remarkably high level of
satisfaction of respondents who availed of this service.

Neither
EACOGIGIN e Aoree | Agreeror Disagree Bl NA  poiifie ‘Soore
that | availed. 13 4 0 0 0 0 17 100.00%

. . Neither
SDimencons  agres  Aaree  Aweenor Disagree GOUL  NA pegn GO
Responsiveness 12 5 0 0 0 0 17 100.00%
Reliability 14 3 0 0 0 0 17 100.00%
é;gﬁifiz:”d 13 4 0 0 0 0 17 100.00%
Communication 13 4 0 0 0 0 17 100.00%
Costs 11 3 1 0 0 2 17 93.33%
Integrity 13 4 0 0 0 0 17 100.00%
Assurance 14 3 0 0 0 0 17 100.00%
Outcome 13 4 0 0 0 0 17 100.00%
Overall 103 30 1 0 0 2 136 99.25%

12. Real and Other Properties Acquired/Acquired Assets

The external service of Real and Other Properties Acquired/Acquired Assets
garnered an Overall Satisfaction Rating of 97.73% and an Overall Score of
95.53%. Most of the SQDs achieved an Outstanding level of Overall Scores,
implying that respondents were mostly satisfied with their transactions on real and
other properties acquired/ acquired assets.

Neither
g Strongly ; Strongly Total Overall
| am satisfied Agree Agree nor | Disagree . N/A
with the service Agree Disagree Disagree Responses Score
that | availed. 70 16 2 0 0 0 88 97.73%
Service Quality Strongly . Strongly Total Overall
Dimensions Agree Agree Disagree Disagree bl Responses Score
Responsiveness 46 35 7 0 0 0 88 92.05%
Reliability 67 19 1 0 1 0 88 97.73%
Access and 55 24 8 0 1 0 88 89.77%
Facilities
Communication 56 28 3 0 0 1 88 96.55%
Costs 56 19 3 0 1 9 88 94.94%
Integrity 75 11 1 0 1 0 88 97.73%
Assurance 82 4 2 0 0 0 88 97.73%
Outcome 69 17 1 0 1 0 88 97.73%
Overall 506 157 26 0 5 10 704 95.53%
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13. Opening of Trust Accounts

The external service of Opening of Trust Accounts generated an Overall
Satisfaction Rating of 100.00% and an Overall Score of 99.32%. All of the SQDs
achieved an Outstanding level of Overall Scores, suggesting that respondents were
highly satisfied on opening of Trust accounts transactions.

Neither

. Strongl . Strongl Total Qverall
\Ilv?tmh tsr?élzgregice o %%gzzpe%r Dl e Disagrge)é Responses Score
that I availed. 193 28 0 0 0 2 223 100.00%
: : Neither
e Qually I pgree | ayesn sagee SO wa I Qe
Responsiveness 191 28 3 0 0 1 223 98.65%
Reliability 193 28 0 0 0 2 223 100.00%
Access and 189 31 2 0 0 1 223 99.10%
Facilities
Communication 182 32 7 0 0 2 223 96.83%
Costs 188 32 0 0 0 3 223 100.00%
Integrity 193 29 0 0 0 1 223 100.00%
Assurance 197 26 0 0 0 0 223 100.00%
Outcome 193 29 0 0 0 1 223 100.00%
Overall 1,526 235 12 0 0 11 1,784 99.32%

14. Trust Account Managements

The external service of Trust Account Managements impressively accomplished
an Overall Satisfaction Rating of 99.83% and an Overall Score of 99.61%,
signifying a remarkably high level of satisfaction of respondents who availed of this
service. Looking into the 8 SQDs, Reliability emerged as the top rated dimension,
an indicator of respondents’ claim that error-free and dependable services were
received for their transactions on managing Trust accounts.

Neither
g Strongly n Strongly Total Overall
| am satisfied Agree Agree nor | Disagree " N/A
with the service Agree Disagree Disagree Responses Score
that | availed. 1,073 91 2 0 0 0 1,166 99.83%
: . Neither
Service Quality Strongly . Strongly Overall
. . Agree nor Disagree o
Dimensions Agree Disagree Disagree Responses Score
Responsiveness 991 159 5 0 2 1,166 99.39%
Reliability 1,051 112 1 0 0 2 1,166 99.91%
Access and 1,020 131 5 1 0 9 1,166 99.48%
Facilities
Communication 979 165 8 4 0 10 1,166 98.96%
Costs 981 140 3 0 0 42 1,166 99.73%
Integrity 1,049 112 2 0 0 3 1,166 99.83%
Assurance 1,067 95 2 0 0 1,166 99.83%
Outcome 1,061 99 3 0 0 3 1,166 99.74%
Overall 8,199 1,013 29 5 2 80 9,328 99.61%
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15. Agrarian Services

The external service of Agrarian Services reached an Overall Satisfaction Rating
of 98.90% and an Overall Score of 98.30%. Among the 8 SQDs, Assurance
topped the list, displaying that respondents perceived their transactions on agrarian
services as competent, and dealt with courteous and helpful staff of branches/
customer facing units.

Neither
e Strongly g Strongly Total Overall
with the service AR ﬂL Disagee pisagree A Responses  Score
that | availed. 328 30 3 0 1 0 362 98.90%

. . Neither
Service Quality Strongly " Strongly Total Overall
Dimensions Agree AL %%gzzpeoer IRE Disagree Responses Score
Responsiveness 289 58 5 1 5 4 362 96.93%
Reliability 304 55 2 0 0 1 362 99.45%
é;gﬁi?iz:”d 289 46 7 2 0 18 362 97.38%
Communication 282 58 7 0 1 14 362 97.70%
Costs 126 33 5 0 2 196 362 95.78%
Integrity 321 34 2 2 0 362 98.89%
Assurance 326 30 1 0 0 362 99.72%
Outcome 311 41 3 0 0 7 362 99.15%
Overall 2,248 355 32 5 8 248 2,896 98.30%

16. Brokering / Distribution of Treasury Products

The external service of Brokering / Distribution of Treasury Products fulfilled an
Overall Satisfaction Rating of 100.00% and an Overall Score of 99.58%. All of
the SQDs achieved an Outstanding level of Overall Scores, implying that
respondents were highly satisfied on the transactions of brokering / distribution of
Treasury products.

o Strongly N e ; Strongly Overall
\I/v?tmh fr?:zfelre\ﬂce Agree As%;eazrneoer Disagree  picagree VA Responses Score
that | availed. 278 110 0 0 0 0 388 100.00%
Service Qualit Strongl Neither . Strongl Total Overall
Dimengons ¢ Agregzay ARITEE %?gzzrl%r DR EE Disag?e%a s Res;(;ises Score
Responsiveness 218 163 4 0 0 3 388 98.96%
Reliability 249 138 1 0 0 0 388 99.74%
Access and
ilities 246 139 1 0 0 2 388 99.74%
Communication 216 167 4 0 0 1 388 98.97%
Costs 293 89 2 0 0 4 388 99.48%
Integrity 322 64 1 0 0 1 388 99.74%
Assurance 331 57 0 0 0 0 388 100.00%
Outcome 325 63 0 0 0 0 388 100.00%
Overall 2,200 880 13 0 0 11 3,104 99.58%
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17. Arranging the issuances of Investment Products

The external service of Arranging the issuances of Investment Products
received an Overall Satisfaction Rating of 100.00% and an Overall Score of
98.48%. With the Outstanding level of Overall Scores obtained by the 8 SQDs,
respondents were perceived as highly satisfied on the transactions of arranging the
issuances of investment products.

Neither

e Strongly . Strongly Total Overall
| am satisfied Agree Agree nor  Disagree " N/A
with the service Agree Seerres Disagree Responses Score
that I availed. 9 0 0 0 0 0 9 100.00%

Neither
Agree nor
Disagree

Overall
Score

Total
Responses

Service Quality

Strongly Strongly

Disagree i

. - Disagree
Dimensions 9

Responsiveness 5 4 0 0 0 0 9 100.00%
Reliability 8 1 0 0 0 0 9 100.00%
Access and 7 0 0 0 0 2 9 100.00%
Communication 6 2 1 0 0 0 9 88.89%
Costs 7 0 0 0 0 2 9 100.00%
Integrity 8 0 0 0 0 1 9 100.00%
Assurance 9 0 0 0 0 0 9 100.00%
Outcome 8 0 0 0 0 1 9 100.00%

Overall 58 7 1 0 0 6 72 98.48%

18. Sourcing/Talent Acquisition

The external service of Sourcing/Talent Acquisition reached an Overall
Satisfaction Rating of 98.35% and an Overall Score of 97.61%. Among the 8
SQDs, Assurance registered as the top rated service dimension, showing that
respondents perceived their transactions on sourcing/talent acquisition as
competent, and they received utmost respect from the staff of customer facing unit.

Neither

L Strongly . Strongly Total Overall
\Ilv?tmh fﬁ:igfﬂce Agree AETEE Aﬁ%;‘;rr:g RESTEE Disagree e Responses Score
that | availed. 301 56 4 1 1 2 365 98.35%
Yl li rongl e . rongl
mencens)  Shordy  agree  agienor Disagree D000 e | o
Responsiveness 271 71 11 1 1 10 365 96.34%
Reliability 298 53 6 0 1 7 365 98.04%
Access and
litins 212 50 7 0 0 96 365 97.40%
Communication 263 67 8 0 1 26 365 97.35%
Costs 68 18 3 0 0 276 365 96.63%
Integrity 294 57 5 0 1 8 365 98.32%
Assurance 314 46 1 0 0 4 365 99.72%
Outcome 270 54 7 4 2 28 365 96.14%
Overall 1,990 416 48 5 6 455 2,920 97.61%
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19. Pre-Employment Assessment and Selection (Rank and File)

The external service of Pre-Employment Assessment and Selection (Rank and
File) attained an Overall Satisfaction Rating of 97.46% and an Overall Score of
96.33%. Assurance topped the list of SQDs, signifying that the transactions on pre-
employment assessment and selection (rank and file) was highly recognized as
competenct, and with courteous and helpful staff of customer facing unit.

Neither

PIRCTll S agee ageenor Disagee SN A g Iue Qe
that | availed. 277 69 7 2 0 1 356 97.46%
SR Sl Ageenor  Disagree U0 o
Disagree
Responsiveness 242 85 13 6 0 10 356 94.51%
Reliability 264 78 6 0 0 8 356 98.28%
Access and
| Eacilities 210 69 10 0 0 67 356 96.54%
Communication 235 89 6 4 0 22 356 97.01%
Costs 66 20 3 0 0 267 356 96.63%
Integrity 252 81 13 1 0 9 356 95.97%
Assurance 281 67 3 0 0 5 356 99.15%
Outcome 226 71 18 6 0 35 356 92.52%
Overall 1,776 560 72 17 0 423 2,848 96.33%

20. Request for HR Records and Documents

The external service of Request for HR Records and Documents accomplished
an Overall Satisfaction Rating of 90.74% and an Overall Score of 88.01%. With
Assurance as the highest rated SQD, respondents observed that transctions on
request for HR records and documents were rendered with competence, and
respect from associates of customer facing unit.

Neither
DRSO i’ soree ageenor psagee SO A lom e
that | availed. 26 23 3 1 1 0 54 90.74%
g ; Neither
Simenaons  Ages | Agree | Ageenor Disagree UL NA poinio GO
Responsiveness 17 25 6 2 3 54 79.25%
Reliability 26 22 5 0 0 54 90.57%
Access and 18 20 5 1 0 10 54 86.36%
Facilities
Communication 21 16 5 3 0 9 54 82.22%
Costs 8 6 1 0 0 39 54 93.33%
Integrity 27 21 2 1 0 3 54 94.12%
Assurance 30 19 3 0 0 2 54 94.23%
Outcome 27 20 6 0 1 54 87.04%
Overall 174 149 33 7 4 65 432 88.01%

26



&3 LANDBANK

SERVING THE NAT

21. Complaints Management

BAGCONG PILIPINAS

The complaints handling gathered an Overall Satisfaction Rating of 97.33% and
an Overall Score of 97.33%. Assurance registered as the highest rated SQD,
implying that services on complaints management were handled with competent and

experienced, polite and helpful associates.

Neither
L Strongly . Strongly Total Overall
Agree Agree nor  Disagree . N/A
\Ilv?tmh fﬁ:i‘;’fﬂce Agree 9 Dgi,sagree 9 Disagree Responses Score
that | availed. 871 114 8 9 10 0 1,012 97.33%
: ; Neither
Service Quality Strongly . Strongly Total Overall
Dimensions Agree Ares %%;‘;Z::g PDIEEEEE Disagree Responses Score
Responsiveness 778 183 21 2 16 12 1,012 96.10%
Reliability 873 109 11 1 7 11 1,012 98.10%
ﬁggﬁ;se:”d 806 107 33 4 7 55 1,012 95.40%
Communication 819 120 26 7 10 30 1,012 95.62%
Costs 560 54 11 3 8 376 1,012 96.54%
Integrity 890 90 12 0 6 14 1,012 98.20%
Assurance 923 75 3 4 7 0 1,012 98.62%
Outcome 845 103 13 4 8 39 1,012 97.43%
Overall 6,494 841 130 25 69 537 8,096 97.04%
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LANDBANK's CSM for 2022 was aligned with GCG's conduct of Nationwide Customer
Satisfaction Survey.

[. Continuous Improvement Plan

Service /Areas

Action Plan/Steps

Responsible
Department/Unit/
Person

of Operations

Queuing Management System (QMS) is an ongoing project of

Timeline

th
4 Quarter of

the Bank to improve customer’s experience by providing an BBS and IT- 2024 to
automated queueing system PMD 4" Quarter of
Branch : : 2025
Banking e Ongoing review of personnel workload to evaluate the staff for s
deployment to other frontline functions. PAD, Branches | 1 Quarterto
e Cross-train personnel within the branch to augment manpower | CGroups. Branch | 4™ o arter of
Shortage Heads, ODD 2024
¢ Close monitoring of ATMs and CDMs and immediate reporting
ATM to Branches and concerned units of the Bank for errors Branches,

. encountered by the ATMs and CDMs. BBSD, Third .
Operations ¢ Utilization, monitoring and checking of the ATM Monitoring Party Service Continuous
Solution (AMS) to view immediately the real time status and Provider

cash level of ATMs and CDMs
e Include the loan details to iAccess, WeAccess & MBA. This SMLG&LSD | ,h quarter of
initiative will enable the Bank’s loan clients to view their 2024
statement of account / outstanding balance online.
_ o Extensive marketing of the lending programs specifically for the All Lending Continuous
Lending agriculture sector Units and LPMG
Operations |  continuous conduct of farmers forum in partnership with
partner agencies to give updates on the various lending
programs offered by LBP
¢ Improve the release of documents in the Special Assets Special Assets Continuous
Department (within 60 days) Depa”mlfn“ and
e Enhance the Land Transfer Claim Information System (LTCIS). Enterprise 1st Quarter of
Agrarian Thereafter, FSSCs and AgraD will ramp-up the encoding of System Dept 2025
Operations land transfer claim data into the said system so as to fast track concerned:

its implementation

Agrarian Dept

Customer Care

Implementation of Omni-Channel Contact Center Solution to
provide seamless service to the Bank clients

Customer Care

4th quarter of

Operations Department 2024
Human e Enhancement on the routing of Bankwide Employee Clearance | Personnel Admin | Within 2024

Resource (BEC) to further improve turnaround time. Creation of a more EDr?tgtr'p?igi

Operations efficient system to route BECs to concerned units System Dept

Customer e Conduct of Customer Service Training Program to all Organization On-going
Service employees Devt Dept.
Delivery
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ANNEX A. CSM Results Per Region and
Per Office
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| am satisfied

with the
service that |
availed.

CSM Results — National Capital Region

Strongly

8,173

Agree

1,319

Neither
Agree nor
Disagree

117

Disagree

43

100

Strongly
Disagree

Responses

14

Total

9,766

BAGONG PILIPINAS

Overall
Score

97.33%

Neither
Service Quality | Strongly Agree Di Strongly Total Overall
. 3 isagree .
Dimensions nor Disagree Responses
Disagree
Responsiveness 7,359 1,855 269 68 146 69 9,766 95.02%
Reliability 7,488 1,414 129 22 52 661 9,766 97.77%
Access and 7,149 1,371 236 33 60 917 9,766 96.28%
Facilities
Communication 6,999 1,602 268 51 54 792 9,766 95.84%
Costs 5,542 1,167 155 23 46 2,833 9,766 96.77%
Integrity 7,681 1,189 143 23 61 669 9,766 97.50%
Assurance 8,510 1,055 103 22 53 23 9,766 98.17%
Outcome 7,343 1,293 173 29 51 877 9,766 97.15%
Overall 58,071 10,946 1,476 271 523 6,841 78,128 96.82%
L : Overall
Citizen’s Charter Answers Responses  Percentage External Services Responses Score
CCL1. Which of the following describes your awareness of the CC? 1 | Opening of a Deposit Accounts 2,065 98.48%
1. I know what a CC is and | saw this office’s CC. 6,488 66.43% 2 | ATM Card Requests 165 94.66%
- - - o
gﬁ:clér’l;)v(\é(v:vhat a CC is but | did not see this 498 5.10% 3 | Branch OTC Transactions 2.762 96.82%
3. I learned of the CC only when | saw this office’s 864 8.85% 4 | Enrolment to/Updating of iAccess (Non- 208 93.79%
CC. Financial/Financial Transactions) 970
4. 1 do not know what a CC is and | did not see 720 7.37% - —
this office’s CC. 5 Branch Banking Loan Servicing 106 99.74%
N/A 324 3.32% 6 Other Branch Products/Services 172 98.66%
Did not specify 872 8.93% 7 | Request for Bank Documents 142 96.14%
- - 5
CC2. If aware of CC, would you say that the CC of this office was...? 8 | Regular Loan Processing 508 88.08%
1. Easy to see 5,856 68.33%
y > 9 Credit Card Services 334 93.12%
2. Somewhat easy to see 806 9.40%
i 0/
3. Difficult to see 124 1.45% 10 | Loan Recovery Services 190 90.35%
4. Not visible at all I 92 1.07% 11 | Non-Borrowing Transactions 17 99.25%
N/A 940 10.97% 12 | Real and Other Properties 88 95.53%
cquired/Acquired Assets
Did not specify 752 8.77% 13 | Opening of Trust Accounts 223 99.32%
CCa3. If aware of CC, how much did the CC help you in your transaction?
! 14 | Trust A t M t 1,166 99.61%
1. Helped very much 5589 | 65.22% [ oy e 2
2. Somewhat helped 820 9.57% 15 | Agrarian Services 6 97.92%
3. Did not help 9% 112% 16 E;gzﬁgrqg / Distribution of Treasury 388 99.58%
N/A 1,007 11.75% 17 ;;;;a(ljrl%ltr;g the issuances of Investment 9 08.48%
Did not specify 1,058 12.35% - —
18 | Sourcing/Talent Acquisition 365 97.61%
Pre-Employment Assessment and
19 Selection (Rank and File) 356 96.33%
Request for HR Records and
20 Documents 54 88.01%
21 | Complaints Management 422 95.37%
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1. Acropolis Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 10 55.56%

2. | know what a CC is but | did not see this office’s CC. 1 5.56%

3. I learned of the CC only when | saw this office’s CC. 4 22.22%

4. 1 do not know what a CC is and | did not see this office’s CC. 3 16.67%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 14 77.78%

2. Somewhat easy to see - -

3. Difficult to see 1 5.56%

4. Not visible at all - -

N/A 3 16.67%

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 12 66.67%

2. Somewhat helped 2 11.11%

3. Did not help 1 5.56%

N/A 3 16.67%

Did not specify - -

Neither

oy | soree agreenor Dissgree SO A o Qe
1,2 satisfied with the service 15 2 0 1 0 0 18 94.44%
Service Quality Dimensions
Responsiveness 15 2 1 0 0 0 18 94.44%
Reliability 15 2 1 0 0 0 18 94.44%
Access and Facilities 16 1 1 0 0 0 18 94.44%
Communication 14 1 1 0 0 2 18 93.75%
Costs 8 1 0 0 0 9 18 100.00%
Integrity 15 2 0 0 0 1 18 100.00%
Assurance 17 0 1 0 0 0 18 94.44%
Outcome 14 2 0 0 0 2 18 100.00%
Overall 114 11 5 0 0 14 144 96.15%
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2. Agrarian Department

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. ' know what a CC is and | saw this office’s CC. 100.00%

2. | know what a CC is but | did not see this office’s CC. -

3. | learned of the CC only when | saw this office’s CC. -

4. 1 do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 83.33%

2. Somewhat easy to see 16.67%

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 83.33%

2. Somewhat helped 16.67%

3. Did not help -

N/A -

Did not specify -

Neither
Strongly " Strongly Total Overall
Agree AiEE %%;22292 RS Disagree e Responses Score
I am sansﬁed with the service 5 1 0 0 0 0 6 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 100.00%
Reliability 6 0 0 0 0 100.00%

BAGCONG PILIPINAS
External Services Responses ‘

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 5
3 Cash Withdrawal 4
4 Check Deposit - Peso 3
5 Check Encashment 1
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
7 Salary Loan 1
8 Printing/Reprinting of Bank Statement/Snapshot 1

Total 18
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Sy Agree AZISeI?ﬁ:)r Disagree St_rongly

ee : Disagree
Access and Facilities 5 0 1 0 0 6 83.33%
Communication 5 1 0 0 0 0 6 100.00%
Costs 5 1 0 0 0 0 6 100.00%
Integrity 6 0 0 0 0 0 6 100.00%
Assurance 5 1 0 0 0 0 6 100.00%
Outcome 5 1 0 0 0 0 6 100.00%
Overall 43 4 1 0 0 0 48 97.92%

External Services Responses
1 1

Transfer/Conversion/Exchange/ Replacement of AR Bonds

Bond Redemption and Interest Payment

Total

3. Airport Road Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 330 73.99%
2. | know what a CC is but | did not see this office’s CC. 19 4.26%
3. I learned of the CC only when | saw this office’s CC. 53 11.88%
4. 1 do not know what a CC is and | did not see this office’s CC. 27 6.05%
N/A 17 3.81%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 361 84.15%
2. Somewhat easy to see 21 4.90%
3. Difficult to see 1 0.23%
4. Not visible at all - -
N/A 31 7.23%
Did not specify 15 3.50%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 373 86.95%
2. Somewhat helped 13 3.03%
3. Did not help - -
N/A 31 7.23%
Did not specify 12 2.80%
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Neither

om satistieclwith the service | 55 20 0 1 0 0 446 99.78%

Service Quality Dimensions
Responsiveness 405 39 1 0 0 1 446 99.78%
Reliability 421 23 0 0 0 2 446 100.00%
Access and Facilities 415 24 0 0 0 7 446 100.00%
Communication 420 22 1 0 0 3 446 99.77%
Costs 313 24 1 0 1 107 446 99.41%
Integrity 419 25 0 0 0 446 100.00%
Assurance 423 23 0 0 0 0 446 100.00%
Outcome 417 25 0 0 0 4 446 100.00%
Overall 3,233 205 3 0 1 126 3,568 99.88%

External Services Responses

Opening of a Deposit Account through Digital Onboarding System

2

Opening of other Deposit Account

420

Request for ATM PIN Change

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Online Collection Payments

Request for Fund Transfer

Ol |N[o|jO|A~[W|N|F

Updating of Bank Records - Change in Account Details/Type

10 Updating of Bank Records - Change in Account Type

11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

12 Salary Loan

N[RN[R IN|IN|D|IFP[W

Total

446

4. Alabang - Filinvest Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

66.67%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

33.33%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

100.00%
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Citizen’s Charter Answers

2. Somewhat easy to see

Responses

BAGCONG PILIPINAS

Percentage

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

Neither

Strongly . Strongly Total Overall

Agree Helrss %%gzzpe%r PISEEIEE Disagree Responses Score

| am satisfied with the service o
that | availed. 2 1 0 0 0 0 3 100.00%

Service Quality Dimensions

Responsiveness 2 1 0 0 0 0 3 100.00%
Reliability 2 1 0 0 0 0 3 100.00%
Access and Facilities 2 1 0 0 0 0 3 100.00%
Communication 2 1 0 0 0 0 3 100.00%
Costs 1 1 0 0 0 1 3 100.00%
Integrity 2 1 0 0 0 0 3 100.00%
Assurance 2 1 0 0 0 0 3 100.00%
Outcome 2 1 0 0 0 0 3 100.00%
Overall 15 8 0 0 0 1 24 100.00%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 2

2 Online Collection Payments 1

Total 3

5. Alabang Business Center
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 12 85.71%
2. | know what a CC is but | did not see this office’s CC. 1 7.14%

3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 1 7.14%
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Neither

Strongly n Strongly Overall
Agree | Agree nor | Disagree "
Agree 9 Dgi]sagree g Disagree Score
I am satls_fled with the service 14 0 0 0 0 0 14 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 14 0 0 0 0 0 14 100.00%
Reliability 10 1 0 0 0 3 14 100.00%
Access and Facilities 11 0 0 0 0 3 14 100.00%
Communication 10 1 0 0 0 3 14 100.00%
Costs 9 1 0 0 0 4 14 100.00%
Integrity 11 0 0 0 0 3 14 100.00%
Assurance 13 1 0 0 0 0 14 100.00%
Outcome 10 1 0 0 0 3 14 100.00%
Overall 88 5 0 0 0 19 112 100.00%

External Services Responses

Total

1 Cash Deposit - (Peso/Foreign Currencies) 4
2 Cash Withdrawal 1
3 Check Deposit - Peso 7
4 Request for Fund Transfer 1
5 Salary Loan 1

14

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 64.29%

2. Somewhat easy to see 7.14%

3. Difficult to see -

4. Not visible at all -

N/A 7.14%

Did not specify 21.43%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 64.29%

2. Somewhat helped 7.14%

3. Did not help -

N/A 7.14%

Did not specify 21.43%
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6. Almanza Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 28 80.00%

2. | know what a CC is but | did not see this office’s CC. 5.71%

3. I learned of the CC only when | saw this office’s CC. 8.57%

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A 2 5.71%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 31 93.94%

2. Somewhat easy to see 1 3.03%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 1 3.03%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 29 87.88%

2. Somewhat helped 1 3.03%

3. Did not help - -

N/A 3.03%

Did not specify 2 6.06%

Neither

Strongly . Strongly Total
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses
I am satls_fled with the service 33 1 0 0 0 1 35 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 29 5 0 0 0 1 35 100.00%
Reliability 32 3 0 0 0 0 35 100.00%
Access and Facilities 34 1 0 0 0 0 35 100.00%
Communication 30 4 0 0 0 1 35 100.00%
Costs 21 1 1 0 1 11 35 91.67%
Integrity 34 1 0 0 0 0 35 100.00%
Assurance 33 2 0 0 0 35 100.00%
Outcome 29 3 0 0 1 35 96.97%
Overall 242 20 1 0 2 15 280 98.87%

Opening of other Deposit Account

External Services Responses
1

3

Cash Deposit - (Peso/Foreign Currencies)

10
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External Services Responses

3 Cash Withdrawal 8
4 Check Deposit - Peso 5
5 Check Encashment 6
6 Electronic Fund Transfer and Purchase of Over-the-Counter Check 3
Total 35
7. Annapolis Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 21 67.74%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 7 22.58%
4.1 do not know what a CC is and | did not see this office’s CC. 3 9.68%
N/A - -
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 18 58.06%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 3 9.68%
Did not specify 10 32.26%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 16 51.61%
2. Somewhat helped 2 6.45%
3. Did not help - -
N/A 3 9.68%
Did not specify 10 32.26%

Neither

Sond sgree Ageeror Diagree ST A oo Qe
om satisted with the service | 9 1 0 0 0 0 31 100.00%
Service Quality Dimensions
Responsiveness 30 1 0 0 0 0 31 100.00%
Reliability 26 0 0 0 0 5 31 100.00%
Access and Facilities 26 0 0 0 0 5 31 100.00%
Communication 24 1 1 0 0 5 31 96.15%
Costs 24 1 0 0 0 6 31 100.00%
Integrity 25 1 0 0 0 5 31 100.00%
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Strongly Neither

Agree

Agree Agree nor Disagree

Strongly
Disagree

Total

BAGONG PILIPINAS

QOverall

Responses Score

Assurance 30 1 0 0 0 31 100.00%
Outcome 25 0 0 0 6 31 100.00%
Overall 210 5 1 0 32 248 99.54%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 10
3 Cash Withdrawal 5
4 Check Deposit - Peso 7
5 Check Encashment 3
6 Request for Checkbook 1
7 Request for Bank Certification/Statement of Account for Salary Loan 3
Total 31
8. Anonas Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 30 88.24%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 4 11.76%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 31 91.18%
2. Somewhat easy to see 1 2.94%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 2 5.88%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 26 76.47%
2. Somewhat helped 3 8.82%
3. Did not help - -
N/A 3 8.82%
Did not specify 2 5.88%
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Neither

lhzrzlls;};siflieecﬂ with the service 33 0 1 0 0 0 34 97.06%

Service Quality Dimensions
Responsiveness 32 2 0 0 0 0 34 100.00%
Reliability 30 2 0 0 0 2 34 100.00%
Access and Facilities 30 2 0 0 0 2 34 100.00%
Communication 29 3 0 0 0 2 34 100.00%
Costs 25 1 0 1 0 7 34 96.30%
Integrity 30 2 0 0 0 2 34 100.00%
Assurance 34 0 0 0 0 0 34 100.00%
Outcome 30 1 1 0 0 2 34 96.88%
Overall 240 13 1 1 0 17 272 99.22%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1

2 Opening of other Deposit Account 3

3 Cash Deposit - (Peso/Foreign Currencies) 2

4 Cash Withdrawal 1

5 Reactivation/Closure of Dormant Deposit Account 2

6 Request for Checkbook 5

7 Updating of Bank Records - Change in Account Details/Type 3

8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 9

9 Handling of Customer’s Complaint 2

10 Sale/Purchase of Foreign Currencies 2

11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 3

12 Printing/Reprinting of Bank Statement/Snapshot 1

Total 34

9. Aquino Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 30 90.91%

2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 3.03%
4. I do not know what a CC is and | did not see this office’s CC. 1 3.03%
N/A 1 3.03%

Did not specify - -

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

1. Easy to see 21 65.63%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat easy to see 5 15.63%
3. Difficult to see - -
4. Not visible at all - -
N/A 3.13%
Did not specify 15.63%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 21 65.63%
2. Somewhat helped 5 15.63%
3. Did not help - -
N/A 3.13%
Did not specify 15.63%

Neither

Strongly . Strongly Total Overall

Agree Helrss %%gzzpe%r PISEEIEE Disagree Responses Score

| am satisfied with the service o
that | availed. 31 2 0 0 0 0 33 100.00%

Service Quality Dimensions

Responsiveness 27 5 1 0 0 0 33 96.97%
Reliability 26 1 0 0 0 6 33 100.00%
Access and Facilities 23 4 0 0 0 6 33 100.00%
Communication 24 3 0 0 0 6 33 100.00%
Costs 18 7 0 0 0 8 33 100.00%
Integrity 23 4 0 0 0 6 33 100.00%
Assurance 31 1 0 0 1 0 33 96.97%
Outcome 21 4 0 0 0 8 33 100.00%
Overall 193 29 1 0 1 40 264 99.11%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Reactivation/Closure of Dormant Deposit Account

Request for Checkbook

OO |N[fo|jO|A~|W|N|F

Request for Fund Transfer

=
o

Updating of Bank Records - Change in Account Details/Type

[EnY
[N

Updating of Bank Records - Change in Account Type

=
N

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

=
w

Outgoing Remittance/Wire Transfer

RPlW(RP|W[FRP|INIRP|P|IN[MO[S] D
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14 Printing/Reprinting of Bank Statement/Snapshot 1
Total 33
10. Araneta Center Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 100.00%
2. I know what a CC is but | did not see this office’s CC. -
3. I learned of the CC only when | saw this office’s CC. -
4.1 do not know what a CC is and | did not see this office’s CC. -
N/A -
Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see -
2. Somewhat easy to see -
3. Difficult to see -
4. Not visible at all -
N/A -
Did not specify 100.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much -
2. Somewhat helped -
3. Did not help -
N/A -
Did not specify 100.00%

P Neither
SXoneg Agree | Agree nor | Disagree gt_rongly Osverall
gree Disagree isagree core
| am satisfied with the service o
that | availed. 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 1 0 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 0 0 0 0 0 1 1 -
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 0 0 0 0 0 1 1 -
Overall 6 0 0 0 0 2 8 100.00%
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1 Cash Deposit - (Peso/Foreign Currencies) 1
Total 1
11. Asset Recovery Support Department
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 15 71.43%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 4 19.05%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify 2 9.52%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 9 47.37%
2. Somewhat easy to see 10 52.63%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 9 47.37%
2. Somewhat helped 10 52.63%
3. Did not help - -
N/A - -

Did not specify

Neither
SK; rne%Iy ARITEE AI\D%LZZ rneoer DISERITEE gtlrsc;ggrcle); Responses Os\fg?e”

1,2 satisfied with the service 15 5 1 0 0 0 21 95.24%
Service Quality Dimensions

Responsiveness 4 15 2 0 0 0 21 90.48%

Reliability 12 8 0 0 1 0 21 95.24%

Access and Facilities 8 10 2 0 1 0 21 85.71%

Communication 8 13 0 0 0 0 21 100.00%

Costs 14 6 1 0 0 0 21 95.24%

Integrity 17 0 0 1 0 21 95.24%

Assurance 20 0 1 0 0 0 21 95.24%
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‘:-n. NG TR G SfeEGIEE > ..l-. : . :.- O '..‘
Disagree <
Outcome 16 4 0 0 1 0 21 95.24%
Overall 99 59 6 0 4 0 168 94.05%

External Services Responses
1

Conduct of Public Bidding 15
Release of Repossessed Vehicles 6
Total 21

12. Aurora Blvd Branch

Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 47 47.96%
2. 1 know what a CC is but | did not see this office’s CC. 4 4.08%
3. I learned of the CC only when | saw this office’s CC. 20 20.41%
4. | do not know what a CC is and | did not see this office’s CC. 21 21.43%
N/A 6 6.12%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 50 54.35%
2. Somewhat easy to see 9.78%
3. Difficult to see 3.26%
4. Not visible at all 1.09%
N/A 21 22.83%
Did not specify 8 8.70%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 48 52.17%
2. Somewhat helped 7.61%
3. Did not help 2.17%
N/A 27 29.35%
Did not specify 8 8.70%

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 66 o8 3 1 0 0 08 95.92%
that | availed.
Service Quality Dimensions
Responsiveness 56 30 9 1 1 98 88.66%
Reliability 58 33 1 0 0 98 98.91%
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Neither

Access and Facilities 62 26 3 0 0 7 98 96.70%
Communication 58 24 9 0 0 7 98 90.11%
Costs 47 30 3 1 0 17 98 95.06%
Integrity 64 25 3 0 0 6 98 96.74%
Assurance 75 23 0 0 0 0 98 100.00%
Outcome 62 23 4 0 0 9 98 95.51%

Overall 482 214 32 2 1 53 784 95.21%

External Services Responses

1 Opening of other Deposit Account 30
2 Request for Card Replacement 5
3 Cash Deposit - (Peso/Foreign Currencies) 11
4 Cash Withdrawal 14
5 Check Deposit - Peso 13
6 Check Encashment 11
7 Closure of Deposit Account 1
8 Online Collection Payments 4
9 Reactivation/Closure of Dormant Deposit Account 2
10 Request for Fund Transfer 1
11 Updating of Bank Records - Change in Account Details/Type 3
12 Updating of Bank Records - Change in Account Type 1
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
Total 98
13. Baclaran Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 91 65.00%
2. | know what a CC is but | did not see this office’s CC. 5 3.57%
3. I learned of the CC only when | saw this office’s CC. 22 15.71%
4.1 do not know what a CC is and | did not see this office’s CC. 12 8.57%
N/A 10 7.14%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 101 77.69%
2. Somewhat easy to see 8 6.15%
3. Difficult to see 1 0.77%
4. Not visible at all - -
N/A 14 10.77%
Did not specify 6 4.62%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 99 76.15%
2. Somewhat helped 8 6.15%
3. Did not help - -

N/A 14 10.77%
Did not specify 9 6.92%

Neither

Sforl? | ngree  agreenor pisagree SINOY A o, Qo
ihaaTIS;‘\fZ‘;gf_ with the service | 457 12 0 0 1 0 140 99.29%
Service Quality Dimensions
Responsiveness 109 25 1 0 3 2 140 97.10%
Reliability 122 16 1 0 0 1 140 99.28%
Access and Facilities 122 12 1 0 1 4 140 98.53%
Communication 121 16 1 1 0 1 140 98.56%
Costs 92 15 2 1 1 29 140 96.40%
Integrity 128 10 1 0 0 140 99.28%
Assurance 131 8 1 0 0 140 99.29%
Outcome 121 14 1 1 0 140 98.54%
Overall 946 116 9 3 5 41 1,120 98.42%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 3
2 Opening of other Deposit Account 99
3 Request for ATM PIN Change 3
4 Request for Card Replacement 5
5 Cash Deposit - (Peso/Foreign Currencies) 4
6 Cash Withdrawal 3
7 Check Deposit - Peso 3
8 Check Encashment 1
9 Online Collection Payments 5
10 Request for Fund Transfer 2
11 Updating of Bank Records - Change in Account Details/Type 4
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
13 Salary Loan 3
14 Outgoing Remittance/Wire Transfer 1
15 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
16 Printing/Reprinting of Bank Statement/Snapshot 1
Total 140
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14. Batasan Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 20 71.43%
2. | know what a CC is but | did not see this office’s CC. 2 7.14%
3. I learned of the CC only when | saw this office’s CC. 3 10.71%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 7.14%
N/A 1 3.57%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 17 62.96%
2. Somewhat easy to see 2 7.41%
3. Difficult to see 3.70%
4. Not visible at all -
N/A 3 11.11%
Did not specify 14.81%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 16 59.26%
2. Somewhat helped 2 7.41%
3. Did not help 1 3.70%
N/A 5 18.52%
Did not specify 3 11.11%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo,
i&’{‘f:\fgfg with the service 26 1 0 0 1 0 28 96.43%

Service Quality Dimensions
Responsiveness 25 1 0 0 2 0 28 92.86%
Reliability 25 1 0 0 0 2 28 100.00%
Access and Facilities 24 1 0 1 0 2 28 96.15%
Communication 24 0 1 1 0 2 28 92.31%
Costs 19 0 0 0 1 8 28 95.00%
Integrity 24 0 1 0 1 2 28 92.31%
Assurance 26 1 0 0 0 1 28 100.00%
Outcome 22 1 1 0 0 4 28 95.83%
Overall 189 5 3 2 4 21 224 95.57%

External Services

1 Opening of other Deposit Account

Responses

17
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2 Cash Deposit - (Peso/Foreign Currencies) 1
3 Check Deposit - Peso 2
4 Check Encashment 2
5 Reactivation/Closure of Dormant Deposit Account 1
6 Updating of Bank Records - Change in Account Details/Type 2
7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
8 Salary Loan 1

Total 28

15. Bautista - Palanan Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

Did not specify

1. I know what a CC is and | saw this office’s CC. 19 73.08%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 4 15.38%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 3.85%

N/A 2 7.69%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 20 83.33%

2. Somewhat easy to see 1 4.17%

3. Difficult to see - -

4. Not visible at all - -

N/A 2 8.33%

Did not specify 4.17%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 19 79.17%

2. Somewhat helped 2 8.33%

3. Did not help -

N/A 2 8.33%

4.17%

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 2 5 0 0 0 0 26 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 23 2 1 0 0 26 96.15%
Reliability 25 1 0 0 0 26 100.00%
Access and Facilities 24 2 0 0 0 26 100.00%
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Neither

Communication 22 4 0 0 0 26 100.00%
Costs 19 3 1 0 0 3 26 95.65%
Integrity 23 3 0 0 0 0 26 100.00%
Assurance 23 3 0 0 0 0 26 100.00%
Outcome 23 2 0 0 0 1 26 100.00%

Overall 182 20 2 0 0 4 208 99.02%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 11
3 Cash Withdrawal 2
4 Check Deposit - Peso 4
5 Check Encashment 2
6 Online Collection Payments 1
7 Request for Fund Transfer 1
8 Updating of Bank Records - Change in Account Type 1
9 Domestic Bills Purchase Initiation/Availment 1
10 Trust/Treasury Placements 1
Total 26
16. BF Parafiaque Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 2 28.57%
2. | know what a CC is but | did not see this office’s CC. 1 14.29%
3. I learned of the CC only when | saw this office’s CC. 1 14.29%
4. I do not know what a CC is and | did not see this office’s CC. 3 42.86%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 14.29%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all 1 14.29%
N/A 4 57.14%
Did not specify 1 14.29%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 14.29%
2. Somewhat helped - -
3. Did not help 1 14.29%
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Citizen’s Charter Answers Responses Percentage
N/A 4 57.14%
Did not specify 1 14.29%

Neither

Shorl? | ngree  agreenor pisagree SINOY A o,
1haaTISe?\}i§iﬂeeg. with the service 5 1 0 0 1 0 7 85.71%

Service Quality Dimensions
Responsiveness 5 1 0 0 1 0 7 85.71%
Reliability 3 2 0 0 1 1 7 83.33%
Access and Facilities 3 2 0 0 1 1 7 83.33%
Communication 2 1 2 0 1 1 7 50.00%
Costs 1 2 1 0 1 2 7 60.00%
Integrity 3 2 0 0 1 1 7 83.33%
Assurance 6 0 0 0 1 0 7 85.71%
Outcome 3 2 0 0 1 1 7 83.33%
Overall 26 12 3 0 8 7 56 77.55%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Withdrawal 2
3 Check Deposit - Peso 1
4 Updating of Bank Records - Change in Account Details/Type 2
Total 7
17. Bicutan DOST Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 212 64.83%
2. I know what a CC is but | did not see this office’s CC. 27 8.26%
3. I learned of the CC only when | saw this office’s CC. 45 13.76%
4. 1 do not know what a CC is and | did not see this office’s CC. 34 10.40%
N/A 9 2.75%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 229 72.01%
2. Somewhat easy to see 30 9.43%
3. Difficult to see 3 0.94%
4. Not visible at all 2 0.63%
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Citizen’s Charter Answers Responses Percentage
N/A 41 12.89%
Did not specify 13 4.09%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 235 73.90%
2. Somewhat helped 27 8.49%
3. Did not help 2 0.63%
N/A 44 13.84%
Did not specify 10 3.14%

Neither

oy | ngree  agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service | g5 32 2 1 7 0 327 96.94%
Service Quality Dimensions
Responsiveness 267 45 8 0 7 0 327 95.41%
Reliability 280 38 3 1 5 0 327 97.25%
Access and Facilities 276 37 6 1 4 3 327 96.60%
Communication 271 49 0 1 6 0 327 97.86%
Costs 201 39 6 0 2 79 327 96.77%
Integrity 282 38 3 0 4 0 327 97.86%
Assurance 284 36 2 1 3 327 98.16%
Outcome 274 44 4 0 4 327 97.55%
Overall 2,135 326 32 4 35 84 2,616 97.20%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 155
2 Opening of other Deposit Account 104
3 Release of Captured Card 2
4 Request for ATM PIN Change 2
5 Request for Card Replacement 6
6 Cash Deposit - (Peso/Foreign Currencies) 3
7 Cash Withdrawal 4
8 Check Deposit - Peso 4
9 Closure of Deposit Account 1
10 Request for Checkbook 1
11 Updating of Bank Records - Change in Account Details/Type 7
12 Updating of Bank Records - Change in Account Type 1
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 22
14 Handling of Customer’s Complaint 8
15 Electronic Fund Transfer and Purchase of Over-the-Counter Check

16 Servicing of Modified Disbursement System Transactions
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17 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 4
18 Printing/Reprinting of Bank Statement/Snapshot 1
Total 327
18. Binondo Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 24 68.57%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 10 28.57%
Did not specify 1 2.86%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 17 70.83%
2. Somewhat easy to see 1 4.17%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 6 25.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 17 70.83%
2. Somewhat helped 1 4.17%
3. Did not help - -
N/A - -
Did not specify 6 25.00%

Neither
Strongly . Strongly Total Overall
Agree ARITEE %%gzzg%r RS Disagree e Responses Score
| am satisfied with the service o
that | availed. 33 1 1 0 0 0 35 97.14%
Service Quality Dimensions
Responsiveness 25 0 1 0 35 97.14%
Reliability 26 0 1 0 35 96.55%
Access and Facilities 19 2 1 0 0 13 35 95.45%
Communication 16 11 2 0 0 6 35 93.10%
Costs 13 2 0 0 1 19 35 93.75%
Integrity 26 3 0 0 0 35 100.00%
Assurance 33 1 0 0 0 35 100.00%
Outcome 20 7 1 0 0 35 96.43%
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Neither
Agree | Agree nor | Disagree
Disagree

Overall 178 37 4 2 1

Strongly
Disagree

Strongly

Agree

Total
Responses

BAGCONG PILIPINAS

QOverall
Score

96.85%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 3
2 Opening of other Deposit Account 9
3 Release of Captured Card 3
4 Request for Card Replacement 1
5 Cash Deposit - (Peso/Foreign Currencies) 2
6 Cash Withdrawal 2
7 Check Deposit - Peso 3
8 Online Collection Payments 1
9 Updating of Bank Records - Change in Account Details/Type 3
10 Handling of Customer’s Complaint 7
11 Servicing of Modified Disbursement System Transactions 1
Total 35
19. Blue Ridge Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 11 100.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 6 54.55%
2. Somewhat easy to see 2 18.18%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 3 27.27%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 63.64%
2. Somewhat helped - -
3. Did not help 1 9.09%
N/A - -
Did not specify 3 27.27%
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Neither

{haaTIS;fiasi{f(?_ with the service 10 1 0 0 0 0 11 100.00%

Service Quality Dimensions
Responsiveness 11 0 0 0 0 0 11 100.00%
Reliability 8 0 0 0 0 3 11 100.00%
Access and Facilities 6 2 0 0 0 3 11 100.00%
Communication 6 2 0 0 0 3 11 100.00%
Costs 4 1 0 0 0 6 11 100.00%
Integrity 8 0 0 0 0 3 11 100.00%
Assurance 11 0 0 0 0 0 11 100.00%
Outcome 7 1 0 0 0 3 11 100.00%
Overall 61 6 0 0 0 21 88 100.00%

External Services Responses

1 Opening of other Deposit Account 4
2 Cash Deposit - (Peso/Foreign Currencies) 4
3 Check Deposit - Peso 2
4 Check Encashment 1
Total 11
20. BOC MICP Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 16 69.57%
2. I know what a CC is but | did not see this office’s CC. 1 4.35%
3. I learned of the CC only when | saw this office’s CC. 3 13.04%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 13.04%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 16 69.57%
2. Somewhat easy to see 1 4.35%
3. Difficult to see - -
4. Not visible at all - -
N/A 4 17.39%
Did not specify 2 8.70%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 15 65.22%
2. Somewhat helped 3 13.04%
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Citizen’s Charter Answers Responses Percentage
3. Did not help - -
N/A 3 13.04%
Did not specify 2 8.70%

Neither
“hgice’ | Aaree | Agreenor Dissgree [ NA  pogponces

{&Tf;\f;‘;ﬁ with the service 21 2 0 0 0 0 23 100.00%

Service Quality Dimensions
Responsiveness 17 6 0 0 0 0 23 100.00%
Reliability 21 2 0 0 0 0 23 100.00%
Access and Facilities 12 1 0 0 0 10 23 100.00%
Communication 17 6 0 0 0 0 23 100.00%
Costs 11 1 0 0 0 11 23 100.00%
Integrity 21 2 0 0 0 0 23 100.00%
Assurance 21 2 0 0 0 0 23 100.00%
Outcome 21 2 0 0 0 0 23 100.00%
Overall 141 22 0 0 0 21 184 100.00%

External Services Responses

1 Opening of other Deposit Account 3
2 Cash Deposit - (Peso/Foreign Currencies) 5
3 Cash Withdrawal 5
4 Check Deposit - Peso 1
5 Check Encashment 2
6 Request for Fund Transfer 2
7 Handling of Customer’s Complaint 5

Total 23

21. Bohol Avenue Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 8 100.00%
2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. | do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -

CC2. If aware of CC, would you say that the CC of this office was...?
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Citizen’s Charter Answers Responses Percentage
1. Easy to see 5 62.50%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 3 37.50%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 37.50%
2. Somewhat helped 25.00%
3. Did not help - -
N/A - -
Did not specify 3 37.50%

Neither

Strongly

Agree Disagree

Agree | Agree nor | Disagree

Strongly
Disagree

Overall
Score

ihZTlsgi:iflieeg. with the service 8 0 0 0 0 0 8 100.00%

Service Quality Dimensions
Responsiveness 4 3 0 0 1 0 8 87.50%
Reliability 3 1 0 0 0 4 8 100.00%
Access and Facilities 3 1 0 0 0 4 8 100.00%
Communication 3 1 0 0 0 4 8 100.00%
Costs 2 1 0 0 0 5 8 100.00%
Integrity 2 2 0 0 0 4 8 100.00%
Assurance 7 1 0 0 0 0 8 100.00%
Outcome 2 2 0 0 0 4 8 100.00%
Overall 26 12 0 0 1 25 64 97.44%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1

Cash Withdrawal

Online Collection Payments

Total

|k |N|fO
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22. Boni Avenue Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 70.00%

2. | know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. 10.00%

4. 1 do not know what a CC is and | did not see this office’s CC. -

N/A 20.00%

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 62.50%

2. Somewhat easy to see -

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify 37.50%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 62.50%

2. Somewhat helped -

3. Did not help 12.50%

N/A -

Did not specify 25.00%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 8 0 0 1 1 0 10 80.00%
Service Quality Dimensions
Responsiveness 8 0 0 1 1 0 10 80.00%
Reliability 5 1 0 0 0 4 10 100.00%
Access and Facilities 5 0 1 1 0 3 10 71.43%
Communication 5 1 0 0 0 4 10 100.00%
Costs 4 1 0 0 0 5 10 100.00%
Integrity 5 0 0 1 0 4 10 83.33%
Assurance 8 1 1 0 0 0 10 90.00%
Outcome 5 0 0 1 0 4 10 83.33%
Overall 45 4 2 4 1 24 80 87.50%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 4

Cash Withdrawal
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Responses

3 Check Deposit - Peso 3
4 Online Collection Payments 1
5 Request for Fund Transfer 1
Total 10
23. Bonifacio Global City Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 66.67%
2. I know what a CC is but | did not see this office’s CC. 33.33%
3. I learned of the CC only when | saw this office’s CC. -
4. 1 do not know what a CC is and | did not see this office’s CC. -
N/A -
Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 88.89%
2. Somewhat easy to see -
3. Difficult to see -
4. Not visible at all -
N/A -
Did not specify 11.11%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 88.89%
2. Somewhat helped -
3. Did not help -
N/A -
Did not specify 11.11%

Neither

Strongly . Strongly Total Overall

Agree ARITEE %%gzzg%r RS Disagree e Responses Score

| am satisfied with the service o
that | availed. 9 0 0 0 0 0 9 100.00%

Service Quality Dimensions

Responsiveness 9 0 0 0 0 0 9 100.00%
Reliability 8 0 0 0 0 1 9 100.00%
Access and Facilities 7 0 0 0 0 2 9 100.00%
Communication 8 0 0 0 0 1 9 100.00%
Costs 6 0 0 0 0 3 9 100.00%
Integrity 8 0 0 0 0 1 9 100.00%
Assurance 9 0 0 0 0 0 9 100.00%
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Agree SicEriEe agree espo e ore
Outcome 8 0 0 0 0 1 9 100.00%
Overall 63 0 0 0 0 9 72 100.00%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Check Deposit - Peso

AlW|N|PF

Updating of Bank Records - Change in Account Details/Type

Total

OlWwWwiN[N|N

24. BSP Servicing Unit

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

90.91%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

9.09%

Did not specify

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

1. Easy to see

10.00%

2. Somewhat easy to see

10.00%

3. Difficult to see

4. Not visible at all

N/A

Did not specify

80.00%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

10.00%

2. Somewhat helped

10.00%

3. Did not help

N/A

Did not specify

80.00%

Neither
Agree nor
Disagree

Strongly

Agree Agree

Disagree

| am satisfied with the service

that | availed. 10 0 0 0

Strongly
Disagree

N/A

Total
Responses

11

Overall
Score

90.91%
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Stronegzely Agree Aglzg]ﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
Service Quality Dimensions

Responsiveness 8 0 1 1 1 0 11 72.73%
Reliability 2 0 0 0 0 9 11 100.00%
Access and Facilities 2 0 0 0 0 9 11 100.00%
Communication 2 0 0 0 0 9 11 100.00%
Costs 2 0 0 0 0 9 11 100.00%
Integrity 2 0 0 0 0 9 11 100.00%
Assurance 10 0 0 0 1 0 11 90.91%
Outcome 2 0 0 0 0 9 11 100.00%

Overall 30 0 1 1 2 54 88 88.24%

Opening of other Deposit Account

External Services Responses
1 4

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Total

11

25. Buendia Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

Did not specify

1. | know what a CC is and | saw this office’s CC. 31 79.49%
2. I know what a CC is but | did not see this office’s CC. 2 5.13%
3. I learned of the CC only when | saw this office’s CC. 4 10.26%
4. I do not know what a CC is and | did not see this office’s CC. 2 5.13%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 26 66.67%
2. Somewhat easy to see 6 15.38%
3. Difficult to see 1 2.56%
4. Not visible at all 1 2.56%
N/A 2 5.13%
Did not specify 3 7.69%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 24 61.54%
2. Somewhat helped 7 17.95%
3. Did not help 3 7.69%
N/A 3 7.69%
2 5.13%
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Neither
Strongly . Strongly Total Overall
Agree AL /?3%;23:;? REE Disagree Responses
I am satls_fled with the service 28 3 1 5 5 0 39 79.49%
that | availed.

Service Quality Dimensions
Responsiveness 24 7 0 0 8 0 39 79.49%
Reliability 26 4 3 1 3 2 39 81.08%
Access and Facilities 29 3 2 0 3 2 39 86.49%
Communication 27 5 0 1 3 3 39 88.89%
Costs 20 3 1 0 2 13 39 88.46%
Integrity 26 4 3 1 3 2 39 81.08%
Assurance 30 4 1 2 2 39 87.18%
Outcome 26 6 0 2 2 3 39 88.89%
Overall 208 36 10 7 26 25 312 85.02%

External Services Responses

1 Opening of other Deposit Account 3
2 Cash Deposit - (Peso/Foreign Currencies) 3
3 Cash Withdrawal 3
4 Check Deposit - Peso 4
5 Check Encashment 2
6 Closure of Deposit Account 5
7 Online Collection Payments 1
8 Reactivation/Closure of Dormant Deposit Account 3
9 Request for Checkbook 1
10 Request for Fund Transfer 3
11 Updating of Bank Records - Change in Account Details/Type 2
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
13 Salary Loan 1
14 Sale/Purchase of Foreign Currencies 2
15 Servicing of Modified Disbursement System Transactions 2
16 Printing/Reprinting of Bank Statement/Snapshot 2

Total 39

26. Caloocan Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 65 89.04%
2. | know what a CC is but I did not see this office’s CC. 1 1.37%
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Citizen’s Charter Answers Responses Percentage

3. I learned of the CC only when | saw this office’s CC. 2 2.74%

4. I do not know what a CC is and | did not see this office’s CC. 3 4.11%

N/A 2 2.74%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 56 78.87%

2. Somewhat easy to see 3 4.23%

3. Difficult to see - -

4. Not visible at all -

N/A 5.63%

Did not specify 8 11.27%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 58 81.69%

2. Somewhat helped - -

3. Did not help 1 1.41%

N/A 3 4.23%

Did not specify 9 12.68%

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
ihzr?ls;;iasi{;e(?. with the service 67 5 0 0 1 0 73 08.63%
Service Quality Dimensions
Responsiveness 65 6 1 0 1 0 73 97.26%
Reliability 61 3 0 0 1 8 73 98.46%
Access and Facilities 57 6 0 0 1 9 73 98.44%
Communication 56 7 0 0 1 9 73 98.44%
Costs 50 5 0 0 1 17 73 98.21%
Integrity 61 3 0 0 1 8 73 98.46%
Assurance 69 3 0 0 1 73 98.63%
Outcome 60 4 0 0 1 73 98.46%
Overall 479 37 1 0 8 59 584 98.29%

External Services Responses

1 Opening of other Deposit Account 20
2 Request for ATM PIN Change

3 Request for Card Replacement

4 Cash Deposit - (Peso/Foreign Currencies)

5 Cash Withdrawal 14
6 Check Deposit - Peso 10
7 Check Encashment 5
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External Services Responses
8

Online Collection Payments 2
Reactivation/Closure of Dormant Deposit Account 2

10 Request for Fund Transfer 4
11 Updating of Bank Records - Change in Account Details/Type 2
12 Updating of Bank Records - Change in Account Type 2
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
14 Salary Loan 1
15 Servicing of Modified Disbursement System Transactions 1
16 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
Total 73

27. Caloocan Grace Park Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 93 86.92%
2. I know what a CC is but | did not see this office’s CC. 5 4.67%
3. | learned of the CC only when | saw this office’s CC. 6 5.61%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 1.87%
N/A - -
Did not specify 1 0.93%

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 97 91.51%
2. Somewhat easy to see 6 5.66%
3. Difficult to see 1 0.94%
4. Not visible at all - -
N/A 2 1.89%
Did not specify - -

CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 96 90.57%
2. Somewhat helped 8 7.55%
3. Did not help - -
N/A 2 1.89%
Did not specify - -

Neither
Strongly . Strongly Total Overall
Agree AiEE %%;22292 RS Disagree e Responses Score
I am sansﬁed with the service 85 22 0 0 0 0 107 100.00%
that | availed.

Service Quality Dimensions
Responsiveness 75 31 1 0 0 | 0 | 107 99.07%
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External Services Responses

1 Opening of other Deposit Account 10
2 Release of Captured Card
3 Request for ATM PIN Change
4 Request for Card Replacement 2
5 Cash Deposit - (Peso/Foreign Currencies) 10
6 Cash Withdrawal 5
7 Check Deposit - Peso 4
8 Check Encashment 1
9 Closure of Deposit Account 2
10 Online Collection Payments 1
11 Reactivation/Closure of Dormant Deposit Account 3
12 Rgnewal/l?re-termination/Termination_of Cgrtificate of Time Deposit (F_’eso and Dollar) and High 2
Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)
13 Request for Fund Transfer 3
14 Request for Passbook Replacement 12
15 Request for Stop Payment Order 15
16 Updating of Bank Records - Change in Account Details/Type 11
17 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
18 Salary Loan 3
19 Bond Redemption and Interest Payment 2
20 Domestic Bills Purchase Initiation/Availment 2
21 Outgoing Remittance/Wire Transfer 3
22 Release of Inward Returned Check 1
23 Sale/Purchase of Foreign Currencies 2
24 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
25 Reprinting of Bank Statement not available in the Branch 1
Total 107

BAGCONG PILIPINAS
Sggpe%ly Agree Aglzg]ﬁ:)r Disagree gtlrsc;g?ga

Reliability 82 23 2 0 0 0 107 98.13%
Access and Facilities 80 24 2 0 0 1 107 98.11%
Communication 82 23 2 0 0 0 107 98.13%
Costs 74 25 2 0 0 6 107 98.02%
Integrity 84 22 1 0 0 0 107 99.07%
Assurance 82 24 1 0 0 0 107 99.07%
Outcome 78 26 2 0 0 1 107 98.11%

Overall 637 198 13 0 0 8 856 98.47%
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28. Camp Aguinaldo Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 2 33.33%
2. | know what a CC is but | did not see this office’s CC. 2 33.33%
3. I learned of the CC only when | saw this office’s CC. 1 16.67%
4. | do not know what a CC is and | did not see this office’s CC. 1 16.67%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2 33.33%
2. Somewhat easy to see 1 16.67%
3. Difficult to see 1 16.67%
4. Not visible at all 1 16.67%
N/A 1 16.67%
Did not specify - R
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 16.67%
2. Somewhat helped 2 33.33%
3. Did not help 1 16.67%
N/A 2 33.33%
Did not specify - -

Neither

orly agree agreeror Disagree DOMOY A | Qo
ihZTIS:\}z{Ec? with the service 1 > 0 0 3 0 6 50.00%
Service Quality Dimensions
Responsiveness 1 1 1 0 3 0 6 33.33%
Reliability 1 3 0 0 2 0 6 66.67%
Access and Facilities 1 3 0 0 2 0 6 66.67%
Communication 1 3 0 0 2 0 6 66.67%
Costs 1 1 1 0 2 1 6 40.00%
Integrity 2 2 0 0 2 0 6 66.67%
Assurance 2 2 0 0 2 0 6 66.67%
Outcome 1 2 1 0 2 0 6 50.00%
Overall 10 17 3 0 17 1 48 57.45%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 1

Cash Withdrawal
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3 Online Collection Payments 1
4 Request for Fund Transfer 1
5 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
6 Servicing of Modified Disbursement System Transactions 1
Total 6
29. Camp Crame Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 16 80.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 5.00%
4. | do not know what a CC is and | did not see this office’s CC. 1 5.00%
N/A 2 10.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 8 44.44%
2. Somewhat easy to see 3 16.67%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 5.56%
Did not specify 6 33.33%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 9 50.00%
2. Somewhat helped 2 11.11%
3. Did not help - -
N/A 1 5.56%
Did not specify 6 33.33%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly
Disagree

Strongly

Agree

N/A

Total
Responses

Overall
Score

I am saus_ﬂed with the service 17 1 1 1 0 0 20 90.00%

that | availed.

Service Quality Dimensions
Responsiveness 17 1 0 2 0 0 20 90.00%
Reliability 11 2 1 0 0 6 20 92.86%
Access and Facilities 12 1 0 0 1 6 20 92.86%
Communication 11 2 0 0 1 6 20 92.86%
Costs 10 1 1 0 0 8 20 91.67%
Integrity 12 1 1 0 0 6 20 92.86%
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External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Updating of Bank Records - Change in Account Details/Type

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

O|lo|N(fo|O|A~|W|N|F

Printing/Reprinting of Bank Statement/Snapshot

RPIRPINO[RP[N|WIN|IDN

Total

N
o

30. Cash Department

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

Did not specify

1. I know what a CC is and | saw this office’s CC. 241 84.86%
2. | know what a CC is but | did not see this office’s CC. 9 3.17%
3. I learned of the CC only when | saw this office’s CC. 12 4.23%
4. 1 do not know what a CC is and | did not see this office’s CC. 11 3.87%
N/A 11 3.87%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 188 68.86%
2. Somewhat easy to see 17 6.23%
3. Difficult to see 0.73%
4. Not visible at all 2.20%
N/A 14 5.13%
Did not specify 46 16.85%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 199 72.89%
2. Somewhat helped 13 4.76%
3. Did not help 4 1.47%
N/A 16 5.86%
41 15.02%

BAGCONG PILIPINAS
Neither
Strongly " Strongly Total Overall
Agree Agiizs | Mg | Plsaics Disagree Responses Score
Assurance 17 3 0 0 0 20 100.00%
Outcome 12 1 1 0 20 92.86%
Overall 102 12 4 2 38 160 93.44%
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External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 3
2 Opening of other Deposit Account 39
3 Request for ATM PIN Change
4 Request for Card Replacement
5 Cash Deposit - (Peso/Foreign Currencies) 89
6 Cash Withdrawal 31
7 Check Deposit - Peso 32
8 Check Encashment 39
9 Online Collection Payments 2
10 Reactivation/Closure of Dormant Deposit Account 2
11 Request for Checkbook 2
12 Request for Fund Transfer 1
13 Updating of Bank Records - Change in Account Details/Type 7
14 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 9
15 Handling of Customer’s Complaint 1
16 Salary Loan 15
17 Request for Bank Certification/Statement of Account for Salary Loan 2
18 Bond Redemption and Interest Payment 1
19 Outgoing Remittance/Wire Transfer 1
20 Trust/Treasury Placements 1
21 Printing/Reprinting of Bank Statement/Snapshot 4
Total 284

BAGCONG PILIPINAS

Sy Agree AZISelglﬁ:)r Disagree St_rongly

ee : Disagree
am satistedwith the service | 544 27 2 6 5 0 284 95.42%

Service Quality Dimensions

Responsiveness 215 50 6 5 8 0 284 93.31%
Reliability 178 56 3 3 3 41 284 96.30%
Access and Facilities 180 53 2 1 3 45 284 97.49%
Communication 186 39 4 2 4 49 284 95.74%
Costs 124 26 3 0 1 130 284 97.40%
Integrity 203 27 7 3 3 41 284 94.65%
Assurance 235 37 4 1 6 1 284 96.11%
Outcome 182 50 5 0 3 44 284 96.67%
Overall 1,503 338 34 15 31 351 2,272 95.84%
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31. Century Park Hotel (Harrison Plaza) Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 19 73.08%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 3 11.54%

4. I do not know what a CC is and | did not see this office’s CC. 3 11.54%

N/A 1 3.85%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 20 80.00%

2. Somewhat easy to see 1 4.00%

3. Difficult to see - -

4. Not visible at all - -

N/A 3 12.00%

Did not specify 4.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 19 76.00%

2. Somewhat helped 2 8.00%

3. Did not help - -

N/A 3 12.00%

Did not specify 4.00%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 24 1 0 0 1 0 26 96.15%
Service Quality Dimensions
Responsiveness 21 4 0 0 1 0 26 96.15%
Reliability 23 2 0 0 0 1 26 100.00%
Access and Facilities 22 2 0 1 0 1 26 96.00%
Communication 23 1 0 1 0 1 26 96.00%
Costs 8 3 0 1 0 14 26 91.67%
Integrity 23 1 0 1 0 1 26 96.00%
Assurance 24 1 0 1 0 26 96.15%
Outcome 22 0 0 0 1 26 95.65%
Overall 166 14 0 5 2 21 208 96.26%

Opening of other Deposit Account

External Services Responses
1 1

Cash Deposit - (Peso/Foreign Currencies)

69



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS

3 Cash Withdrawal 8
4 Check Deposit - Peso 3
5 Check Encashment 4
6 Request for Fund Transfer 1
7 Updating of Bank Records - Change in Account Details/Type 1
8 Servicing of Modified Disbursement System Transactions 2
9 Printing/Reprinting of Bank Statement/Snapshot 1

Total 26

32. Chino Roces Avenue - Don Bosco Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 14 73.68%

2. 1 know what a CC is but | did not see this office’s CC. 1 5.26%

3. I learned of the CC only when | saw this office’s CC. 3 15.79%

4. I do not know what a CC is and | did not see this office’s CC. 1 5.26%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 11 57.89%

2. Somewhat easy to see 2 10.53%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 5.26%

Did not specify 5 26.32%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 13 68.42%

2. Somewhat helped - -

3. Did not help - -

N/A 1 5.26%

Did not specify 5 26.32%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 18 1 0 0 0 0 19 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 19 0 0 0 0 0 19 100.00%
Reliability 14 0 0 0 0 5 19 100.00%
Access and Facilities 13 1 0 0 0 5 19 100.00%
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Sggpe%ly Agree Aglig]ﬁ:)r Disagree gtlr:ag?ga
Communication 13 1 0 5 19 100.00%
Costs 13 0 0 0 0 6 19 100.00%
Integrity 14 0 0 0 0 5 19 100.00%
Assurance 19 0 0 0 0 0 19 100.00%
Outcome 14 0 0 0 0 5 19 100.00%
Overall 119 2 0 0 0 31 152 100.00%

External Services Responses

Opening of other Deposit Account
Cash Withdrawal
Check Deposit - Peso

Check Encashment

Reactivation/Closure of Dormant Deposit Account

Request for Checkbook

~N[(foja(~M|W[IN|F
NP [RP|OO|IN|N

Request for Fund Transfer

Total 19

33. COA Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 4 80.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. I do not know what a CC is and | did not see this office’s CC. 1 20.00%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2 40.00%
2. Somewhat easy to see 1 20.00%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 20.00%

Did not specify 1 20.00%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 1 20.00%

2. Somewhat helped 3 60.00%

3. Did not help - -

N/A 1 20.00%

Did not specify - R
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Neither
Shorl? mgree agreenor Dissgree JINOL A it | A

lhzrzlls;};siflieecﬂ with the service > 0 2 0 1 0 5 40.00%
Service Quality Dimensions

Responsiveness 1 1 0 0 3 0 5 40.00%

Reliability 1 4 0 0 0 0 5 100.00%

Access and Facilities 1 2 1 0 1 0 5 60.00%

Communication 1 4 0 0 0 0 5 100.00%

Costs 1 2 0 0 0 2 5 100.00%

Integrity 2 2 1 0 0 0 5 80.00%

Assurance 2 2 1 0 0 0 5 80.00%

Outcome 1 3 0 0 0 1 5 100.00%

Overall 10 20 3 0 4 3 40 81.08%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 1
3 Check Deposit - Peso 1
4 Check Encashment 1
Total 5
34. Commonwealth Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 9 64.29%
2. | know what a CC is but | did not see this office’s CC. 1 7.14%
3. I learned of the CC only when | saw this office’s CC. 2 14.29%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 14.29%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 6 42.86%
2. Somewhat easy to see 2 14.29%
3. Difficult to see 3 21.43%
4. Not visible at all - -
N/A 14.29%
Did not specify 1 7.14%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 5 35.71%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat helped 5 35.71%
3. Did not help 1 7.14%
N/A 2 14.29%
Did not specify 1 7.14%

Neither
Agree nor
Disagree

Strongly

Agree Disagree

Agree

Strongly
Disagree

N/A

Total
Responses

Overall
Score

1haaTISe?\}iaSiEeeg. with the service 8 1 1 0 4 0 14 64.29%

Service Quality Dimensions
Responsiveness 8 2 0 0 4 0 14 71.43%
Reliability 8 2 0 0 2 2 14 83.33%
Access and Facilities 6 3 1 0 3 1 14 69.23%
Communication 6 2 2 0 3 1 14 61.54%
Costs 7 1 2 0 2 2 14 66.67%
Integrity 7 1 3 0 2 1 14 61.54%
Assurance 9 1 2 0 2 0 14 71.43%
Outcome 7 2 1 0 3 1 14 69.23%
Overall 58 14 11 0 21 8 112 69.23%

External Services Responses

1 Opening of other Deposit Account 7

2 Request for ATM PIN Change 1

3 Cash Deposit - (Peso/Foreign Currencies) 2

4 Check Deposit - Peso 1

5 Online Collection Payments 1

6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2

Total 14

35. Concepcion (Marikina) Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?

1. 1 know what a CC is and | saw this office’s CC. 19 82.61%

2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 4 17.39%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

CC2. If aware of CC, would you say that the CC of this office was...?
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Citizen’s Charter Answers Responses Percentage
1. Easy to see 12 52.17%
2. Somewhat easy to see 1 4.35%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 10 43.48%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 12 52.17%
2. Somewhat helped 1 4.35%
3. Did not help - -
N/A - -
Did not specify 10 43.48%

Neither

Strongly

Agree Disagree

Agree | Agree nor | Disagree

Strongly
Disagree

Overall
Score

(om satistiecl with the service 23 0 0 0 0 0 23 100.00%

Service Quality Dimensions
Responsiveness 21 2 0 0 0 0 23 100.00%
Reliability 13 0 0 0 0 10 23 100.00%
Access and Facilities 13 0 0 0 0 10 23 100.00%
Communication 13 0 0 0 0 10 23 100.00%
Costs 10 1 0 0 0 12 23 100.00%
Integrity 13 0 0 0 0 10 23 100.00%
Assurance 23 0 0 0 0 0 23 100.00%
Outcome 12 0 0 0 0 11 23 100.00%
Overall 118 3 0 0 0 63 184 100.00%

External Services Responses

1 Opening of other Deposit Account 8
2 Cash Deposit - (Peso/Foreign Currencies) 3
3 Cash Withdrawal 1
4 Check Deposit - Peso 4
5 Check Encashment 1
6 Online Collection Payments 1
7 Request for Fund Transfer 1
8 Updating of Bank Records - Change in Account Details/Type 1
9 Updating of Bank Records - Change in Account Type 1
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
11 Printing/Reprinting of Bank Statement/Snapshot 1

Total 23
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36. Consumer Loans Management Unit

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

1.23%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

98.77%

Did not specify

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

1. Easy to see

2. Somewhat easy to see

100.00%

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

2. Somewhat helped

100.00%

3. Did not help

N/A

Did not specify

Neither

Sforl? | ngree agreenor pisagree SINOY A oo,
i&’{‘f:\fgfg with the service 45 28 6 1 0 1 81 91.25%
Service Quality Dimensions
Responsiveness 28 34 13 6 0 0 81 76.54%
Reliability 56 18 5 0 0 2 81 93.67%
Access and Facilities 44 21 12 2 0 2 81 82.28%
Communication 52 13 10 2 1 3 81 83.33%
Costs 42 12 0 0 25 81 96.43%
Integrity 61 14 0 0 4 81 97.40%
Assurance 68 11 0 0 81 97.53%
Outcome 60 9 1 0 81 95.83%
Overall 411 132 48 11 1 45 648 90.05%

External Services

Responses

1 Inquiry, Counseling and Processing of Loan
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External Services Responses

2 Issuance of Certificate of Outstanding Balances and Interest Paid

BAGCONG PILIPINAS

74

3 Issuance of Certificate of Full Payment

6

Total

81

37. Corporate Banking Department |

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

100.00%

2. 1 know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

100.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

Neither
Sporl? Aoree  agreenor Dissgree 000 G ko

{&Tf:\fg‘;gﬂ with the service 1 0 0 0 0 0 1 100.00%

Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 1 0 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 1 0 0 0 0 0 1 100.00%
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 1 0 0 0 0 0 1 100.00%
Overall 8 0 0 0 0 0 8 100.00%
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BAGCONG PILIPINAS

1 Inquiry, Counseling and Processing of Loan 1
Total 1
38. Corporate Banking Department IlI
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 100.00%
2. I know what a CC is but | did not see this office’s CC. -
3. I learned of the CC only when | saw this office’s CC. -
4. | do not know what a CC is and | did not see this office’s CC. -
N/A -
Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see -
2. Somewhat easy to see 100.00%
3. Difficult to see -
4. Not visible at all -
N/A -
Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much -
2. Somewhat helped 100.00%

3. Did not help

N/A

Did not specify

Neither
SX; rnegaly ARITEE AI\J?;eaZ rneoer DISERITEE gtirsc;régnle); Responses OS\::eg?e”

1,2 satisfied with the service 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions

Responsiveness 1 0 0 0 0 0 1 100.00%

Reliability 1 0 0 0 0 0 1 100.00%

Access and Facilities 0 1 0 0 0 0 1 100.00%

Communication 0 1 0 0 0 0 1 100.00%

Costs 0 1 0 0 0 0 1 100.00%

Integrity 1 0 0 0 0 0 1 100.00%

Assurance 1 0 0 0 0 0 1 100.00%
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Al-l. NG TR G SfeEGIEE > 0 o“ : . ota ) O -.‘
0 D agree ad PO O
Outcome 1 0 0 0 0 0 1 100.00%
Overall 5 3 0 0 0 0 8 100.00%

1

Inquiry, Counseling and Processing of Loan

External Services Responses
1

Total

39. Credit Card Administration Department

Citizen’s Charter Answers

Responses

Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 195 57.52%
2. 1 know what a CC is but | did not see this office’s CC. 43 12.68%
3. I learned of the CC only when | saw this office’s CC. 25 7.37%
4. | do not know what a CC is and | did not see this office’s CC. 22 6.49%
N/A 23 6.78%
Did not specify 31 9.14%

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 167 58.60%
2. Somewhat easy to see 46 16.14%
3. Difficult to see 11 3.86%
4. Not visible at all 8 2.81%
N/A 53 18.60%
Did not specify - -

CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 161 56.49%
2. Somewhat helped 53 18.60%
3. Did not help 9 3.16%
N/A 61 21.40%
Did not specify 1 0.35%

Neither
Strongly " Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 299 03 18 1 4 1 339 93.20%
that | availed.

Service Quality Dimensions
Responsiveness 182 114 23 8 339 88.89%
Reliability 236 83 8 339 94.94%
Access and Facilities 225 70 28 3 10 339 89.67%
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SO pgree Agreenor Disagree SN Ao T
Communication 198 98 28 4 1 10 339 89.97%
Costs 116 57 12 2 2 150 339 91.53%
Integrity 256 67 3 2 3 339 96.13%
Assurance 269 59 0 0 3 339 97.62%
Outcome 224 78 13 4 4 16 339 93.50%
Overall 1,706 626 128 31 20 201 2,712 92.87%

External Services Responses

1 Application for LBP Credit Card Easy Pay Program 98
2 Change of Name and Civil Status 9
3 Increase/Decrease of Credit card Limit or Upgrade/Downgrade of Credit Card Type 51
4 Issuance of Certificate of Full Payment and/or Voluntary Card Cancellation 32
5 Lifting of Hold-out on Deposit 6
6 Redemption of Reward Points 62
7 Refund of Overpayment 14
8 Reissuance of Credit Card 22
9 Settlement of Past Due Account 6
10 Waiver of Credit Card Annual Fee 34
11 Inquiry, Counseling and Processing of Loan 4
12 Issuance of Certificate of Full Payment 1
Total 339

40. Cubao Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. Helped very much

1. I know what a CC is and | saw this office’s CC. 15 75.00%

2. 1 know what a CC is but | did not see this office’s CC. 4 20.00%

3. I learned of the CC only when | saw this office’s CC. - -

4. I do not know what a CC is and | did not see this office’s CC. 1 5.00%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 8 40.00%

2. Somewhat easy to see 1 5.00%

3. Difficult to see 1 5.00%

4. Not visible at all 1 5.00%

N/A 2 10.00%

Did not specify 7 35.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

8 40.00%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat helped 1 5.00%
3. Did not help 1 5.00%
N/A 3 15.00%
Did not specify 7 35.00%

Neither
Agree nor
Disagree

Strongly

Agree Agree

Disagree

Strongly
Disagree

Total
Responses

N/A

Overall
Score

{&Tf;\f;‘;ﬁ with the service 15 1 0 0 4 0 20 80.00%

Service Quality Dimensions
Responsiveness 13 3 0 0 4 0 20 80.00%
Reliability 10 1 1 0 2 6 20 78.57%
Access and Facilities 11 1 0 0 2 6 20 85.71%
Communication 9 3 1 0 0 7 20 92.31%
Costs 8 3 0 0 0 9 20 100.00%
Integrity 10 2 1 0 1 6 20 85.71%
Assurance 15 3 0 2 0 0 20 90.00%
Outcome 10 3 1 0 0 6 20 92.86%
Overall 86 19 4 2 9 40 160 87.50%

External Services Responses

1 Opening of other Deposit Account 7

2 Request for Card Replacement 1

3 Cash Deposit - (Peso/Foreign Currencies) 2

4 Cash Withdrawal 1

5 Check Deposit - Peso 4

6 Online Collection Payments 1

7 Updating of Bank Records - Change in Account Details/Type 2

8 Salary Loan 2

Total 20

41. Customer Care
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 79 21.53%
2. | know what a CC is but | did not see this office’s CC. 28 7.63%
3. I learned of the CC only when | saw this office’s CC. 12 3.27%
4. | do not know what a CC is and | did not see this office’s CC. 75 20.44%
N/A 2 0.54%
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Citizen’s Charter Answers Responses Percentage
Did not specify 171 46.59%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 64 32.99%
2. Somewhat easy to see 21 10.82%
3. Difficult to see 6 3.09%
4. Not visible at all 4 2.06%
N/A 99 51.03%

Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 44 22.68%
2. Somewhat helped 37 19.07%
3. Did not help 6 3.09%
N/A 107 55.15%

Did not specify - R

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree 9 Dgi]sagree g Disagree Responses Score
I 'am satls_fled with the service 203 64 6 4 0 0 367 97.28%
that | availed.
Service Quality Dimensions
Responsiveness 235 110 16 2 2 2 367 94.52%
Reliability 295 60 4 0 0 8 367 98.89%
Access and Facilities 261 55 27 2 0 22 367 91.59%
Communication 267 62 20 4 0 14 367 93.20%
Costs 99 30 6 2 4 226 367 91.49%
Integrity 307 44 4 0 0 12 367 98.87%
Assurance 327 36 2 2 0 0 367 98.91%
Outcome 289 45 9 2 0 22 367 96.81%
Overall 2,080 442 88 14 6 306 2,936 95.89%
External Services Responses
1 Handling of Customer’s Complaint 367
Total 367
42. DECS Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 8 80.00%
2. | know what a CC is but | did not see this office’s CC. - -
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Citizen’s Charter Answers Responses Percentage

3. I learned of the CC only when | saw this office’s CC. 20.00%

4. 1 do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 70.00%

2. Somewhat easy to see 20.00%

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify 10.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 90.00%

2. Somewhat helped -

3. Did not help -

N/A -

Did not specify 10.00%

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
om satistieclwith the service 8 2 0 0 0 0 10 100.00%
Service Quality Dimensions
Responsiveness 8 2 0 0 0 0 10 100.00%
Reliability 8 2 0 0 0 0 10 100.00%
Access and Facilities 8 2 0 0 0 0 10 100.00%
Communication 6 3 0 0 0 1 10 100.00%
Costs 5 3 0 0 0 2 10 100.00%
Integrity 8 2 0 0 0 0 10 100.00%
Assurance 8 2 0 0 0 0 10 100.00%
Outcome 8 2 0 0 0 0 10 100.00%
Overall 59 18 0 0 0 3 80 100.00%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 3
2 Check Deposit - Peso 3
3 Check Encashment 1
4 Online Collection Payments 1
5 Servicing of Modified Disbursement System Transactions 2

Total 10
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BAGCONG PILIPINAS

Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 26 96.30%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 1 3.70%

4. | do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 25 92.59%

2. Somewhat easy to see 1 3.70%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 1 3.70%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 23 85.19%

2. Somewhat helped 3 11.11%

3. Did not help - -

N/A - -

Did not specify 1 3.70%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo,
i&’{‘f:\fgfg with the service 27 0 0 0 0 0 27 100.00%
Service Quality Dimensions
Responsiveness 27 0 0 0 0 0 27 100.00%
Reliability 27 0 0 0 0 0 27 100.00%
Access and Facilities 27 0 0 0 0 0 27 100.00%
Communication 26 1 0 0 0 0 27 100.00%
Costs 19 0 0 0 0 8 27 100.00%
Integrity 27 0 0 0 0 0 27 100.00%
Assurance 27 0 0 0 0 0 27 100.00%
Outcome 27 0 0 0 0 0 27 100.00%
Overall 207 1 0 0 0 8 216 100.00%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
1

1

Opening of other Deposit Account

12
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3 Request for ATM PIN Change 1
4 Request for Card Replacement 1
5 Cash Deposit - (Peso/Foreign Currencies) 3
6 Check Deposit - Peso 1
7 Check Encashment 1
8 Updating of Bank Records - Change in Account Details/Type 3
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
10 Printing/Reprinting of Bank Statement/Snapshot 2

Total 27

44 . Diliman Branch

CC1.

Citizen’s Charter Answers

Which of the following describes your awareness of the CC?

Responses Percentage

1. I know what a CC is and | saw this office’s CC.

100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

Ccc2.

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

1. Easy to see

57.14%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

42.86%

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

57.14%

2. Somewhat helped

14.29%

3. Did not help

N/A

Did not specify

28.57%

Neither

Strongly . Strongly Total Overall
Agree AiEE %%;22292 RS Disagree e Responses Score
I am sansﬁed with the service 7 0 0 0 0 0 7 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 100.00%
Reliability 5 0 0 0 0 100.00%
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External Services Responses

1 Opening of other Deposit Account 3
2 Cash Deposit - (Peso/Foreign Currencies) 1
3 Check Deposit - Peso 2
4 Salary Loan 1
Total 7
45, DOLE Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 50.00%
2. | know what a CC is but | did not see this office’s CC. 1 50.00%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 50.00%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 1 50.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 50.00%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 1 50.00%

BAGCONG PILIPINAS

Sy Agree AZISeI?ﬁ:)r Disagree St_rongly

ee : Disagree
Access and Facilities 5 0 0 0 0 2 7 100.00%
Communication 5 0 0 0 0 2 7 100.00%
Costs 4 0 0 0 0 3 7 100.00%
Integrity 5 0 0 0 0 2 7 100.00%
Assurance 7 0 0 0 0 0 7 100.00%
Outcome 5 0 0 0 0 2 7 100.00%
Overall 43 0 0 0 0 13 56 100.00%
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Neither

lhzrzlls;};siflieecﬂ with the service > 0 0 0 0 0 2 100.00%

Service Quality Dimensions
Responsiveness 1 1 0 0 0 0 2 100.00%
Reliability 1 0 0 0 0 1 2 100.00%
Access and Facilities 1 0 0 0 0 1 2 100.00%
Communication 0 1 0 0 0 1 2 100.00%
Costs 0 1 0 0 0 1 2 100.00%
Integrity 1 0 0 0 0 1 2 100.00%
Assurance 2 0 0 0 0 0 2 100.00%
Outcome 1 0 0 0 0 1 2 100.00%
Overall 7 3 0 0 0 6 16 100.00%

External Services Responses

1 Cash Withdrawal 1
2 Check Deposit - Peso 1
Total 2
46. Dofia Soledad Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 70 70.00%
2. I know what a CC is but | did not see this office’s CC. 3 3.00%
3. I learned of the CC only when | saw this office’s CC. 8 8.00%
4.1 do not know what a CC is and | did not see this office’s CC. 14 14.00%
N/A 5 5.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 73 76.84%
2. Somewhat easy to see 4 4.21%
3. Difficult to see - -
4. Not visible at all - -
N/A 14 14.74%
Did not specify 4 4.21%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 72 75.79%
2. Somewhat helped 7 7.37%
3. Did not help - -
N/A 15 15.79%
Did not specify 1 1.05%
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Neither
o Agreenor | Disagree Sull VA poggonses | Score
om satisteclwith the service | gy 8 0 0 1 0 100 99.00%
Service Quality Dimensions
Responsiveness 87 9 2 0 1 1 100 96.97%
Reliability 90 7 0 0 1 2 100 98.98%
Access and Facilities 88 9 0 0 1 2 100 98.98%
Communication 88 9 0 0 1 2 100 98.98%
Costs 63 7 0 0 1 29 100 98.59%
Integrity 87 10 0 0 1 100 98.98%
Assurance 92 0 0 1 0 100 99.00%
Outcome 87 9 0 0 1 3 100 98.97%
Overall 682 67 2 0 8 41 800 98.68%
1 Opening of other Deposit Account 88
2 Request for ATM PIN Change 1
3 Cash Deposit - (Peso/Foreign Currencies) 1
4 Cash Withdrawal 3
5 Check Deposit - Peso 2
6 Check Encashment 1
7 Online Collection Payments 1
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
9 Salary Loan 1
Total 100
47. DOTC Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 5 71.43%
2. 1 know what a CC is but | did not see this office’s CC. 1 14.29%
3. I learned of the CC only when | saw this office’s CC. 1 14.29%
4. I do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 4 57.14%
2. Somewhat easy to see 2 28.57%
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Citizen’s Charter Answers Responses Percentage
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 1 14.29%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 57.14%
2. Somewhat helped 2 28.57%
3. Did not help - -
N/A - -
Did not specify 1 14.29%

Neither

Strongly . Strongly Total Overall

Agree Helrss %%gzzpe%r PISEEIEE Disagree e Responses Score

| am satisfied with the service o
that | availed. 4 3 0 0 0 0 7 100.00%

Service Quality Dimensions

Responsiveness 4 2 1 0 0 0 7 85.71%
Reliability 4 1 0 0 0 2 7 100.00%
Access and Facilities 5 1 0 0 0 1 7 100.00%
Communication 5 1 0 0 0 1 7 100.00%
Costs 4 1 0 0 0 2 7 100.00%
Integrity 4 2 0 0 0 1 7 100.00%
Assurance 5 2 0 0 0 0 7 100.00%
Outcome 4 2 0 0 0 1 7 100.00%
Overall 35 12 1 0 0 8 56 97.92%

External Services Responses

1 Opening of other Deposit Account 7
Total 7
48. East Avenue Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 23 82.14%
2. | know what a CC is but | did not see this office’s CC. 1 3.57%
3. I learned of the CC only when | saw this office’s CC. 1 3.57%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 10.71%

N/A

Did not specify
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 19 67.86%

2. Somewhat easy to see 4 14.29%

3. Difficult to see - -

4. Not visible at all -

N/A 4 14.29%

Did not specify 1 3.57%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 19 67.86%

2. Somewhat helped 4 14.29%

3. Did not help -

N/A 4 14.29%

Did not specify 1 3.57%

Neither

Strongly n Strongly Overall
Agree | Agree nor | Disagree "

Agree 9 Dgi]sagree g Disagree Score

| am satisfied with the service 0
that | availed. 23 2 1 1 1 0 28 89.29%

Service Quality Dimensions

Responsiveness 22 4 0 0 2 0 28 92.86%
Reliability 25 0 1 0 0 2 28 96.15%
Access and Facilities 23 3 0 0 1 1 28 96.30%
Communication 21 4 0 0 2 1 28 92.59%
Costs 13 4 0 0 1 10 28 94.44%
Integrity 21 5 0 0 1 1 28 96.30%
Assurance 23 4 0 0 1 28 96.43%
Outcome 21 3 0 0 2 28 92.31%
Overall 169 27 1 0 10 17 224 94.69%

External Services Responses

Opening of other Deposit Account

Request for ATM PIN Change

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Closure of Deposit Account

Olo|N[fo|jO|A~|W|N|F

Online Collection Payments

=
o

Request for Fund Transfer

I
[N

Updating of Bank Records - Change in Account Details/Type

N(Rr|[Rr|Rr|IN O~ B[R|R]|R
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Responses

12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
13 Salary Loan 1
14 Outgoing Remittance/Wire Transfer 1
15 Servicing of Modified Disbursement System Transactions 2
Total 28
49. East Mortgage Banking Department
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 1.61%
2. | know what a CC is but | did not see this office’s CC. 1 1.61%
3. | learned of the CC only when | saw this office’s CC. 3 4.84%
4. I do not know what a CC is and | did not see this office’s CC. 6 9.68%
N/A 51 82.26%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 9.09%
2. Somewhat easy to see 2 18.18%
3. Difficult to see - -
4. Not visible at all - -
N/A 7 63.64%
Did not specify 1 9.09%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 9.09%
2. Somewhat helped 2 18.18%
3. Did not help - -
N/A 7 63.64%
Did not specify 1 9.09%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly
Disagree

Strongly

Agree

N/A

Total
Responses

Overall
Score

i&’{‘f:\fgfg with the service 35 25 2 0 0 0 62 96.77%

Service Quality Dimensions
Responsiveness 29 32 1 0 0 0 62 98.39%
Reliability 33 28 1 0 0 0 62 98.39%
Access and Facilities 34 24 3 0 0 1 62 95.08%
Communication 26 28 5 1 0 2 62 90.00%
Costs 30 22 6 0 0 4 62 89.66%
Integrity 41 19 2 0 0 0 62 96.77%
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External Services Responses

1 Inquiry, Counseling and Processing of Loan 11
2 Issuance of Certificate of Outstanding Balances and Interest Paid 10
3 Issuance of Certificate of Full Payment 29
4 Issuance of Letter of Guarantee 12
Total 62
50. EDSA Congressional Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 100.00%
2. | know what a CC is but | did not see this office’s CC. -
3. | learned of the CC only when | saw this office’s CC. -
4. 1 do not know what a CC is and | did not see this office’s CC. -
N/A -
Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 100.00%
2. Somewhat easy to see -
3. Difficult to see -
4. Not visible at all -
N/A -
Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 100.00%
2. Somewhat helped -
3. Did not help -
N/A -
Did not specify -

| am satisfied with the service

Strongly
Disagree

Strongly

Agree | Agree nor | Disagree

Neither
Disagree

Agree

that | availed.

N/A

Total Overall
Responses Score

2 100.00%

SERVING THE NAT
BAGCONG PILIPINAS
Neither

Strongly " Strongly Overall

Agree Agree nor Disagree Disagree sponses SEOE
Assurance 43 19 0 0 0 0 62 100.00%
Outcome 33 27 1 0 0 1 62 98.36%
Overall 269 199 19 1 0 8 496 95.90%
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Neither

Service Quality Dimensions

Responsiveness 2 0 0 0 0 0 2 100.00%
Reliability 2 0 0 0 0 0 2 100.00%
Access and Facilities 2 0 0 0 0 0 2 100.00%
Communication 2 0 0 0 0 0 2 100.00%
Costs 2 0 0 0 0 0 2 100.00%
Integrity 2 0 0 0 0 0 2 100.00%
Assurance 2 0 0 0 0 0 2 100.00%
Outcome 1 0 0 0 0 1 2 100.00%

Overall 15 0 0 0 0 1 16 100.00%

Opening of other Deposit Account

External Services Responses
1 1

Cash Deposit - (Peso/Foreign Currencies)

Total

51. EDSA Extension-Roxas Blvd. Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 22 81.48%
2. I know what a CC is but | did not see this office’s CC. 1 3.70%
3. I learned of the CC only when | saw this office’s CC. 1 3.70%
4.1 do not know what a CC is and | did not see this office’s CC. 2 7.41%
N/A 1 3.70%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 13 50.00%
2. Somewhat easy to see 4 15.38%
3. Difficult to see - -
4. Not visible at all - -
N/A 11.54%
Did not specify 23.08%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 12 46.15%
2. Somewhat helped 4 15.38%
3. Did not help -
N/A 15.38%
Did not specify 6 23.08%

92



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS

Neither

Shorl? mgree agreenor Dissgree JINOL A it | A
lhzrzlls;};siflieecﬂ with the service 2 1 2 0 0 0 27 92 59%

Service Quality Dimensions
Responsiveness 24 3 0 0 0 0 27 100.00%
Reliability 17 3 0 0 0 7 27 100.00%
Access and Facilities 16 1 0 2 0 8 27 89.47%
Communication 16 2 2 0 0 7 27 90.00%
Costs 13 3 0 0 0 11 27 100.00%
Integrity 16 3 0 0 1 27 95.00%
Assurance 24 0 1 0 2 0 27 88.89%
Outcome 16 1 2 0 0 8 27 89.47%
Overall 142 16 5 2 3 48 216 94.05%

External Services Responses

1 Opening of other Deposit Account 10
2 Cash Deposit - (Peso/Foreign Currencies) 4
3 Cash Withdrawal 2
4 Check Deposit - Peso 2
5 Request for Fund Transfer 1
6 Updating of Bank Records - Change in Account Details/Type 1
7 Updating of Bank Records - Change in Account Type 1
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
9 Request for Bank Certification/Statement of Account for Salary Loan 1
10 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
Total 27
52. EDSA Greenhills Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 20 80.00%
2. | know what a CC is but | did not see this office’s CC. 1 4.00%
3. I learned of the CC only when | saw this office’s CC. 3 12.00%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 4.00%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 23 92.00%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 4.00%
Did not specify 4.00%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 22 88.00%
2. Somewhat helped - -
3. Did not help - -
N/A 4.00%
Did not specify 8.00%

Neither

Strongly . Strongly Total Overall

Agree Helrss %%gzzpe%r PISEEIEE Disagree Responses Score

| am satisfied with the service o
that | availed. 24 1 0 0 0 0 25 100.00%

Service Quality Dimensions

Responsiveness 23 2 0 0 0 0 25 100.00%
Reliability 24 1 0 0 0 0 25 100.00%
Access and Facilities 23 1 0 0 0 1 25 100.00%
Communication 23 2 0 0 0 0 25 100.00%
Costs 16 3 0 0 0 6 25 100.00%
Integrity 24 1 0 0 0 0 25 100.00%
Assurance 24 1 0 0 0 0 25 100.00%
Outcome 24 1 0 0 0 0 25 100.00%
Overall 181 12 0 0 0 7 200 100.00%

External Services Responses

Opening of a Deposit Account through Digital Onboarding System

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

OO |N[fo|jO|A~|W|N|F

Request for Checkbook

=
o

Updating of Bank Records - Change in Account Details/Type

[EnY
[N

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

=
N

Servicing of Modified Disbursement System Transactions

Njwlr|lr|kr[Mw|Rr[w|Rr|R|R

Total

N
)]
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53. EDSA-NIA Road Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 89 93.68%

2. | know what a CC is but | did not see this office’s CC. 2 2.11%

3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. 3 3.16%

N/A 1 1.05%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 39 41.49%

2. Somewhat easy to see 11 11.70%

3. Difficult to see - -

4. Not visible at all - -

N/A 4 4.26%

Did not specify 40 42.55%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 44 46.81%

2. Somewhat helped 4 4.26%

3. Did not help 1.06%

N/A 5 5.32%

Did not specify 40 42.55%

Neither

oy | soree agreenor Dissgree SO A o Qe
1,am satisfied with the service 90 4 0 0 1 0 95 98.95%
Service Quality Dimensions
Responsiveness 79 11 3 1 1 0 95 94.74%
Reliability 57 5 0 0 1 32 95 98.41%
Access and Facilities 58 4 0 0 1 32 95 98.41%
Communication 56 5 1 0 1 32 95 96.83%
Costs 41 4 0 0 0 50 95 100.00%
Integrity 60 2 0 0 0 33 95 100.00%
Assurance 92 2 1 0 0 0 95 98.95%
Outcome 58 2 0 0 1 34 95 98.36%
Overall 501 35 5 1 5 213 760 97.99%

External Services Responses
1

Opening of other Deposit Account

38

Release of Captured Card

1
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3 Cash Deposit - (Peso/Foreign Currencies) 9
4 Cash Withdrawal 4
5 Check Deposit - Peso 9
6 Check Encashment 8
7 Online Collection Payments 2
8 Request for Fund Transfer 8
9 Updating of Bank Records - Change in Account Details/Type 6
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 8
11 Salary Loan 1
12 Servicing of Modified Disbursement System Transactions 1

Total 95

54. Elliptical Road Branch

Citizen’s Charter Answers Responses

CC1. Which of the following describes your awareness of the CC?

Percentage

1. I know what a CC is and | saw this office’s CC. 20 80.00%
2. | know what a CC is but | did not see this office’s CC. 1 4.00%
3. | learned of the CC only when | saw this office’s CC. 1 4.00%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 4.00%
N/A 2 8.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 15 65.22%
2. Somewhat easy to see 2 8.70%
3. Difficult to see 1 4.35%
4. Not visible at all 1 4.35%
N/A 1 4.35%
Did not specify 3 13.04%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 17 73.91%
2. Somewhat helped 1 4.35%
3. Did not help 1 4.35%
N/A 1 4.35%
Did not specify 3 13.04%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly

Agree e

| am satisfied with the service

that | availed. 18 2 1 2 2 0

Strongly Total
Disagree Responses

25

Overall
Score

80.00%

Service Quality Dimensions

96



&3 LANDBANK

SERVING THE NAT

Neither

Responsiveness 16 2 1 2 4 0 25 72.00%
Reliability 15 5 2 0 1 2 25 86.96%
Access and Facilities 16 4 1 1 1 2 25 86.96%
Communication 14 3 1 3 1 3 25 77.27%
Costs 11 1 1 2 1 9 25 75.00%
Integrity 17 2 2 1 1 2 25 82.61%
Assurance 18 3 0 2 2 0 25 84.00%
Outcome 16 2 3 1 1 2 25 78.26%

Overall 123 22 11 12 12 20 200 80.56%

External Services Responses

1 Opening of other Deposit Account 5
2 Request for Card Replacement 1
3 Cash Deposit - (Peso/Foreign Currencies) 4
4 Cash Withdrawal 4
5 Check Deposit - Peso 3
6 Check Encashment 1
7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
8 Handling of Customer’'s Complaint 1
9 Salary Loan 1
10 Request for Bank Certification/Statement of Account for Salary Loan 1
11 Servicing of Modified Disbursement System Transactions 1
Total 25
55. Escolta Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 28 96.55%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 3.45%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 11 37.93%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 1 3.45%
Did not specify 17 58.62%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 13 44.83%
2. Somewhat helped - -
3. Did not help - -
N/A 1 3.45%
Did not specify 15 51.72%

Neither

oS | soree agreenor pissgree SN A e Qe
am satisfied with the service | o 0 0 0 0 0 29 100.00%
Service Quality Dimensions
Responsiveness 28 1 0 0 0 0 29 100.00%
Reliability 14 0 0 0 0 15 29 100.00%
Access and Facilities 14 0 0 0 0 15 29 100.00%
Communication 14 0 0 0 0 15 29 100.00%
Costs 13 0 0 0 0 16 29 100.00%
Integrity 14 0 0 0 0 15 29 100.00%
Assurance 29 0 0 0 0 0 29 100.00%
Outcome 14 0 0 0 0 15 29 100.00%
Overall 140 1 0 0 0 91 232 100.00%

External Services Responses

1 Opening of other Deposit Account 6
2 Cash Deposit - (Peso/Foreign Currencies) 7
3 Cash Withdrawal 2
4 Check Deposit - Peso 4
5 Check Encashment 2
6 Online Collection Payments 1
7 Request for Fund Transfer 1
8 Updating of Bank Records - Change in Account Details/Type 3
9 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
10 Printing/Reprinting of Bank Statement/Snapshot 1
11 Reprinting of Bank Statement not available in the Branch 1

Total 29
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56. Espafia Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 23 46.94%
2. | know what a CC is but | did not see this office’s CC. 2 4.08%
3. I learned of the CC only when | saw this office’s CC. 12 24.49%
4. | do not know what a CC is and | did not see this office’s CC. 11 22.45%
N/A 1 2.04%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 28 58.33%
2. Somewhat easy to see 5 10.42%
3. Difficult to see 2.08%
4. Not visible at all - -
N/A 11 22.92%
Did not specify 3 6.25%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 27 56.25%
2. Somewhat helped 4 8.33%
3. Did not help 1 2.08%
N/A 14 29.17%
Did not specify 2 4.17%

Neither

Strongly . Strongly Total
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses
I am satls_fled with the service 38 7 1 1 2 0 49 91.84%
that | availed.
Service Quality Dimensions
Responsiveness 35 6 3 3 2 0 49 83.67%
Reliability 40 6 0 0 0 3 49 100.00%
Access and Facilities 40 5 1 0 0 3 49 97.83%
Communication 35 9 0 1 0 4 49 97.78%
Costs 32 7 2 0 0 8 49 95.12%
Integrity 40 6 0 0 0 3 49 100.00%
Assurance 39 7 0 2 1 0 49 93.88%
Outcome 37 7 1 0 0 4 49 97.78%
Overall 298 53 7 6 3 25 392 95.64%

Opening of other Deposit Account

External Services Responses
1

32

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

99



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS

External Services Responses

4 Check Deposit - Peso 1
5 Check Encashment 2
6 Updating of Bank Records - Change in Account Details/Type 2
7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
8 Handling of Customer’s Complaint 1
9 Servicing of Modified Disbursement System Transactions 1

Total 49

57. FB Harrison - Libertad Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 15 88.24%

2. 1 know what a CC is but | did not see this office’s CC. 1 5.88%

3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A 1 5.88%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 8 50.00%

2. Somewhat easy to see 6.25%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 7 43.75%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 43.75%

2. Somewhat helped 12.50%

3. Did not help - -

N/A - -

Did not specify 7 43.75%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 15 5 0 0 0 0 17 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 13 4 0 0 0 0 17 100.00%
Reliability 10 1 0 0 0 6 17 100.00%
Access and Facilities 10 0 0 0 0 7 17 100.00%
Communication 10 1 0 0 0 6 17 100.00%
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External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 5
2 Check Deposit - Peso 5
3 Check Encashment 4
4 Online Collection Payments 1
5 Request for Fund Transfer 1
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
Total 17
58. Financial Institutions Department
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 2 40.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4.1 do not know what a CC is and | did not see this office’s CC. 2 40.00%
N/A 1 20.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2 50.00%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 2 50.00%
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 2 50.00%
2. Somewhat helped - -
3. Did not help - -
N/A 2 50.00%

Did not specify

BAGONG PILIPINAS
Neither

S Agree | Agree nor | Disagree St_rongly

ee : Disagree
Costs 8 1 0 0 0 8 17 100.00%
Integrity 10 1 0 0 0 6 17 100.00%
Assurance 14 3 0 0 0 0 17 100.00%
Outcome 10 1 0 0 0 6 17 100.00%
Overall 85 12 0 0 0 39 136 100.00%
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Neither

lhzrzlls;};siflieecﬂ with the service 3 > 0 0 0 0 5 100.00%

Service Quality Dimensions
Responsiveness 3 2 0 0 0 0 5 100.00%
Reliability 3 2 0 0 0 0 5 100.00%
Access and Facilities 2 3 0 0 0 0 5 100.00%
Communication 2 2 0 0 0 1 5 100.00%
Costs 2 1 0 0 0 2 5 100.00%
Integrity 3 2 0 0 0 0 5 100.00%
Assurance 3 2 0 0 0 0 5 100.00%
Outcome 2 3 0 0 0 0 5 100.00%
Overall 20 17 0 0 0 3 40 100.00%

Inquiry, Counseling and Processing of Loan

External Services Responses
1 4

Issuance of Certificate of Outstanding Balances and Interest Paid

Total

59. Fort Bonifacio Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 41 85.42%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 6.25%
4. I do not know what a CC is and | did not see this office’s CC. 3 6.25%
N/A 1 2.08%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 28 59.57%
2. Somewhat easy to see 1 2.13%
3. Difficult to see - -
4. Not visible at all - -
N/A 3 6.38%
Did not specify 15 31.91%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 27 57.45%
2. Somewhat helped 2 4.26%
3. Did not help - -
N/A 3 6.38%
Did not specify 15 31.91%
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Neither
Strongly . Strongly Total Overall
A A D .
gree D%;zzpeoer Isagree Disagree Responses
I am satls_fled with the service 36 1 0 0 0 1 48 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 31 15 0 0 0 2 48 100.00%
Reliability 27 7 0 0 0 14 48 100.00%
Access and Facilities 24 10 0 0 0 14 48 100.00%
Communication 26 8 0 0 0 14 48 100.00%
Costs 23 8 0 0 0 17 48 100.00%
Integrity 27 7 0 0 0 14 48 100.00%
Assurance 38 10 0 0 0 0 48 100.00%
Outcome 24 8 1 0 0 15 48 96.97%
Overall 220 73 1 0 0 920 384 99.66%

External Services Responses

1 Opening of other Deposit Account 33

2 Cash Deposit - (Peso/Foreign Currencies) 4

3 Cash Withdrawal 1

4 Check Deposit - Peso 2

5 Check Encashment 1

6 Online Collection Payments 6

7 Request for Fund Transfer 1

Total 48

60. FTI Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 10 90.91%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -
4.1 do not know what a CC is and | did not see this office’s CC. 1 9.09%

N/A - -

Did not specify - -

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

1. Easy to see 9 81.82%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -
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Citizen’s Charter Answers Responses Percentage
N/A 1 9.09%
Did not specify 1 9.09%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 9 81.82%
2. Somewhat helped - -

3. Did not help - -

N/A 1 9.09%
Did not specify 1 9.09%

Neither

oy | ngree  agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service 1 0 0 0 0 0 11 100.00%
Service Quality Dimensions
Responsiveness 11 0 0 0 0 0 11 100.00%
Reliability 10 0 0 0 0 1 11 100.00%
Access and Facilities 10 0 0 0 0 1 11 100.00%
Communication 10 0 0 0 0 1 11 100.00%
Costs 9 1 0 0 0 1 11 100.00%
Integrity 10 0 0 0 0 1 11 100.00%
Assurance 11 0 0 0 0 0 11 100.00%
Outcome 9 1 0 0 0 1 11 100.00%
Overall 80 2 0 0 0 6 88 100.00%

External Services Responses

1 Opening of other Deposit Account 1
2 Cash Deposit - (Peso/Foreign Currencies) 6
3 Cash Withdrawal 1
4 Check Deposit - Peso 3
Total 11
61. G. Araneta Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 85.71%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 14.29%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
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Citizen’s Charter Answers

Did not specify

Responses

BAGCONG PILIPINAS

Percentage

Ccc2.

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

1. Easy to see

14.29%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

85.71%

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

14.29%

2. Somewhat helped

14.29%

3. Did not help

N/A

Did not specify

71.43%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Score
I 'am satls_fled with the service 6 0 1 0 0 0 7 85.71%
that | availed.

Service Quality Dimensions

Responsiveness 6 0 0 1 0 0 7 85.71%

Reliability 1 0 1 0 0 5 7 50.00%

Access and Facilities 1 0 1 0 0 5 7 50.00%

Communication 1 0 1 0 0 5 7 50.00%

Costs 1 0 1 0 0 5 7 50.00%

Integrity 1 0 0 1 0 5 7 50.00%

Assurance 6 0 0 1 0 0 7 85.71%

Outcome 1 0 1 0 0 5 7 50.00%

Overall 18 0 5 3 0 30 56 69.23%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

GO |WIN]|F

Online Collection Payments

Total

Nk RN RN
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62. Greenhills - Ortigas Avenue Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 16 100.00%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. I do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 14 87.50%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 2 12.50%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 14 87.50%

2. Somewhat helped - -

3. Did not help - -

N/A - -

Did not specify 2 12.50%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 14 1 0 0 0 1 16 100.00%
Service Quality Dimensions
Responsiveness 14 2 0 0 0 0 16 100.00%
Reliability 14 1 0 0 0 1 16 100.00%
Access and Facilities 14 1 0 0 0 1 16 100.00%
Communication 14 1 0 0 0 1 16 100.00%
Costs 11 1 0 0 0 4 16 100.00%
Integrity 14 1 0 0 0 1 16 100.00%
Assurance 15 1 0 0 0 0 16 100.00%
Outcome 14 1 0 0 0 1 16 100.00%
Overall 110 9 0 0 0 9 128 100.00%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 6

Cash Withdrawal
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3 Check Deposit - Peso 4
4 Check Encashment 1
5 Online Collection Payments 2
6 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2
Total 16
63. GSIS Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 7 58.33%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 25.00%
4.1 do not know what a CC is and | did not see this office’s CC. 2 16.67%
N/A - -
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 7 58.33%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all 1 8.33%
N/A 2 16.67%
Did not specify 2 16.67%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 5 41.67%
2. Somewhat helped 2 16.67%
3. Did not help 1 8.33%
N/A 2 16.67%
Did not specify 2 16.67%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly
Disagree

Strongly

Agree

N/A

Total

Overall

Responses Score

I am saus_ﬂed with the service 7 4 0 0 1 0 12 91.67%

that | availed.

Service Quality Dimensions
Responsiveness 7 4 0 0 1 0 12 91.67%
Reliability 7 3 0 0 0 2 12 100.00%
Access and Facilities 8 2 0 0 0 2 12 100.00%
Communication 8 1 0 0 0 3 12 100.00%
Costs 3 0 0 0 0 9 12 100.00%
Integrity 8 1 1 0 0 2 12 90.00%
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External Services Responses

1 Opening of other Deposit Account 8
2 Cash Deposit - (Peso/Foreign Currencies) 1
3 Check Deposit - Peso 2
4 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
Total 12
64. Guadalupe Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 96 85.71%
2. | know what a CC is but | did not see this office’s CC. 4 3.57%
3. I learned of the CC only when | saw this office’s CC. 8 7.14%
4. | do not know what a CC is and | did not see this office’s CC. 2 1.79%
N/A 2 1.79%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 79 71.82%
2. Somewhat easy to see 9 8.18%
3. Difficult to see - -
4. Not visible at all 1 0.91%
N/A 2 1.82%
Did not specify 19 17.27%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 88 80.00%
2. Somewhat helped 4 3.64%
3. Did not help - -
N/A 2 1.82%
Did not specify 16 14.55%

Neither

Strongly . Strongly
Agree Agree Alsg?;eazgér Disagree Disagree
I am satlsfled with the service 107 3 0 1 1
that | availed.

N/A

Total

Overall

Responses Score

112

98.21%

SERVING THE NAT
BAGCONG PILIPINAS
Strongly iR " Strongly
Agree | Agree nor | Disagree "

ee : Disagree
Assurance 9 2 0 1 0 0 12 91.67%
Outcome 7 2 0 1 0 2 12 90.00%
Overall 57 15 1 2 1 20 96 94.74%
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Neither

Service Quality Dimensions

Responsiveness 104 7 0 1 0 0 112 99.11%
Reliability 92 3 2 0 0 15 112 97.94%
Access and Facilities 92 2 2 1 0 15 112 96.91%
Communication 90 4 2 1 0 15 112 96.91%
Costs 61 9 1 0 1 40 112 97.22%
Integrity 91 3 2 0 1 15 112 96.91%
Assurance 108 2 1 1 0 0 112 98.21%
Outcome 90 4 3 0 0 15 112 96.91%

Overall 728 34 13 4 2 115 896 97.57%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 4

2 Opening of other Deposit Account 42

3 Release of Captured Card

4 Request for Card Replacement 2

5 Cash Deposit - (Peso/Foreign Currencies) 13

6 Cash Withdrawal 5

7 Check Deposit - Peso 6

8 Check Encashment 4

9 Reactivation/Closure of Dormant Deposit Account 1

10 Request for Fund Transfer 3

11 Updating of Bank Records - Change in Account Details/Type 12

12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 12

13 Salary Loan

14 Electronic Fund Transfer and Purchase of Over-the-Counter Check

15 Sale/Purchase of Foreign Currencies

16 Reprinting of Bank Statement not available in the Branch

Total 112
65. Intramuros Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 73 68.87%
2. | know what a CC is but | did not see this office’s CC. 5 4.72%
3. I learned of the CC only when | saw this office’s CC. 13 12.26%
4. | do not know what a CC is and | did not see this office’s CC. 13 12.26%
N/A 2 1.89%
Did not specify - -
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 74 71.15%

2. Somewhat easy to see 11 10.58%

3. Difficult to see 0.96%

4. Not visible at all 0.96%

N/A 14 13.46%

Did not specify 3 2.88%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 73 70.19%

2. Somewhat helped 10 9.62%

3. Did not help - -

N/A 19 18.27%

Did not specify 2 1.92%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree 9 Dgi]sagree g Disagree Score

| am satisfied with the service o
that | availed. 98 8 0 0 0 0 106 100.00%

Service Quality Dimensions

Responsiveness 89 15 2 0 0 0 106 98.11%
Reliability 93 13 0 0 0 0 106 100.00%
Access and Facilities 90 14 0 0 0 2 106 100.00%
Communication 89 11 4 0 0 2 106 96.15%
Costs 63 11 2 0 0 30 106 97.37%
Integrity 92 14 0 0 0 0 106 100.00%
Assurance 101 1 0 0 106 99.06%
Outcome 93 9 1 0 0 106 99.03%
Overall 710 91 10 0 0 37 848 98.77%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 3
2 Opening of other Deposit Account 38
3 Release of Captured Card

4 Request for Card Replacement

5 Cash Deposit - (Peso/Foreign Currencies) 23
6 Cash Withdrawal 2
7 Check Deposit - Peso 11
8 Check Encashment 4
9 Online Collection Payments 5
10 Reactivation/Closure of Dormant Deposit Account 1
11 Request for Fund Transfer 1
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12 Updating of Bank Records - Change in Account Details/Type 1
13 Updating of Bank Records - Change in Account Type 3
14 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
15 Request for Bank Certification/Statement of Account for Salary Loan 1
16 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2
17 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
18 Printing/Reprinting of Bank Statement/Snapshot 1
Total 106

66. J.P. Rizal Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 21 80.77%
2. | know what a CC is but | did not see this office’s CC. 2 7.69%
3. I learned of the CC only when | saw this office’s CC. 2 7.69%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 3.85%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 22 84.62%
2. Somewhat easy to see 3 11.54%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 3.85%
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 21 80.77%
2. Somewhat helped 4 15.38%
3. Did not help - -
N/A 1 3.85%

Did not specify

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 25 1 0 0 0 26 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 21 4 0 0 0 26 100.00%
Reliability 24 2 0 0 0 26 100.00%
Access and Facilities 25 0 0 0 26 100.00%
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SO pgree Agreenor Disagree SN Ao T
Communication 22 4 0 0 0 0 26 100.00%
Costs 23 2 0 0 0 1 26 100.00%
Integrity 26 0 0 0 0 0 26 100.00%
Assurance 26 0 0 0 0 0 26 100.00%
Outcome 25 1 0 0 0 0 26 100.00%
Overall 192 14 0 0 0 2 208 100.00%

External Services Responses

1 Opening of other Deposit Account 2
2 Request for Card Replacement
3 Cash Deposit - (Peso/Foreign Currencies) 14
4 Cash Withdrawal 2
5 Check Encashment 4
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
7 Claim of Remittance Proceeds 1
8 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 26
67. Karuhatan Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 256 81.79%
2. | know what a CC is but | did not see this office’s CC. 10 3.19%
3. I learned of the CC only when | saw this office’s CC. 24 7.67%
4. 1 do not know what a CC is and | did not see this office’s CC. 14 4.47%
N/A 9 2.88%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 226 74.34%
2. Somewhat easy to see 25 8.22%
3. Difficult to see 2 0.66%
4. Not visible at all - -
N/A 17 5.59%
Did not specify 34 11.18%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 229 75.33%
2. Somewhat helped 19 6.25%
3. Did not help 2 0.66%
N/A 19 6.25%
Did not specify 35 11.51%
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Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree 9 D%sagree 9 Disagree Responses Score
I am satls_fled with the service 288 29 1 0 5 0 313 09.04%
that | availed.

Service Quality Dimensions
Responsiveness 273 30 4 3 2 1 313 97.12%
Reliability 261 18 0 0 2 32 313 99.29%
Access and Facilities 263 15 0 0 2 33 313 99.29%
Communication 255 23 1 0 2 32 313 98.93%
Costs 233 19 2 0 2 57 313 98.44%
Integrity 259 20 0 0 2 32 313 99.29%
Assurance 297 13 1 0 2 0 313 99.04%
Outcome 255 20 0 0 2 36 313 99.28%
Overall 2,096 158 8 3 16 223 2,504 98.82%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 5
2 Opening of other Deposit Account 224
3 Release of Captured Card 2
4 Request for ATM PIN Change 10
5 Request for Card Replacement 3
6 Cash Deposit - (Peso/Foreign Currencies) 5
7 Cash Withdrawal 6
8 Check Deposit - Peso 2
9 Check Encashment 2
10 Closure of Deposit Account 4
11 Reactivation/Closure of Dormant Deposit Account 1
12 Request for Checkbook 1
13 Request for Fund Transfer 1
14 Updating of Bank Records - Change in Account Details/Type 21
15 Updating of Bank Records - Change in Account Type 4
16 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 10
17 Electronic Fund Transfer and Purchase of Over-the-Counter Check
18 Trust/Treasury Placements
19 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)
20 Printing/Reprinting of Bank Statement/Snapshot

Total 313
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68. Katipunan Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 60 73.17%

2. | know what a CC is but | did not see this office’s CC. 2 2.44%

3. I learned of the CC only when | saw this office’s CC. 7 8.54%

4. | do not know what a CC is and | did not see this office’s CC. 9 10.98%

N/A 4 4.88%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 58 74.36%

2. Somewhat easy to see 9 11.54%

3. Difficult to see - -

4. Not visible at all 1 1.28%

N/A 9 11.54%

Did not specify 1 1.28%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 55 70.51%

2. Somewhat helped 13 16.67%

3. Did not help - -

N/A 9 11.54%

Did not specify 1.28%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 67 13 1 0 1 0 82 97.56%
Service Quality Dimensions
Responsiveness 59 17 4 1 1 0 82 92.68%
Reliability 68 12 0 0 0 2 82 100.00%
Access and Facilities 68 10 2 0 0 2 82 97.50%
Communication 61 15 3 0 0 3 82 96.20%
Costs 51 7 1 0 1 22 82 96.67%
Integrity 69 11 0 0 0 2 82 100.00%
Assurance 72 10 0 0 0 82 100.00%
Outcome 62 13 3 0 0 82 96.15%
Overall 510 95 13 1 2 35 656 97.42%

Opening of other Deposit Account

External Services Responses
1

3

Cash Deposit - (Peso/Foreign Currencies)

24
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3 Cash Withdrawal 10
4 Check Deposit - Peso 9
5 Check Encashment 10
6 Online Collection Payments 19
7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
8 Electronic Fund Transfer and Purchase of Over-the-Counter Check
9 Sale/Purchase of Foreign Currencies
10 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

Total 82

69. Lagro Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

85.71%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

14.29%

N/A

Did not specify

Ccc2.

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

1. Easy to see

85.71%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

14.29%

Did not specify

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

85.71%

2. Somewhat helped

3. Did not help

N/A

14.29%

Did not specify

Neither

Strongly . Strongly Total Overall
Agree AiEE %%;22292 RS Disagree Responses Score
I am sansﬁed with the service 6 0 0 0 1 7 85.71%
that | availed.
Service Quality Dimensions
Responsiveness 6 0 0 0 1 85.71%
Reliability 5 1 0 0 85.71%
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S Agree | Agree nor | Disagree St_rongly

ee : Disagree
Access and Facilities 6 1 0 0 7 100.00%
Communication 4 1 1 0 1 0 7 71.43%
Costs 3 1 0 0 1 2 7 80.00%
Integrity 6 1 0 0 0 0 7 100.00%
Assurance 6 1 0 0 0 0 7 100.00%
Outcome 6 0 0 0 0 1 7 100.00%
Overall 42 6 1 0 4 3 56 90.57%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 3
2 Cash Withdrawal 2
3 Check Encashment 1
4 Request for Checkbook 1
Total 7
70. Las Pifas - Zapote Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 56 91.80%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 4.92%
4. I do not know what a CC is and | did not see this office’s CC. - -
N/A 2 3.28%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 53 89.83%
2. Somewhat easy to see 3 5.08%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 3 5.08%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 51 86.44%
2. Somewhat helped 5 8.47%
3. Did not help - -
N/A - -
Did not specify 3 5.08%
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Neither

{haaTIS;fiasi{f(?_ with the service 54 7 0 0 0 0 61 100.00%

Service Quality Dimensions
Responsiveness a7 14 0 0 0 0 61 100.00%
Reliability 55 5 0 0 0 1 61 100.00%
Access and Facilities 54 6 0 0 0 1 61 100.00%
Communication 52 7 0 0 0 2 61 100.00%
Costs 46 6 1 0 0 8 61 98.11%
Integrity 52 7 0 1 0 1 61 98.33%
Assurance 55 6 0 0 0 0 61 100.00%
Outcome 51 8 1 0 0 1 61 98.33%
Overall 412 59 2 1 0 14 488 99.37%

External Services Responses

1 Opening of other Deposit Account 3
2 Cash Deposit - (Peso/Foreign Currencies) 8
3 Cash Withdrawal 8
4 Check Deposit - Peso 2
5 Check Deposit - Foreign Currency 1
6 Check Encashment 3
7 Online Collection Payments 5
8 Request for Checkbook 4
9 Request for Fund Transfer 4
10 Request for Passbook Replacement 1
11 Updating of Bank Records - Change in Account Details/Type 3
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
13 Sale/Purchase of Foreign Currencies 16
14 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
Total 61
71. Las Pifias Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 17 68.00%

2. | know what a CC is but | did not see this office’s CC. 2 8.00%

3. I learned of the CC only when | saw this office’s CC. 4 16.00%

4. I do not know what a CC is and | did not see this office’s CC. 2 8.00%

N/A

Did not specify
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 18 72.00%

2. Somewhat easy to see 4 16.00%

3. Difficult to see 1 4.00%

4. Not visible at all - -

N/A 2 8.00%

Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 18 72.00%

2. Somewhat helped 5 20.00%

3. Did not help - -

N/A 2 8.00%

Did not specify - -

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree 9 Dgi]sagree g Disagree Score

| am satisfied with the service o
that | availed. 22 3 0 0 0 0 25 100.00%

Service Quality Dimensions

Responsiveness 16 7 0 0 1 1 25 95.83%
Reliability 19 6 0 0 0 0 25 100.00%
Access and Facilities 21 4 0 0 0 0 25 100.00%
Communication 17 6 2 0 0 0 25 92.00%
Costs 15 4 0 0 1 5 25 95.00%
Integrity 21 3 1 0 0 0 25 96.00%
Assurance 22 3 0 0 0 0 25 100.00%
Outcome 21 2 0 0 1 1 25 95.83%
Overall 152 35 3 0 3 7 200 96.89%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
2

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

11

Cash Withdrawal

Check Deposit - Peso

Check Encashment

N~N[lo(fa|h~h[fw|N|F

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

Total

25
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72. Loan Recovery Department |
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 74 39.15%
2. | know what a CC is but | did not see this office’s CC. 19 10.05%
3. I learned of the CC only when | saw this office’s CC. 27 14.29%
4. I do not know what a CC is and | did not see this office’s CC. 18 9.52%
N/A 18 9.52%
Did not specify 33 17.46%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 69 50.00%
2. Somewhat easy to see 38 27.54%
3. Difficult to see 11 7.97%
4. Not visible at all - -
N/A 20 14.49%
Did not specify - R
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 73 52.90%
2. Somewhat helped 43 31.16%
3. Did not help - -
N/A 22 15.94%
Did not specify - -

Neither

Sforl? | mgree agreenor pisagree SINOY A o, Qo
{%Tf;ﬂ;‘;fj_ with the service | 444 64 13 1 0 0 189 92.59%

Service Quality Dimensions
Responsiveness 94 74 20 1 0 0 189 88.89%
Reliability 103 73 10 1 0 2 189 94.12%
Access and Facilities 104 64 18 1 0 2 189 89.84%
Communication 97 61 27 1 1 2 189 84.49%
Costs 99 70 16 0 0 4 189 91.35%
Integrity 112 57 20 0 0 0 189 89.42%
Assurance 120 55 13 0 0 1 189 93.09%
Outcome 107 59 15 1 0 7 189 91.21%
Overall 836 513 139 5 1 18 1,512 90.29%

External Services Responses
1

Borrowers of Closed Banks under PDIC Receivership/Liquidation

Partial Release of Collaterals 1
Release of Collaterals as a Result of Full Payment 40
3 Settlement and Release of Underlying Collaterals of LBP-Rediscounted Loan Obligations of 1
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4 Settlement of Loan Obligations by Delinquent Borrowers 147
Total 189
73. Loan Recovery Department |l
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 2 50.00%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 1 25.00%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 25.00%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 3 75.00%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A 1 25.00%

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 3 75.00%

2. Somewhat helped - -

3. Did not help - -

N/A 1 25.00%

Did not specify - -

Neither

Sforl? | ngree agreenor pisagree SINOY A oo, O
ihZTIS:\}z{Ec? with the service 4 0 0 0 0 0 4 100.00%
Service Quality Dimensions
Responsiveness 3 1 0 0 0 0 4 100.00%
Reliability 4 0 0 0 0 0 4 100.00%
Access and Facilities 4 0 0 0 0 0 4 100.00%
Communication 3 1 0 0 0 0 4 100.00%
Costs 4 0 0 0 0 0 4 100.00%
Integrity 4 0 0 0 0 0 4 100.00%
Assurance 4 0 0 0 0 0 4 100.00%
Outcome 4 0 0 0 0 0 4 100.00%
Overall 30 2 0 0 0 0 32 100.00%
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External Services Responses

1 Inquiry, Counseling and Processing of Loan 2
2 Issuance of Certificate of Full Payment 1
3 Partial Release of Collaterals 1
Total 4
74. LTO Extension Office
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 12 92.31%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4.1 do not know what a CC is and | did not see this office’s CC. 1 7.69%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 4 30.77%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 1 7.69%
Did not specify 8 61.54%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 4 30.77%
2. Somewhat helped - -
3. Did not help - -
N/A 1 7.69%
Did not specify 8 61.54%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly

Strongly

Agree Disagree

N/A

Total

Overall

Responses Score

(iom satistieclwith the service 12 1 0 0 0 0 13 100.00%

Service Quality Dimensions
Responsiveness 10 3 0 0 0 0 13 100.00%
Reliability 4 0 0 0 0 9 13 100.00%
Access and Facilities 4 0 0 0 0 9 13 100.00%
Communication 4 0 0 0 0 9 13 100.00%
Costs 4 0 0 0 0 9 13 100.00%
Integrity 4 0 0 0 0 9 13 100.00%
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1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 8
3 Cash Withdrawal 1
4 Check Deposit - Peso 1
5 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
Total 13
75. LWUA Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 90.00%
2. | know what a CC is but | did not see this office’s CC. -
3. I learned of the CC only when | saw this office’s CC. -
4. 1 do not know what a CC is and | did not see this office’s CC. 10.00%
N/A -
Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 30.00%
2. Somewhat easy to see -
3. Difficult to see -
4. Not visible at all -
N/A 10.00%
Did not specify 60.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 30.00%
2. Somewhat helped -
3. Did not help R
N/A 10.00%
Did not specify 60.00%

| am satisfied with the service

Neither
Agree | Agree nor | Disagree
Disagree

Strongly Strongly

Disagree

Agree

10 0 0 0 0

that | availed.

N/A

Total
Responses

10

Overall
Score

100.00%

SERVING THE NAT
BAGCONG PILIPINAS
S Agree Azlfelglﬁ:)r Disagree St_rongly
Agree : Disagree
Assurance 13 0 0 0 0 0 13 100.00%
Outcome 4 0 0 0 0 9 13 100.00%
Overall 47 3 0 0 0 54 104 100.00%
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Neither

Service Quality Dimensions

Responsiveness 7 2 0 0 1 0 10 90.00%
Reliability 4 0 0 0 0 6 10 100.00%
Access and Facilities 4 0 0 0 0 6 10 100.00%
Communication 4 0 0 0 0 6 10 100.00%
Costs 3 0 0 0 0 7 10 100.00%
Integrity 4 0 0 0 0 6 10 100.00%
Assurance 10 0 0 0 0 0 10 100.00%
Outcome 4 0 0 0 0 6 10 100.00%

Overall 40 2 0 0 1 37 80 97.67%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Cash Withdrawal 2
4 Check Deposit - Peso 1
5 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
6 Salary Loan 2
Total 10
76. Makati - Tordesillas Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 3 75.00%
2. | know what a CC is but | did not see this office’s CC. 1 25.00%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 25.00%
2. Somewhat easy to see 1 25.00%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 2 50.00%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 25.00%
2. Somewhat helped 1 25.00%
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Citizen’s Charter Answers Responses Percentage
3. Did not help - -
N/A - -
Did not specify 2 50.00%

Neither
Uorly agree ageenor Disagree DUOY A i,

{&Tf;\f;‘;ﬁf with the service 3 1 0 0 0 0 4 100.00%

Service Quality Dimensions
Responsiveness 3 1 0 0 0 0 4 100.00%
Reliability 1 1 0 0 0 2 4 100.00%
Access and Facilities 2 0 0 0 0 2 4 100.00%
Communication 1 1 0 0 0 2 4 100.00%
Costs 1 1 0 0 0 2 4 100.00%
Integrity 1 1 0 0 0 2 4 100.00%
Assurance 3 0 1 0 0 0 4 75.00%
Outcome 1 1 0 0 0 2 4 100.00%
Overall 13 6 1 0 0 12 32 95.00%

External Services Responses

1 Check Deposit - Peso 3
2 Reprinting of Bank Statement not available in the Branch 1
Total 4
77. Makati Atrium Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 17 85.00%
2. 1 know what a CC is but | did not see this office’s CC. 1 5.00%
3. I learned of the CC only when | saw this office’s CC. 1 5.00%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 5.00%
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 9 47.37%
2. Somewhat easy to see 4 21.05%

3. Difficult to see

4. Not visible at all
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Citizen’s Charter Answers Responses Percentage
N/A 1 5.26%
Did not specify 5 26.32%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 9 47.37%
2. Somewhat helped 2 10.53%
3. Did not help - -

N/A 3 15.79%
Did not specify 5 26.32%

Neither

Strongly 8 Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service o
that | availed. 18 1 1 0 0 0 20 95.00%
Service Quality Dimensions
Responsiveness 16 2 2 0 0 0 20 90.00%
Reliability 15 2 0 0 0 3 20 100.00%
Access and Facilities 15 1 1 0 0 3 20 94.12%
Communication 15 2 0 0 0 3 20 100.00%
Costs 14 1 0 0 0 5 20 100.00%
Integrity 15 2 0 0 0 3 20 100.00%
Assurance 19 0 1 0 0 0 20 95.00%
Outcome 14 2 1 0 0 3 20 94.12%
Overall 123 12 5 0 0 20 160 96.43%
External Services Responses
1 Opening of other Deposit Account 14
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Cash Withdrawal 1
4 Check Encashment 1
5 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
6 Trust/Treasury Placements 1
Total 20
78. Makati Business Center Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. l know what a CC is and | saw this office’s CC. 22 68.75%
2. 1 know what a CC is but I did not see this office’s CC. 2 6.25%
3. I learned of the CC only when | saw this office’s CC. 3 9.38%
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Citizen’s Charter Answers Responses Percentage

4. 1 do not know what a CC is and | did not see this office’s CC. 6.25%

N/A 9.38%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 23 79.31%

2. Somewhat easy to see 1 3.45%

3. Difficult to see - -

4. Not visible at all -

N/A 10.34%

Did not specify 6.90%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 23 79.31%

2. Somewhat helped 3 10.34%

3. Did not help - -

N/A 3 10.34%

Did not specify - R

Sggregel y Agree Ag?éter]ﬁgr Disagree gtlrs%gg“li Os\gi)r?:
Disagree

ihles;:}iasi{iaeg with the service 29 5 1 0 0 0 32 06.88%

Service Quality Dimensions
Responsiveness 26 5 1 0 0 0 32 96.88%
Reliability 24 7 1 0 0 0 32 96.88%
Access and Facilities 25 6 1 0 0 0 32 96.88%
Communication 26 4 2 0 0 0 32 93.75%
Costs 21 6 1 0 0 4 32 96.43%
Integrity 28 3 1 0 0 0 32 96.88%
Assurance 26 5 1 0 0 0 32 96.88%
Outcome 25 5 1 0 0 1 32 96.77%
Overall 201 41 9 0 0 5 256 96.41%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 11
3 Cash Withdrawal 2
4 Check Deposit - Peso 10
5 Check Encashment
6 Online Collection Payments

Total 32
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79. Makati City Hall Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 13 61.90%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 5 23.81%

4. | do not know what a CC is and | did not see this office’s CC. - -

N/A 3 14.29%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 16 88.89%

2. Somewhat easy to see 1 5.56%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 1 5.56%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 15 83.33%

2. Somewhat helped 2 11.11%

3. Did not help - -

N/A - -

Did not specify 1 5.56%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo,
i&’{‘f:\fgfg with the service 19 2 0 0 0 0 21 100.00%
Service Quality Dimensions
Responsiveness 14 6 1 0 0 0 21 95.24%
Reliability 18 2 0 0 0 1 21 100.00%
Access and Facilities 18 2 0 0 0 1 21 100.00%
Communication 14 5 0 0 0 2 21 100.00%
Costs 10 2 2 0 0 7 21 85.71%
Integrity 16 4 0 0 0 1 21 100.00%
Assurance 20 1 0 0 0 0 21 100.00%
Outcome 16 3 0 0 0 2 21 100.00%
Overall 126 25 3 0 0 14 168 98.05%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
1 1

Opening of other Deposit Account
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3 Cash Deposit - (Peso/Foreign Currencies) 5
4 Cash Withdrawal 4
5 Check Encashment 1
6 Online Collection Payments 2
7 Request for Fund Transfer 3
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

Total 21

80. Makati-Salcedo Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 19 76.00%
2. 1 know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 12.00%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 12.00%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 16 64.00%
2. Somewhat easy to see 3 12.00%
3. Difficult to see - -
4. Not visible at all -
N/A 16.00%
Did not specify 2 8.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 15 60.00%
2. Somewhat helped 4 16.00%
3. Did not help -
N/A 16.00%
Did not specify 2 8.00%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 20 5 0 0 0 0 25 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 18 4 3 0 0 0 25 88.00%
Reliability 17 6 0 0 0 2 25 100.00%
Access and Facilities 17 5 1 0 0 2 25 95.65%
Communication 19 4 0 0 0 2 25 100.00%
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Neither

Costs 14 4 1 1 0 5 25 90.00%
Integrity 18 4 0 0 0 3 25 100.00%
Assurance 23 2 0 0 0 0 25 100.00%
Outcome 19 4 0 0 0 2 25 100.00%

Overall 145 33 5 1 0 16 200 96.74%

External Services Responses

1 Opening of other Deposit Account 5
2 Request for Card Replacement 1
3 Cash Deposit - (Peso/Foreign Currencies) 1
4 Cash Withdrawal 6
5 Check Deposit - Peso 3
6 Check Encashment 2
7 Online Collection Payments 1
8 Request for Fund Transfer 2
9 Updating of Bank Records - Change in Account Details/Type 1
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
11 Salary Loan 1
12 Printing/Reprinting of Bank Statement/Snapshot 1
Total 25
81. Malabon Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 8 66.67%
2. | know what a CC is but | did not see this office’s CC. 2 16.67%
3. I learned of the CC only when | saw this office’s CC. 1 8.33%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 8.33%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 6 54.55%
2. Somewhat easy to see - -
3. Difficult to see 1 9.09%
4. Not visible at all 1 9.09%
N/A - -
Did not specify 3 27.27%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 6 54.55%
2. Somewhat helped 2 18.18%

129



&3 LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
3. Did not help - -
N/A 9.09%
Did not specify 2 18.18%

Neither
ot | soree agreenor pissgree SO A I

{&Tf;\f;‘;ﬁ with the service 10 2 0 0 0 0 12 100.00%

Service Quality Dimensions
Responsiveness 9 2 1 0 0 0 12 91.67%
Reliability 8 1 0 0 0 3 12 100.00%
Access and Facilities 8 1 0 0 0 3 12 100.00%
Communication 8 1 0 0 0 3 12 100.00%
Costs 7 1 0 0 0 4 12 100.00%
Integrity 8 1 0 0 0 3 12 100.00%
Assurance 10 2 0 0 0 0 12 100.00%
Outcome 8 1 0 0 0 3 12 100.00%
Overall 66 10 1 0 0 19 96 98.70%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 6
3 Release of Captured Card 1
4 Cash Withdrawal 1
5 Check Encashment 1
6 Request for Fund Transfer 1
7 Salary Loan 1
Total 12
82. Malacafian Palace Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 13 92.86%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 7.14%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

130



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
1. Easy to see 6 42.86%
2. Somewhat easy to see - -
3. Difficult to see 1 7.14%
4. Not visible at all - -
N/A - -
Did not specify 7 50.00%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 50.00%
2. Somewhat helped - -
3. Did not help 1 7.14%
N/A - -
Did not specify 6 42.86%

Neither

Strongly

Agree Disagree

Agree | Agree nor | Disagree

Strongly
Disagree

Overall
Score

ihZTlsgi:iflieeg. with the service 1 5 0 1 0 0 14 92.86%

Service Quality Dimensions
Responsiveness 9 4 1 0 0 0 14 92.86%
Reliability 5 3 0 0 0 6 14 100.00%
Access and Facilities 6 2 0 0 0 6 14 100.00%
Communication 5 2 0 0 0 7 14 100.00%
Costs 5 2 0 0 0 7 14 100.00%
Integrity 5 2 1 0 0 6 14 87.50%
Assurance 11 2 0 1 0 0 14 92.86%
Outcome 6 2 0 0 0 6 14 100.00%
Overall 52 19 2 1 0 38 112 95.95%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

Closure of Deposit Account

Request for Fund Transfer

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

O N|oOfa|bh[lwW|[N|F

Salary Loan

L DR R ES

Total

[y
IS
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83. Malacafiang Branch

Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 85.71%
2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. | do not know what a CC is and | did not see this office’s CC. 1 14.29%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 1 14.29%

2. Somewhat easy to see 1 14.29%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 14.29%
Did not specify 4 57.14%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 1 14.29%
2. Somewhat helped 1 14.29%
3. Did not help - -

N/A 1 14.29%
Did not specify 4 57.14%

Neither

orly agree agreeror Disagree DOMOY A | Qo
ihZTIS:\}z{Ec? with the service > > 0 1 2 0 7 57.14%
Service Quality Dimensions
Responsiveness 2 2 0 0 3 0 7 57.14%
Reliability 1 1 1 0 0 4 7 66.67%
Access and Facilities 1 1 1 0 0 4 7 66.67%
Communication 1 0 2 0 0 4 7 33.33%
Costs 0 1 1 0 0 5 7 50.00%
Integrity 1 1 1 0 0 4 7 66.67%
Assurance 2 2 3 0 0 0 7 57.14%
Outcome 0 2 1 0 0 4 7 66.67%
Overall 8 10 10 0 3 25 56 58.06%

External Services Responses
1 5

Opening of other Deposit Account

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
Total
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84. Malanday Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 176 71.54%

2. | know what a CC is but | did not see this office’s CC. 2 0.81%

3. I learned of the CC only when | saw this office’s CC. 26 10.57%

4. 1 do not know what a CC is and | did not see this office’s CC. 3 1.22%

N/A 32 13.01%

Did not specify 7 2.85%
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 183 88.41%

2. Somewhat easy to see 11 5.31%

3. Difficult to see - -

4. Not visible at all 1 0.48%

N/A 9 4.35%

Did not specify 3 1.45%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 166 80.19%

2. Somewhat helped 30 14.49%

3. Did not help 0.48%

N/A 6 2.90%

Did not specify 1.93%

Neither

orly agree agreeror Disagree DMOY A | Qo
i&’{‘f:\fgfg with the service | 539 7 0 0 0 0 246 100.00%

Service Quality Dimensions
Responsiveness 222 19 0 2 1 2 246 98.77%
Reliability 226 15 0 0 0 5 246 100.00%
Access and Facilities 230 11 1 0 0 4 246 99.59%
Communication 221 15 2 0 0 8 246 99.16%
Costs 194 19 1 0 1 31 246 99.07%
Integrity 232 10 1 0 0 246 99.59%
Assurance 240 6 0 0 0 246 100.00%
Outcome 219 18 0 0 0 246 100.00%
Overall 1,784 113 5 2 2 62 1,968 99.53%

Opening of other Deposit Account

External Services Responses
1

20

Release of Captured Card

1
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3 Cash Deposit - (Peso/Foreign Currencies) 46
4 Cash Withdrawal 17
5 Check Deposit - Peso 26
6 Check Encashment 9
7 Online Collection Payments 101
8 Request for Fund Transfer 4
9 Updating of Bank Records - Change in Account Details/Type 4
10 Handling of Customer’s Complaint 1
11 Salary Loan 1
12 Sale/Purchase of Foreign Currencies 1
13 Servicing of Modified Disbursement System Transactions 15
Total 246
85. Malibay Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. 1 know what a CC is and | saw this office’s CC. 42 76.36%
2. | know what a CC is but | did not see this office’s CC. 3 5.45%
3. I learned of the CC only when | saw this office’s CC. 4 7.27%
4. 1 do not know what a CC is and | did not see this office’s CC. 6 10.91%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 45 81.82%
2. Somewhat easy to see 1 1.82%
3. Difficult to see - -
4. Not visible at all 1 1.82%
N/A 6 10.91%
Did not specify 2 3.64%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 45 81.82%
2. Somewhat helped 1 1.82%
3. Did not help 1 1.82%
N/A 6 10.91%
Did not specify 2 3.64%

Strongly
Disagree

Strongly

Agree | Agree nor | Disagree

Neither
Disagree

Agree

| am satisfied with the service

that | availed. 51 3 0 0 1

Total Overall

b Responses Score

0 55 98.18%
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Neither

Service Quality Dimensions

Responsiveness 52 3 0 0 0 0 55 100.00%
Reliability 50 3 0 0 0 2 55 100.00%
Access and Facilities 49 3 0 0 0 3 55 100.00%
Communication 50 2 0 0 0 3 55 100.00%
Costs 42 5 0 0 0 8 55 100.00%
Integrity 52 0 0 0 1 2 55 98.11%
Assurance 53 1 1 0 0 0 55 98.18%
Outcome 48 2 1 0 0 4 55 98.04%

Overall 396 19 2 0 1 22 440 99.28%

External Services

Opening of other Deposit Account

Responses

Request for ATM PIN Change

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Updating of Bank Records - Change in Account Details/Type

Ol N[fojO|~[W|N|F

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

10 Claim of Remittance Proceeds

11 Electronic Fund Transfer and Purchase of Over-the-Counter Check

| Rr|lO(dM|RP(IPIO(O|D|FL|O

12 Sale/Purchase of Foreign Currencies

[uy
N

Total

[¢)]
[&]

86. Mandaluyong - Addition Hills Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

33.33%

2. 1 know what a CC is but I did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

33.33%

N/A

33.33%

Did not specify

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

1. Easy to see

50.00%

2. Somewhat easy to see

3. Difficult to see
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Citizen’s Charter Answers Responses Percentage
4. Not visible at all - -
N/A 1 50.00%
Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 50.00%
2. Somewhat helped - -
3. Did not help - -
N/A 1 50.00%
Did not specify - -

Neither
Strongly . Strongly Total Overall
Agree A %%gzzrrzg RIS Disagree e Responses Score
| am satisfied with the service o
that | availed. 2 0 0 0 L 0 3 66.67%
Service Quality Dimensions
Responsiveness 2 0 0 0 1 0 3 66.67%
Reliability 2 0 1 0 0 0 3 66.67%
Access and Facilities 1 0 0 0 1 1 3 50.00%
Communication 2 0 0 0 1 0 3 66.67%
Costs 0 0 0 0 0 3 3 -
Integrity 2 0 0 0 1 0 3 66.67%
Assurance 2 0 0 0 1 0 3 66.67%
Outcome 1 0 0 0 1 1 3 50.00%
Overall 12 0 1 0 6 5 24 63.16%

External Services Responses

1 Request for Card Replacement 1

2 Cash Withdrawal 1

3 Check Deposit - Peso 1

Total 3

87. Mandaluyong City Hall Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 70 53.85%
2. | know what a CC is but | did not see this office’s CC. 6 4.62%
3. I learned of the CC only when | saw this office’s CC. 37 28.46%
4. 1 do not know what a CC is and | did not see this office’s CC. 13 10.00%
N/A 4 3.08%
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Did not specify

Responses

BAGCONG PILIPINAS

Percentage

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 89 70.63%
2. Somewhat easy to see 12 9.52%
3. Difficult to see 4 3.17%
4. Not visible at all - -
N/A 14 11.11%
Did not specify 7 5.56%

CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 94 74.60%
2. Somewhat helped 7.14%
3. Did not help 2.38%
N/A 14 11.11%
Did not specify 6 4.76%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "
Agree 9 Dgi]sagree g Disagree Score
I am satls_fled with the service 123 6 0 0 1 0 130 09.23%
that | availed.

Service Quality Dimensions

Responsiveness 113 16 0 0 1 0 130 99.23%

Reliability 118 1 1 0 5 130 98.40%

Access and Facilities 118 0 1 0 5 130 99.20%

Communication 110 12 0 1 0 7 130 99.19%

Costs 98 14 0 1 0 17 130 99.12%

Integrity 111 12 0 1 0 6 130 99.19%

Assurance 120 8 0 1 1 130 98.46%

Outcome 110 12 0 1 0 130 99.19%

Overall 898 85 1 7 2 47 1,040 98.99%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2
2 Opening of other Deposit Account 68
3 Request for Card Replacement 3
4 Cash Deposit - (Peso/Foreign Currencies) 10
5 Cash Withdrawal 14
6 Check Encashment 3
7 Closure of Deposit Account 2
8 Online Collection Payments 9
9 Updating of Bank Records - Change in Account Details/Type 7
10 Updating of Bank Records - Change in Account Type 2
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External Services Responses

11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 7

12 Handling of Customer’'s Complaint 1

13 Printing/Reprinting of Bank Statement/Snapshot 2
Total 130

88. Marcos Highway Branch

Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 11 61.11%
2. 1 know what a CC is but | did not see this office’s CC. 1 5.56%
3. I learned of the CC only when | saw this office’s CC. 2 11.11%
4. I do not know what a CC is and | did not see this office’s CC. 3 16.67%
N/A 1 5.56%
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 10 58.82%
2. Somewhat easy to see 1 5.88%
3. Difficult to see 1 5.88%
4. Not visible at all 1 5.88%
N/A 3 17.65%
Did not specify 1 5.88%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 10 58.82%
2. Somewhat helped 2 11.76%
3. Did not help 2 11.76%
N/A 3 17.65%
Did not specify - -

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A

Agree Disagree Disagree Responses Score

| am satisfied with the service 0
that | availed. 14 2 0 1 1 0 18 88.89%

Service Quality Dimensions

Responsiveness 14 1 0 1 2 0 18 83.33%
Reliability 14 2 1 0 0 1 18 94.12%
Access and Facilities 15 1 1 0 0 1 18 94.12%
Communication 14 1 1 0 0 2 18 93.75%
Costs 11 2 1 0 0 4 18 92.86%
Integrity 15 1 0 0 1 1 18 94.12%
Assurance 15 1 2 0 0 0 18 88.89%
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External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 7
3 Release of Captured Card 1
4 Cash Deposit - (Peso/Foreign Currencies) 5
5 Cash Withdrawal 1
6 Check Deposit - Peso 2
7 Online Collection Payments 1
Total 18
89. Marikina Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 19 90.48%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 1 4.76%
N/A 1 4.76%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 7 35.00%
2. Somewhat easy to see 1 5.00%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 5.00%
Did not specify 11 55.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 6 30.00%
2. Somewhat helped 2 10.00%
3. Did not help - -
N/A 1 5.00%
Did not specify 11 55.00%

SERVING THE NAT
BAGONG PILIPINAS
ong NG TR G SfeEGIEE ong : _ ota Overa
Agree SicEriEe agree espo e ore
Outcome 13 2 1 0 0 2 18 93.75%
Overall 111 11 7 1 3 11 144 91.73%
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Stro ne%ly Agree Agl:eelglﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
lhzrzlls;};siflieecﬂ with the service 17 1 2 0 1 0 21 85.71%
Service Quality Dimensions
Responsiveness 14 3 0 0 4 0 21 80.95%
Reliability 8 1 1 0 0 11 21 90.00%
Access and Facilities 8 1 1 0 1 10 21 81.82%
Communication 8 1 1 0 1 10 21 81.82%
Costs 8 1 0 0 0 12 21 100.00%
Integrity 7 0 1 0 3 10 21 63.64%
Assurance 16 2 1 0 2 0 21 85.71%
Outcome 7 2 1 0 0 11 21 90.00%
Overall 76 11 6 0 11 64 168 83.65%

External Services Responses

1 Opening of other Deposit Account 4

2 Cash Deposit - (Peso/Foreign Currencies) 5

3 Cash Withdrawal 5

4 Check Deposit - Peso 3

5 Check Encashment 1

6 Updating of Bank Records - Change in Account Details/Type 1

7 Trust/Treasury Placements 2

Total 21

90. Microfinance Institutions Department
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 10 50.00%
2. I know what a CC is but | did not see this office’s CC. 1 5.00%

3. I learned of the CC only when | saw this office’s CC. - -
4. | do not know what a CC is and | did not see this office’s CC. 8 40.00%
N/A 1 5.00%

Did not specify - -

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

1. Easy to see 7 36.84%
2. Somewhat easy to see 2 10.53%

3. Difficult to see - -

4. Not visible at all - -
N/A 8 42.11%
Did not specify 2 10.53%

CCa3. If aware of CC, how much did the CC help you in your transaction?
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Citizen’s Charter Answers Responses Percentage
1. Helped very much 42.11%
2. Somewhat helped 15.79%
3. Did not help - -
N/A 8 42.11%
Did not specify - -

Neither

oS | soree agreenor pissgree SN A e Qe
1.am satisfieclwith the service 9 1 0 0 0 0 20 100.00%

Service Quality Dimensions
Responsiveness 11 9 0 0 0 0 20 100.00%
Reliability 12 8 0 0 0 0 20 100.00%
Access and Facilities 11 9 0 0 0 0 20 100.00%
Communication 9 11 0 0 0 0 20 100.00%
Costs 6 6 0 0 0 8 20 100.00%
Integrity 10 9 0 0 0 1 20 100.00%
Assurance 11 9 0 0 0 0 20 100.00%
Outcome 10 4 1 0 0 5 20 93.33%
Overall 80 65 1 0 0 14 160 99.32%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 20
Total 20
91. Mindanao Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 13 81.25%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 6.25%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 12.50%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 10 62.50%
2. Somewhat easy to see 1 6.25%
3. Difficult to see - -
4. Not visible at all - -
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Citizen’s Charter Answers Responses Percentage
N/A 12.50%
Did not specify 18.75%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 11 68.75%
2. Somewhat helped - -

3. Did not help - -

N/A 12.50%
Did not specify 18.75%

Neither

oy | ngree  agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service 15 0 0 0 1 0 16 93.75%
Service Quality Dimensions
Responsiveness 13 2 0 0 1 0 16 93.75%
Reliability 12 0 0 0 0 4 16 100.00%
Access and Facilities 12 0 0 0 0 4 16 100.00%
Communication 10 0 0 0 0 6 16 100.00%
Costs 9 1 0 1 0 5 16 90.91%
Integrity 12 0 0 0 0 4 16 100.00%
Assurance 15 0 0 0 1 0 16 93.75%
Outcome 11 1 0 0 0 4 16 100.00%
Overall 94 4 0 1 2 27 128 97.03%

External Services

Responses

1 Opening of other Deposit Account 1

2 Cash Deposit - (Peso/Foreign Currencies) 1

3 Cash Withdrawal 7

4 Check Deposit - Peso 3

5 Check Encashment 4

Total 16

92. Muntinlupa Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 28 73.68%

2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 7.89%
4. I do not know what a CC is and | did not see this office’s CC. 4 10.53%
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Neither

Sforsl? | naree agreenor pisagree S0 R
ihles;:}iasi{iaeg with the service 33 3 1 0 1 0 38 94.74%
Service Quality Dimensions
Responsiveness 26 8 2 0 1 1 38 91.89%
Reliability 27 3 0 0 0 8 38 100.00%
Access and Facilities 25 4 0 0 0 9 38 100.00%
Communication 22 6 2 0 0 8 38 93.33%
Costs 18 4 1 0 0 15 38 95.65%
Integrity 24 5 1 0 1 7 38 93.55%
Assurance 32 5 1 0 0 38 97.37%
Outcome 24 6 0 0 0 8 38 100.00%
Overall 198 41 7 0 2 56 304 96.37%

External Services Responses

Opening of other Deposit Account

12

Request for ATM PIN Change

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Closure of Deposit Account

Online Collection Payments

Olo|N([o|O|A~|[W|N|F

Updating of Bank Records - Change in Account Type

N|IN([P|W[(FR|O|OT]|

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

N/A 3 7.89%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 18 51.43%

2. Somewhat easy to see 4 11.43%

3. Difficult to see - -

4. Not visible at all - -

N/A 14.29%

Did not specify 22.86%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 18 51.43%

2. Somewhat helped 4 11.43%

3. Did not help - -

N/A 14.29%

Did not specify 22.86%
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External Services Responses
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
12 Printing/Reprinting of Bank Statement/Snapshot 1
Total 38
93. N. Domingo Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 19 67.86%
2. I know what a CC is but | did not see this office’s CC. 1 3.57%
3. I learned of the CC only when | saw this office’s CC. 6 21.43%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 3.57%
N/A - -
Did not specify 1 3.57%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 23 85.19%
2. Somewhat easy to see 2 7.41%

3. Difficult to see - -

4. Not visible at all - -

N/A 2 7.41%

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 22 81.48%
2. Somewhat helped 2 7.41%
3. Did not help - -

N/A 3 11.11%

Did not specify - -

Neither

Strongly . Strongly Total Overall

Agree ARITEE %%gzzg%r RS Disagree e Responses Score

| am satisfied with the service o
that | availed. 26 2 0 0 0 0 28 100.00%

Service Quality Dimensions

Responsiveness 25 3 0 0 0 0 28 100.00%
Reliability 24 4 0 0 0 0 28 100.00%
Access and Facilities 26 2 0 0 0 0 28 100.00%
Communication 26 2 0 0 0 0 28 100.00%
Costs 23 3 0 0 0 2 28 100.00%
Integrity 26 2 0 0 0 0 28 100.00%
Assurance 25 3 0 0 0 0 28 100.00%
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External Services Responses

1 Opening of other Deposit Account 9
2 Cash Deposit - (Peso/Foreign Currencies) 6
3 Cash Withdrawal 3
4 Check Deposit - Peso 1
5 Check Encashment 1
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
7 Handling of Customer’s Complaint 1
8 Trust/Treasury Placements 6
Total 28
94. NAIA Arrival EO
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 4 80.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 20.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2 50.00%
2. Somewhat easy to see 1 25.00%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 1 25.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 4 100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

SERVING THE NAT
BAGCONG PILIPINAS
ong cithe ong ota Overa
Agree Agree no agree A
Agree e, agree Respo e ore
Outcome 26 2 0 0 0 0 28 100.00%
Overall 201 21 0 0 0 2 224 100.00%
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Stronegzely Agree Aglzg]ﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
lhzrzlls;};siflieecﬂ with the service 5 0 0 0 0 0 5 100.00%
Service Quality Dimensions
Responsiveness 5 0 0 0 0 0 5 100.00%
Reliability 5 0 0 0 0 0 5 100.00%
Access and Facilities 5 0 0 0 0 0 5 100.00%
Communication 4 0 0 0 0 1 5 100.00%
Costs 0 0 0 0 0 5 5 -
Integrity 4 1 0 0 0 0 5 100.00%
Assurance 5 0 0 0 0 0 5 100.00%
Outcome 2 1 0 0 0 2 5 100.00%
Overall 30 2 0 0 0 8 40 100.00%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 2
2 Cash Withdrawal 1
3 Check Deposit - Peso 1
4 Updating of Bank Records - Change in Account Details/Type 1
Total 5
95. NAIA Terminal Il Extension Office
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 89 79.46%
2. I know what a CC is but | did not see this office’s CC. 1 0.89%
3. I learned of the CC only when | saw this office’s CC. 4 3.57%
4.1 do not know what a CC is and | did not see this office’s CC. 6 5.36%
N/A 12 10.71%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 41 41.00%
2. Somewhat easy to see 6 6.00%
3. Difficult to see 1 1.00%
4. Not visible at all - -
N/A 7 7.00%
Did not specify 45 45.00%

CCs.

If aware of CC, how much did the CC help you in your transaction?
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Citizen’s Charter Answers Responses Percentage
1. Helped very much 39 39.00%
2. Somewhat helped 6 6.00%
3. Did not help - -
N/A 9 9.00%
Did not specify 46 46.00%

Neither

Sforl? | ngree  agreenor pisagree SINOY A o, Qo
1.am satisfieclwith the service 99 12 0 1 0 0 112 99.11%
Service Quality Dimensions
Responsiveness 89 18 2 1 2 0 112 95.54%
Reliability 54 7 1 0 0 50 112 98.39%
Access and Facilities 55 6 0 1 0 50 112 98.39%
Communication 54 6 0 0 0 52 112 100.00%
Costs 41 6 2 0 0 63 112 95.92%
Integrity 55 7 0 1 0 49 112 98.41%
Assurance 99 12 0 0 1 0 112 99.11%
Outcome 51 7 1 0 1 52 112 96.67%
Overall 498 69 6 3 4 316 896 97.76%

External Services Responses

1 Opening of other Deposit Account 5
2 Cash Deposit - (Peso/Foreign Currencies) 78
3 Cash Withdrawal 15
4 Check Deposit - Peso 6
5 Check Encashment 1
6 Online Collection Payments 4
7 Request for Fund Transfer 1
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
Total 112
96. NAIA-BOC Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 85.71%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 1 14.29%
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Citizen’s Charter Answers Responses Percentage

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 28.57%

2. Somewhat easy to see -

3. Difficult to see 14.29%

4. Not visible at all -

N/A 14.29%

Did not specify 42.86%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 28.57%

2. Somewhat helped 14.29%

3. Did not help -

N/A 14.29%

Did not specify 42.86%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Score
I 'am satls_fled with the service 4 1 1 0 1 0 7 71.43%
that | availed.

Service Quality Dimensions

Responsiveness 1 4 1 0 1 0 7 71.43%

Reliability 1 1 1 0 1 3 7 50.00%

Access and Facilities 0 2 1 0 1 3 7 50.00%

Communication 1 1 1 0 1 3 7 50.00%

Costs 0 2 1 0 1 3 7 50.00%

Integrity 1 1 1 0 1 3 7 50.00%

Assurance 4 1 1 0 1 0 7 71.43%

Outcome 1 1 1 0 1 3 7 50.00%

Overall 9 13 8 0 8 18 56 57.89%

External Services Responses

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

oW |N|F

Handling of Customer’s Complaint

Total

NiRklRr|RrRrRN
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97. NaPoCor Branch

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

15

93.75%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

6.25%

Did not specify

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

1. Easy to see

60.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

40.00%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

60.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

40.00%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 16 0 0 0 0 0 16 100.00%
Service Quality Dimensions
Responsiveness 14 2 0 0 0 0 16 100.00%
Reliability 10 0 0 0 0 6 16 100.00%
Access and Facilities 10 0 0 0 0 6 16 100.00%
Communication 10 0 0 0 0 6 16 100.00%
Costs 7 0 0 0 0 9 16 100.00%
Integrity 10 0 0 0 0 6 16 100.00%
Assurance 16 0 0 0 0 0 16 100.00%
Outcome 10 0 0 0 0 6 16 100.00%
Overall 87 2 0 0 0 39 128 100.00%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 6

Cash Withdrawal
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External Services Responses

BAGCONG PILIPINAS

3 Check Deposit - Peso 5
4 Check Encashment 2
5 Request for Fund Transfer 1
Total 16
98. Navotas Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 74 98.67%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 1.33%
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 71 95.95%
2. Somewhat easy to see 1 1.35%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 2 2.70%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 71 95.95%
2. Somewhat helped 1 1.35%
3. Did not help - -
N/A - -
Did not specify 2 2.70%

Neither
Strongly . Strongly Total Overall
Agree ARITEE %%gzzg%r RS Disagree e Responses Score
| am satisfied with the service 0
that | availed. 46 28 0 1 0 0 75 98.67%
Service Quality Dimensions
Responsiveness 46 28 0 1 0 0 75 98.67%
Reliability 44 28 0 0 1 2 75 98.63%
Access and Facilities 45 27 0 0 0 3 75 100.00%
Communication 42 30 0 0 0 3 75 100.00%
Costs 18 6 0 0 0 51 75 100.00%
Integrity 44 29 0 0 0 2 75 100.00%
Assurance 46 29 0 0 0 0 75 100.00%
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Al-l. NG TR G SfeEGIEE 0 o“ : . ota ) O -.‘
0 D agree ag PO O
Outcome 43 28 0 0 0 4 75 100.00%
Overall 328 205 0 1 1 65 600 99.63%

External Services Responses

3

1 Opening of a Deposit Account through Digital Onboarding System
2 Opening of other Deposit Account 12
3 Request for ATM PIN Change 29
4 Cash Deposit - (Peso/Foreign Currencies) 9
5 Check Deposit - Peso 5
6 Check Encashment 5
7 Online Collection Payments 4
8 Request for Fund Transfer 1
9 Updating of Bank Records - Change in Account Details/Type 5
10 Sale/Purchase of Foreign Currencies 1
11 Trust/Treasury Placements 1
Total 75
99. North Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 32 86.49%
2. | know what a CC is but | did not see this office’s CC. 1 2.70%
3. I learned of the CC only when | saw this office’s CC. 2 5.41%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 5.41%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 20 54.05%
2. Somewhat easy to see 2 5.41%
3. Difficult to see 1 2.70%
4. Not visible at all 1 2.70%
N/A 3 8.11%
Did not specify 10 27.03%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 20 54.05%
2. Somewhat helped 2 5.41%
3. Did not help 2 5.41%
N/A 3 8.11%
10 27.03%

Did not specify
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Neither

Shorl? mgree agreenor Dissgree JINOL A it | A
lhzrzlls;};siflieecﬂ with the service 30 4 0 2 1 0 37 91.89%

Service Quality Dimensions
Responsiveness 27 4 1 2 3 0 37 83.78%
Reliability 17 4 1 1 1 13 37 87.50%
Access and Facilities 17 4 1 0 1 14 37 91.30%
Communication 19 3 0 1 1 13 37 91.67%
Costs 8 4 0 0 1 24 37 92.31%
Integrity 19 2 1 0 3 12 37 84.00%
Assurance 30 4 2 0 1 0 37 91.89%
Outcome 18 3 1 0 1 14 37 91.30%
Overall 155 28 7 4 12 90 296 88.83%

External Services Responses

1 Opening of other Deposit Account 2
2 Release of Captured Card
3 Cash Deposit - (Peso/Foreign Currencies) 10
4 Check Deposit - Peso 8
5 Check Encashment 8
6 Online Collection Payments 3
7 Request for Fund Transfer 4
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
Total 37
100. North Bay Boulevard Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 12 80.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 13.33%
4.1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 6.67%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 11 78.57%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
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Citizen’s Charter Answers Responses Percentage
N/A - -
Did not specify 3 21.43%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 50.00%
2. Somewhat helped 4 28.57%
3. Did not help - -
N/A - -
Did not specify 3 21.43%

Neither

oy | ngree  agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service 15 0 0 0 0 0 15 100.00%
Service Quality Dimensions
Responsiveness 14 0 0 0 1 0 15 93.33%
Reliability 11 0 0 0 0 4 15 100.00%
Access and Facilities 10 1 0 0 0 4 15 100.00%
Communication 7 4 0 0 0 4 15 100.00%
Costs 5 3 0 0 0 7 15 100.00%
Integrity 8 3 0 0 0 4 15 100.00%
Assurance 15 0 0 0 0 0 15 100.00%
Outcome 5 3 0 0 0 7 15 100.00%
Overall 75 14 0 0 1 30 120 98.89%

External Services Responses

1 Opening of other Deposit Account 9
2 Cash Withdrawal 1
3 Check Deposit - Peso 2
4 Check Encashment 3
Total 15
101. North Mortgage Banking Department
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 8 6.06%
2. | know what a CC is but | did not see this office’s CC. 1 0.76%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 2 1.52%
N/A 121 91.67%
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Percentage

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

1. Easy to see 7 63.64%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all 1 9.09%
N/A 3 27.27%
Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 63.64%
2. Somewhat helped 9.09%
3. Did not help - -
N/A 3 27.27%

Did not specify

Neither

Strongly Agree nor  Disagree gtirsc.;ngly Overall
Disagree gree Score
jom satistieclwith the service 64 56 11 0 1 0 132 90.91%
Service Quality Dimensions
Responsiveness 52 47 28 3 2 0 132 75.00%
Reliability 51 53 26 1 1 0 132 78.79%
Access and Facilities 50 56 22 2 1 1 132 80.92%
Communication 47 56 26 2 1 0 132 78.03%
Costs 44 32 13 2 0 41 132 83.52%
Integrity 98 30 0 0 0 132 96.97%
Assurance 100 26 6 0 0 132 95.45%
Outcome 67 48 14 1 1 132 87.79%
Overall 509 348 139 11 6 43 1,056 84.60%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 3
2 Issuance of Certificate of Outstanding Balances and Interest Paid 61
3 Issuance of Certificate of Full Payment 35
4 Issuance of Letter of Guarantee 33
Total 132
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102. Novaliches - Sarmiento Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 81.82%

2. | know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. -

4. 1 do not know what a CC is and | did not see this office’s CC. 18.18%

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 45.45%

2. Somewhat easy to see -

3. Difficult to see -

4. Not visible at all -

N/A 18.18%

Did not specify 36.36%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 45.45%

2. Somewhat helped -

3. Did not help -

N/A 18.18%

Did not specify 36.36%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 1 0 0 0 0 0 11 100.00%
Service Quality Dimensions
Responsiveness 10 1 0 0 0 0 11 100.00%
Reliability 7 0 0 0 0 4 11 100.00%
Access and Facilities 7 0 0 0 0 4 11 100.00%
Communication 7 0 0 0 0 4 11 100.00%
Costs 5 1 0 0 0 5 11 100.00%
Integrity 6 1 0 0 0 4 11 100.00%
Assurance 11 0 0 0 0 0 11 100.00%
Outcome 6 1 0 0 0 4 11 100.00%
Overall 59 4 0 0 0 25 88 100.00%

Opening of other Deposit Account

External Services Responses
1 6

Cash Deposit - (Peso/Foreign Currencies)
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3 Check Deposit - Peso 1
4 Reactivation/Closure of Dormant Deposit Account 1
Total 11
103. Novaliches Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 23 69.70%
2. I know what a CC is but | did not see this office’s CC. 2 6.06%
3. I learned of the CC only when | saw this office’s CC. 1 3.03%
4. 1 do not know what a CC is and | did not see this office’s CC. 5 15.15%
N/A 2 6.06%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 18 58.06%
2. Somewhat easy to see 4 12.90%
3. Difficult to see - -
4. Not visible at all 2 6.45%
N/A 5 16.13%
Did not specify 2 6.45%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 16 51.61%
2. Somewhat helped 6 19.35%
3. Did not help 1 3.23%
N/A 6 19.35%
Did not specify 2 6.45%

Neither

“haree’ | Adres Agreenor Disagres [N NA  pegpinces | ‘Soare
ihzrpls:\}iasiflieecﬁ with the service 25 0 0 0 8 0 33 75.76%

Service Quality Dimensions
Responsiveness 20 3 2 0 8 0 33 69.70%
Reliability 22 4 0 1 3 3 33 86.67%
Access and Facilities 20 2 1 0 5 5 33 78.57%
Communication 21 3 2 0 4 3 33 80.00%
Costs 12 2 0 0 4 15 33 77.78%
Integrity 22 3 0 1 5 2 33 80.65%
Assurance 26 0 2 0 5 33 78.79%
Outcome 22 2 2 0 3 33 82.76%

156



&3 LANDBANK

SERVING THE NAT

Neither
Agree | Agree nor | Disagree
Disagree

Overall 165 19 9 2 37

Strongly
Disagree

Strongly

Agree

Total
Responses

264

BAGCONG PILIPINAS

QOverall
Score

79.31%

External Services Responses

1 Opening of other Deposit Account 5
2 Cash Deposit - (Peso/Foreign Currencies) 9
3 Cash Withdrawal 3
4 Check Deposit - Peso 2
5 Check Encashment 2
6 Online Collection Payments 2
7 Updating of Bank Records - Change in Account Details/Type 3
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
9 Salary Loan 1
10 Request for Bank Certification/Statement of Account for Salary Loan 1
11 Outgoing Remittance/Wire Transfer 1
12 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
13 Printing/Reprinting of Bank Statement/Snapshot 1
Total 33
104. Ombudsman Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 3 100.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2 66.67%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 1 33.33%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 2 66.67%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 1 33.33%
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Neither
Strongly . Strongly Total Overall
Agree AL /?3%;23:;? REE Disagree Responses
I am satls_fled with the service 3 0 0 0 0 0 3 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 3 0 0 0 0 0 3 100.00%
Reliability 2 0 0 0 0 1 3 100.00%
Access and Facilities 2 0 0 0 0 1 3 100.00%
Communication 2 0 0 0 0 1 3 100.00%
Costs 2 0 0 0 0 1 3 100.00%
Integrity 2 0 0 0 0 1 3 100.00%
Assurance 3 0 0 0 0 0 3 100.00%
Outcome 2 0 0 0 0 1 3 100.00%
Overall 18 0 0 0 0 6 24 100.00%

External Services Responses

1 Opening of other Deposit Account 1
2 Cash Deposit - (Peso/Foreign Currencies) 2
Total 3
105. Ortigas Center - Emerald Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 8 80.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 10.00%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 10.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 3 33.33%
2. Somewhat easy to see 3 33.33%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 3 33.33%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 4 44.44%
2. Somewhat helped 1 11.11%
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Citizen’s Charter Answers Responses Percentage
3. Did not help 1 11.11%
N/A - -
Did not specify 3 33.33%

Neither
Shord ngree Ageeror Diagree SN A oo

1.am satisfieclwith the service 10 0 0 0 0 0 10 100.00%

Service Quality Dimensions
Responsiveness 7 3 0 0 0 0 10 100.00%
Reliability 7 0 0 0 0 3 10 100.00%
Access and Facilities 7 0 0 0 0 3 10 100.00%
Communication 7 0 0 0 0 3 10 100.00%
Costs 5 0 0 0 0 5 10 100.00%
Integrity 7 0 0 0 0 3 10 100.00%
Assurance 9 1 0 0 0 0 10 100.00%
Outcome 6 0 0 0 0 4 10 100.00%
Overall 55 4 0 0 0 21 80 100.00%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Online Collection Payments

Updating of Bank Records - Change in Account Details/Type

N[~ W|IN|F

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

N R[R|[Rr|R|NN

Total

106. Ortigas Center - Pearl Drive Branch

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. l know what a CC is and | saw this office’s CC.

94.12%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

CC2. If aware of CC, would you say that the CC of this office was...?
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Citizen’s Charter Answers Responses Percentage

1. Easy to see 10 58.82%
2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A 5.88%
Did not specify 6 35.29%

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 8 47.06%
2. Somewhat helped 1 5.88%
3. Did not help 1 5.88%
N/A 1 5.88%
Did not specify 6 35.29%

Neither

Strongly g Strongly Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Score
| am satisfied with the service 0
that | availed. 14 2 1 0 0 0 17 94.12%
Service Quality Dimensions
Responsiveness 13 3 0 1 0 0 17 94.12%
Reliability 12 1 0 0 0 4 17 100.00%
Access and Facilities 11 0 0 1 0 5 17 91.67%
Communication 12 0 1 0 0 4 17 92.31%
Costs 11 0 0 0 0 6 17 100.00%
Integrity 12 1 0 0 0 4 17 100.00%
Assurance 15 2 0 0 0 0 17 100.00%
Outcome 11 1 0 0 0 5 17 100.00%
Overall 97 8 1 2 0 28 136 97.22%

External Services Responses

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

Online Collection Payments

N~N[ojoa|h~h[fw|N|F

Request for Checkbook

BR[N] RP|D>

Total
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107. OWWA Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 4 33.33%

2. | know what a CC is but | did not see this office’s CC. 3 25.00%

3. I learned of the CC only when | saw this office’s CC. 1 8.33%

4. I do not know what a CC is and | did not see this office’s CC. 2 16.67%

N/A 2 16.67%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 4 40.00%

2. Somewhat easy to see 1 10.00%

3. Difficult to see - -

4. Not visible at all - -

N/A 5 50.00%

Did not specify - R
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 7 70.00%

2. Somewhat helped - -

3. Did not help - -

N/A 3 30.00%

Did not specify - -

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 9 3 0 0 0 0 12 100.00%
Service Quality Dimensions
Responsiveness 7 4 1 0 0 0 12 91.67%
Reliability 8 3 0 0 0 1 12 100.00%
Access and Facilities 8 2 0 0 0 2 12 100.00%
Communication 9 0 1 0 0 2 12 90.00%
Costs 3 1 0 0 0 8 12 100.00%
Integrity 7 4 0 0 0 1 12 100.00%
Assurance 12 0 0 0 0 0 12 100.00%
Outcome 6 5 0 0 0 1 12 100.00%
Overall 60 19 2 0 0 15 96 97.53%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 2

Online Collection Payments
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External Services Responses

3 Reactivation/Closure of Dormant Deposit Account 4
4 Request for Fund Transfer 2
5 Updating of Bank Records - Change in Account Details/Type 1
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
Total 12
108. P. Ocampo Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 25 54.35%
2. 1 know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 17 36.96%
4. | do not know what a CC is and | did not see this office’s CC. 1 2.17%
N/A 3 6.52%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 25 58.14%
2. Somewhat easy to see 1 2.33%
3. Difficult to see - -
4. Not visible at all - -
N/A 3 6.98%
Did not specify 14 32.56%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 15 34.88%
2. Somewhat helped 8 18.60%
3. Did not help - -
N/A 6 13.95%
Did not specify 14 32.56%

Neither

Sond sgree Ageeror Diagree ST A oo Qe
om satisiedwith the service | ¢ 0 0 0 0 0 46 100.00%

Service Quality Dimensions
Responsiveness 44 2 0 0 0 0 46 100.00%
Reliability 36 1 0 0 0 9 46 100.00%
Access and Facilities 36 1 0 0 0 9 46 100.00%
Communication 34 3 0 0 0 9 46 100.00%
Costs 24 3 2 1 0 16 46 90.00%
Integrity 35 2 0 0 0 9 46 100.00%
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External Services Responses

1 Opening of other Deposit Account 18
2 Request for ATM PIN Change 1
3 Cash Deposit - (Peso/Foreign Currencies) 6
4 Check Deposit - Peso 8
5 Check Encashment 5
6 Request for Checkbook 3
7 Request for Fund Transfer 3
8 Updating of Bank Records - Change in Account Details/Type 1
9 Outgoing Remittance/Wire Transfer 1
Total 46
109. Pasay Libertad Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 100.00%
2. | know what a CC is but | did not see this office’s CC. -
3. I learned of the CC only when | saw this office’s CC. -
4. 1 do not know what a CC is and | did not see this office’s CC. -
N/A -
Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see -
2. Somewhat easy to see -
3. Difficult to see -
4. Not visible at all -
N/A -
Did not specify 100.00%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much -
2. Somewhat helped -
3. Did not help -
N/A -
Did not specify 100.00%

SERVING THE NAT
BAGCONG PILIPINAS
Neither

Strongly " Strongly Overall

Agree Agiizs | Mg | Plsaics Disagree sponses Score
Assurance 46 0 0 0 0 46 100.00%
Outcome 33 3 0 0 10 46 100.00%
Overall 288 15 2 0 62 368 99.02%
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Neither

lhzrzlls;};siflieecﬂ with the service > 0 0 0 0 0 2 100.00%
Service Quality Dimensions
Responsiveness 2 0 0 0 0 0 2 100.00%
Reliability 0 0 0 0 0 2 2 -
Access and Facilities 0 0 0 0 0 2 2 -
Communication 0 0 0 0 0 2 2 -
Costs 0 0 0 0 0 2 2 -
Integrity 0 0 0 0 0 2 2 -
Assurance 1 1 0 0 0 0 2 100.00%
Outcome 0 0 0 0 0 2 2 -
Overall 3 1 0 0 0 12 16 100.00%

External Services Responses

1 Cash Withdrawal 2
Total 2
110. Paseo de Roxas Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 30 81.08%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 8.11%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 2.70%
N/A 3 8.11%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 16 47.06%
2. Somewhat easy to see 2 5.88%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 2.94%
Did not specify 15 44.12%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 15 44.12%
2. Somewhat helped 4 11.76%
3. Did not help - -
N/A 1 2.94%
Did not specify 14 41.18%
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Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses
I am satls_fled with the service 32 4 0 0 1 0 37 97.30%
that | availed.
Service Quality Dimensions
Responsiveness 30 5 0 0 2 0 37 94.59%
Reliability 25 1 0 0 1 10 37 96.30%
Access and Facilities 25 1 0 0 1 10 37 96.30%
Communication 24 2 0 0 1 10 37 96.30%
Costs 20 2 0 0 0 15 37 100.00%
Integrity 25 1 0 0 1 10 37 96.30%
Assurance 34 2 0 0 1 0 37 97.30%
Outcome 21 2 0 0 0 14 37 100.00%
Overall 204 16 0 0 7 69 296 96.92%

External Services Responses

1 Opening of other Deposit Account 12
2 Cash Deposit - (Peso/Foreign Currencies) 3
3 Cash Withdrawal 5
4 Check Deposit - Peso 6
5 Check Encashment 1
6 Online Collection Payments 3
7 Request for Fund Transfer 2
8 Updating of Bank Records - Change in Account Details/Type 1
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
10 Salary Loan 1
11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 37
111. Pasig - Sixto Antonio Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 3 50.00%
2. | know what a CC is but | did not see this office’s CC. 16.67%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 1 16.67%
N/A 1 16.67%

Did not specify
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see - -

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all 1 20.00%

N/A 1 20.00%

Did not specify 3 60.00%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much - -

2. Somewhat helped - -

3. Did not help 1 20.00%

N/A 1 20.00%

Did not specify 3 60.00%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "

Agree Disagree Disagree Responses Score

| am satisfied with the service o
that | availed. 4 0 0 0 2 0 6 66.67%

Service Quality Dimensions

Responsiveness 4 0 0 0 2 0 6 66.67%
Reliability 2 1 0 0 1 2 6 75.00%
Access and Facilities 2 0 0 0 2 2 6 50.00%
Communication 2 1 0 0 1 2 6 75.00%
Costs 2 0 0 0 1 3 6 66.67%
Integrity 2 0 0 0 2 2 6 50.00%
Assurance 4 0 0 0 2 0 6 66.67%
Outcome 1 1 0 0 2 2 6 50.00%
Overall 19 3 0 0 13 13 48 62.86%

External Services Responses

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

AlwW|[N|PF

Online Collection Payments

Total

OR[N N
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112. Pasig C. Raymundo Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 41 68.33%
2. | know what a CC is but | did not see this office’s CC. 2 3.33%
3. I learned of the CC only when | saw this office’s CC. 8 13.33%
4. I do not know what a CC is and | did not see this office’s CC. 8 13.33%
N/A 1 1.67%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 39 66.10%
2. Somewhat easy to see 7 11.86%
3. Difficult to see 1.69%
4. Not visible at all - -
N/A 8 13.56%
Did not specify 6.78%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 43 72.88%
2. Somewhat helped 5 8.47%
3. Did not help - -
N/A 13.56%
Did not specify 5.08%

Neither
Strongly . Strongly Total
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses
I am satls_fled with the service 54 6 0 0 0 0 60 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 51 8 1 0 0 0 60 98.33%
Reliability 52 5 0 0 0 3 60 100.00%
Access and Facilities 52 5 0 0 0 3 60 100.00%
Communication 48 8 1 0 0 3 60 98.25%
Costs 36 8 0 0 0 16 60 100.00%
Integrity 49 8 0 0 0 3 60 100.00%
Assurance 56 4 0 0 0 60 100.00%
Outcome 51 5 0 0 0 60 100.00%
Overall 395 51 2 0 0 32 480 99.55%

Opening of other Deposit Account

External Services Responses
1

24

Request for Card Replacement

3
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3 Cash Deposit - (Peso/Foreign Currencies) 4
4 Cash Withdrawal 6
5 Check Deposit - Peso 5
6 Online Collection Payments 2
7 Updating of Bank Records - Change in Account Details/Type 9
8 Updating of Bank Records - Change in Account Type 2
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
10 Handling of Customer’'s Complaint 1
11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1

Total 60

113. Pasig Capitol Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

96.43%

2. | know what a CC is but | did not see this office’s CC.

3.57%

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

26

92.86%

2. Somewhat easy to see

3.57%

3. Difficult to see

3.57%

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

96.43%

2. Somewhat helped

3.57%

3. Did not help

N/A

Did not specify

Neither
Strongly . Strongly Total Overall
Agree AiEE %%;22292 RS Disagree e Responses Score
I am sansﬁed with the service 26 5 0 0 0 o8 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 26 2 0 0 0 | 28 100.00%
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Neither

Reliability 26 2 0 0 0 0 28 100.00%
Access and Facilities 27 1 0 0 0 0 28 100.00%
Communication 24 4 0 0 0 0 28 100.00%
Costs 24 1 0 0 0 3 28 100.00%
Integrity 26 2 0 0 0 0 28 100.00%
Assurance 27 1 0 0 0 0 28 100.00%
Outcome 26 2 0 0 0 0 28 100.00%

Overall 206 15 0 0 0 3 224 100.00%

External Services Responses

1 Cash Withdrawal 1
2 Check Deposit - Peso 6
3 Check Encashment 2
4 Online Collection Payments 1
5 Servicing of Modified Disbursement System Transactions 18
Total 28
114. Pasig City Hall Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 16 100.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 11 68.75%
2. Somewhat easy to see 1 6.25%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 4 25.00%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 12 75.00%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 4 25.00%

169



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS

Neither

Shorl? mgree agreenor Dissgree JINOL A it | A
{haaTIS;fiasi{f(?_ with the service 15 1 0 0 0 0 16 100.00%

Service Quality Dimensions
Responsiveness 15 1 0 0 0 0 16 100.00%
Reliability 12 0 0 0 0 4 16 100.00%
Access and Facilities 12 0 0 0 0 4 16 100.00%
Communication 11 1 0 0 0 4 16 100.00%
Costs 9 0 0 0 0 7 16 100.00%
Integrity 12 0 0 0 0 4 16 100.00%
Assurance 15 1 0 0 0 0 16 100.00%
Outcome 12 0 0 0 0 4 16 100.00%
Overall 98 3 0 0 0 27 128 100.00%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Cash Withdrawal 4
4 Check Deposit - Peso 1
5 Check Encashment 7
Total 16
115. Paso de Blas Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 100 82.64%
2. I know what a CC is but | did not see this office’s CC. 2 1.65%
3. I learned of the CC only when | saw this office’s CC. 5 4.13%
4.1 do not know what a CC is and | did not see this office’s CC. 12 9.92%
N/A 2 1.65%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 94 78.99%
2. Somewhat easy to see 3 2.52%
3. Difficult to see - -
4. Not visible at all - -
N/A 14 11.76%
Did not specify 8 6.72%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 95 79.83%
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Neither
Agree | Agree nor | Disagree
Disagree

Strongly

Agree

Strongly
Disagree

N/A

Total

Overall

Responses Score

am satisfieclwith the service | 4 11 0 0 0 0 121 100.00%

Service Quality Dimensions
Responsiveness 110 11 0 0 0 0 121 100.00%
Reliability 105 9 0 0 0 7 121 100.00%
Access and Facilities 104 9 0 0 0 8 121 100.00%
Communication 106 7 0 0 0 8 121 100.00%
Costs 89 7 0 0 0 25 121 100.00%
Integrity 104 9 1 0 0 7 121 99.12%
Assurance 113 8 0 0 0 121 100.00%
Outcome 97 12 1 0 0 11 121 99.09%
Overall 828 72 2 0 0 66 968 99.78%

External Services Responses
8

1 Opening of other Deposit Account
2 Request for ATM PIN Change
3 Request for Card Replacement
4 Cash Deposit - (Peso/Foreign Currencies) 27
5 Cash Withdrawal 11
6 Check Deposit - Peso 16
7 Check Encashment 27
8 Online Collection Payments 15
9 Reactivation/Closure of Dormant Deposit Account 1
10 Request for Checkbook 2
11 Updating of Bank Records - Change in Account Details/Type 6
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 4
13 Request for Bank Certification/Statement of Account for Salary Loan 1
14 Printing/Reprinting of Bank Statement/Snapshot 1
Total 121

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
2. Somewhat helped 4 3.36%
3. Did not help - -
N/A 13 10.92%
Did not specify 7 5.88%
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116. Pasong Tamo Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 11 91.67%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A 1 8.33%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 6 54.55%

2. Somewhat easy to see 9.09%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 4 36.36%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 6 54.55%

2. Somewhat helped 9.09%

3. Did not help - -

N/A - -

Did not specify 4 36.36%

Neither
“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces

i&’{‘f:\fgfg with the service 1 0 0 1 0 0 12 91.67%

Service Quality Dimensions
Responsiveness 10 1 0 0 1 0 12 91.67%
Reliability 8 0 0 1 0 3 12 88.89%
Access and Facilities 8 0 0 1 0 3 12 88.89%
Communication 7 2 0 0 0 3 12 100.00%
Costs 6 2 0 0 0 4 12 100.00%
Integrity 8 0 0 1 0 3 12 88.89%
Assurance 11 1 0 0 0 0 12 100.00%
Outcome 8 1 0 0 0 3 12 100.00%
Overall 66 7 0 3 1 19 96 94.81%

Opening of other Deposit Account

External Services Responses
1 3

Cash Deposit - (Peso/Foreign Currencies)
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3 Cash Withdrawal 1
4 Check Encashment 1
5 Request for Checkbook 1
6 Request for Bank Certification/Statement of Account for Salary Loan 2

Total 12

117. Pasong Tamo Extension Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

Did not specify

1. I know what a CC is and | saw this office’s CC. 94 67.14%
2. 1 know what a CC is but | did not see this office’s CC. 9 6.43%
3. I learned of the CC only when | saw this office’s CC. 23 16.43%
4. I do not know what a CC is and | did not see this office’s CC. 6.43%
N/A 3.57%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 93 68.89%
2. Somewhat easy to see 12 8.89%
3. Difficult to see 1 0.74%
4. Not visible at all - -
N/A 12 8.89%
Did not specify 17 12.59%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 102 75.56%
2. Somewhat helped 8 5.93%
3. Did not help 1 0.74%
N/A 11 8.15%
13 9.63%

Neither

Strongly . Strongly Total Overall
Agree REE %%gzzg%r RS Disagree e Responses Score
I am saus_ﬂed with the service 120 20 0 0 0 0 140 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 109 28 2 1 0 0 140 97.86%
Reliability 110 21 0 0 0 140 100.00%
Access and Facilities 106 25 0 0 0 140 100.00%
Communication 103 26 0 1 0 10 140 99.23%
Costs 89 23 3 0 0 25 140 97.39%
Integrity 109 22 0 0 0 9 140 100.00%
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External Services Responses

1 Opening of other Deposit Account 29
2 Cash Deposit - (Peso/Foreign Currencies) 19
3 Cash Withdrawal 18
4 Check Deposit - Peso 10
5 Check Encashment 23
6 Online Collection Payments 3
7 Updating of Bank Records - Change in Account Details/Type 17
8 Updating of Bank Records - Change in Account Type 6
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 12
10 Servicing of Modified Disbursement System Transactions 1
11 Printing/Reprinting of Bank Statement/Snapshot 2
Total 140
118. Pateros Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 8 61.54%
2. I know what a CC is but | did not see this office’s CC. 1 7.69%
3. I learned of the CC only when | saw this office’s CC. 2 15.38%
4.1 do not know what a CC is and | did not see this office’s CC. 1 7.69%
N/A 1 7.69%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 6 50.00%
2. Somewhat easy to see 1 8.33%
3. Difficult to see - -
4. Not visible at all 1 8.33%
N/A 1 8.33%
Did not specify 3 25.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 58.33%
2. Somewhat helped - -
3. Did not help 1 8.33%
N/A 1 8.33%
Did not specify 3 25.00%

BAGCONG PILIPINAS
Neither
Strongly " Strongly
Agree Agree Agree nor Disagree Disagree
Assurance 120 19 1 0 0 0 140 99.29%
Outcome 107 20 1 0 11 140 98.45%
Overall 853 184 7 3 0 73 1,120 99.04%
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Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses
I am satls_fled with the service 1 1 0 0 1 0 13 92.31%
that | availed.
Service Quality Dimensions
Responsiveness 12 0 0 0 1 0 13 92.31%
Reliability 10 1 0 0 1 1 13 91.67%
Access and Facilities 11 0 0 0 1 1 13 91.67%
Communication 10 1 1 0 0 1 13 91.67%
Costs 8 0 0 0 0 5 13 100.00%
Integrity 11 0 0 0 1 1 13 91.67%
Assurance 12 0 0 1 0 0 13 92.31%
Outcome 10 1 1 0 0 1 13 91.67%
Overall 84 3 2 1 4 10 104 92.55%

External Services Responses

1 Opening of other Deposit Account 3

2 Cash Deposit - (Peso/Foreign Currencies) 3

3 Cash Withdrawal 2

4 Check Deposit - Peso 1

5 Check Encashment 1

6 Online Collection Payments 2

7 Salary Loan 1

Total 13

119. PCSO Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 100.00%

2. I know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. -

4.1 do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -

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

1. Easy to see 75.00%

2. Somewhat easy to see -

3. Difficult to see -

4. Not visible at all -
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Citizen’s Charter Answers Responses Percentage
N/A - -
Did not specify 1 25.00%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 3 75.00%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 1 25.00%

Neither

oy | ngree  agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service 4 0 0 0 0 0 4 100.00%
Service Quality Dimensions
Responsiveness 4 0 0 0 0 0 4 100.00%
Reliability 3 0 0 0 0 1 4 100.00%
Access and Facilities 3 0 0 0 0 1 4 100.00%
Communication 3 0 0 0 0 1 4 100.00%
Costs 3 0 0 0 0 1 4 100.00%
Integrity 3 0 0 0 0 1 4 100.00%
Assurance 4 0 0 0 0 0 4 100.00%
Outcome 3 0 0 0 0 1 4 100.00%
Overall 26 0 0 0 0 6 32 100.00%

External Services

Responses

1 Check Deposit - Peso 1
2 Check Encashment 3
Total 4
120. Personnel Administration Department
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 467 60.26%
2. | know what a CC is but | did not see this office’s CC. 80 10.32%
3. I learned of the CC only when | saw this office’s CC. 69 8.90%
4. | do not know what a CC is and | did not see this office’s CC. 155 20.00%
N/A 1 0.13%
Did not specify 3 0.39%
CC2. If aware of CC, would you say that the CC of this office was...?
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Citizen’s Charter Answers Responses Percentage
1. Easy to see 429 55.64%
2. Somewhat easy to see 106 13.75%
3. Difficult to see 4 0.52%
4. Not visible at all 6 0.78%
N/A 226 29.31%
Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 449 58.24%
2. Somewhat helped 89 11.54%
3. Did not help 6 0.78%
N/A 226 29.31%
Did not specify 1 0.13%

Neither

Strongly . Strongly Total Overall
Agree nor | Disagree ;
Disagree Disagree Responses Score
| am satisfied with the service o
that | availed. 604 148 14 4 2 3 775 97.41%
Service Quality Dimensions
Responsiveness 530 181 30 9 4 21 775 94.30%
Reliability 588 153 17 0 1 16 775 97.63%
Access and Facilities 440 139 22 1 0 173 775 96.18%
Communication 519 172 19 7 1 57 775 96.24%
Costs 142 44 7 0 0 582 775 96.37%
Integrity 573 159 20 2 1 20 775 96.95%
Assurance 625 132 7 0 0 11 775 99.08%
Outcome 523 145 31 10 3 63 775 93.82%
Overall 3,940 1,125 153 29 10 943 6,200 96.35%

External Services Responses

1 Pre-Employment Assessment and Selection (Rank and File) 356
5 Requ_est for Servi_ce Record _and Other Document/Record of Separated Employees (with Records 49
On-Site and Archived at Antipolo Warehouse)
3 Request for Replacement of Lost, Old/Outdated or Damaged Alumni IDs 5
4 Sourcing/Talent Acquisition 365
Total 775

177



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS
121. PEZA Taguig Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 16 84.21%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 1 5.26%

4. I do not know what a CC is and | did not see this office’s CC. - -

N/A 2 10.53%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 12 70.59%

2. Somewhat easy to see 2 11.76%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 3 17.65%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 14 82.35%

2. Somewhat helped 1 5.88%

3. Did not help - -

N/A - -

Did not specify 2 11.76%

Neither

Strongly : Strongly Total Overall

Agree AgEs /?Dgi;z:;r IDliSEgiEE Disagree s Responses Score

| am satisfied with the service o
that | availed. 18 1 0 0 0 0 19 100.00%

Service Quality Dimensions

Responsiveness 18 0 1 0 0 0 19 94.74%
Reliability 18 1 0 0 0 0 19 100.00%
Access and Facilities 18 1 0 0 0 0 19 100.00%
Communication 18 1 0 0 0 0 19 100.00%
Costs 10 1 0 0 0 8 19 100.00%
Integrity 18 1 0 0 0 0 19 100.00%
Assurance 19 0 0 0 0 0 19 100.00%
Outcome 19 0 0 0 0 0 19 100.00%
Overall 138 5 1 0 0 8 152 99.31%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 17
3 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

Total 19
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122. Public Sector Department
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 16 69.57%

2. | know what a CC is but | did not see this office’s CC. 2 8.70%

3. I learned of the CC only when | saw this office’s CC. 3 13.04%

4. 1 do not know what a CC is and | did not see this office’s CC. 2 8.70%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 15 65.22%

2. Somewhat easy to see 4 17.39%

3. Difficult to see - -

4. Not visible at all - -

N/A 13.04%

Did not specify 4.35%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 16 69.57%

2. Somewhat helped 3 13.04%

3. Did not help - -

N/A 13.04%

Did not specify 4.35%

Neither
Sforl? | ngree agreenor pisagree SINOY A o, Qo

{%Tf;ﬂ;‘;fj_ with the service 19 4 0 0 0 0 23 100.00%
Service Quality Dimensions

Responsiveness 17 6 0 0 0 0 23 100.00%

Reliability 20 3 0 0 0 0 23 100.00%

Access and Facilities 18 4 0 0 0 1 23 100.00%

Communication 18 5 0 0 0 0 23 100.00%

Costs 14 3 1 0 0 5 23 94.44%

Integrity 19 4 0 0 0 0 23 100.00%

Assurance 20 3 0 0 0 0 23 100.00%

Outcome 18 4 0 0 0 1 23 100.00%

Overall 144 32 1 0 0 7 184 99.44%
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External Services Responses

Negotiation of Letters of Credit (Payment to Beneficiary)

Opening of Letters of Credit (Cash)/Stand-by Letters of Credit

AlW|IN|PF

Outgoing Telegraphic Transfer related to Trade Transaction

6
2
8
7

Total

23

123. Quezon Avenue Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

80.00%

2. 1 know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

20.00%

Did not specify

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

1. Easy to see

50.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

50.00%

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

50.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

50.00%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly

Strongly

Agree Disagree

N/A

Total

Overall

Responses Score

lhi\Tlsgiasifliee(?. with the service 5 0 0 0 0 0 5 100.00%

Service Quality Dimensions
Responsiveness 3 2 0 0 0 0 5 100.00%
Reliability 2 0 0 0 0 3 5 100.00%
Access and Facilities 2 0 0 0 0 3 5 100.00%
Communication 2 0 0 0 0 3 5 100.00%
Costs 2 0 0 0 0 3 5 100.00%
Integrity 2 0 0 0 0 3 5 100.00%
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External Services Responses

1 Request for ATM PIN Change 1
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Check Encashment 1
4 Reprinting of Bank Statement not available in the Branch 1
Total 5
124. Quezon City Circle Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 26 78.79%
2. | know what a CC is but | did not see this office’s CC. 3 9.09%
3. I learned of the CC only when | saw this office’s CC. 1 3.03%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 9.09%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 12 36.36%
2. Somewhat easy to see 1 3.03%
3. Difficult to see 2 6.06%
4. Not visible at all 2 6.06%
N/A 3 9.09%
Did not specify 13 39.39%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 10 30.30%
2. Somewhat helped 3 9.09%
3. Did not help 3 9.09%
N/A 4 12.12%
Did not specify 13 39.39%

Neither

Strongly . Strongly
Agree Agree Alsg?;eazgér Disagree Disagree
I am satlsfled with the service 27 5 0 1 3
that | availed.

N/A

Total

Overall

Responses Score

33

87.88%

SERVING THE NAT
BAGCONG PILIPINAS
Neither

Strongly " Strongly Overall

] Agieer Agreenor) Disagiee Disagree sponses Score
Assurance 5 0 0 0 0 0 5 100.00%
Outcome 1 0 1 0 0 3 5 50.00%
Overall 19 2 1 0 0 18 40 95.45%
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Neither

Service Quality Dimensions

Responsiveness 26 2 0 0 5 0 33 84.85%
Reliability 18 2 2 1 1 9 33 83.33%
Access and Facilities 17 3 0 3 1 9 33 83.33%
Communication 16 3 1 2 1 10 33 82.61%
Costs 13 1 2 1 1 15 33 77.78%
Integrity 17 2 2 1 2 9 33 79.17%
Assurance 25 4 2 0 1 1 33 90.63%
Outcome 15 3 1 0 2 12 33 85.71%

Overall 147 20 10 8 14 65 264 83.92%

External Services Responses

1 Opening of other Deposit Account 4
2 Request for Card Replacement 2
3 Cash Deposit - (Peso/Foreign Currencies) 9
4 Cash Withdrawal 1
5 Check Deposit - Peso 5
6 Check Encashment 3
7 Online Collection Payments 1
8 Request for Fund Transfer 2
9 Updating of Bank Records - Change in Account Type 1
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
11 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2
12 Trust/Treasury Placements 1
13 Printing/Reprinting of Bank Statement/Snapshot 1
Total 33
125. Quezon City Hall Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 5 55.56%
2. | know what a CC is but | did not see this office’s CC. 2 22.22%
3. I learned of the CC only when | saw this office’s CC. 1 11.11%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 11.11%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 4 44.44%

2. Somewhat easy to see
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Citizen’s Charter Answers Responses Percentage

3. Difficult to see 2 22.22%
4. Not visible at all - -

N/A 3 33.33%
Did not specify - -

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 3 33.33%
2. Somewhat helped 2 22.22%
3. Did not help 1 11.11%
N/A 3 33.33%

Did not specify

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A

Agree Disagree Disagree Responses Score

| am satisfied with the service 0
that | availed. 5 0 2 0 2 0 9 55.56%

Service Quality Dimensions

Responsiveness 4 1 0 0 4 0 9 55.56%
Reliability 4 3 2 0 0 0 9 77.78%
Access and Facilities 4 3 0 1 1 0 9 77.78%
Communication 3 4 2 0 0 0 9 77.78%
Costs 3 1 1 1 0 3 9 66.67%
Integrity 4 3 1 0 1 0 9 77.78%
Assurance 4 4 0 0 1 0 9 88.89%
Outcome 4 3 2 0 0 0 9 77.78%
Overall 30 22 8 2 7 3 72 75.36%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 3
3 Cash Withdrawal 1
4 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
5 Salary Loan 2

Total 9

126. Quirino Highway Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. 1 know what a CC is and | saw this office’s CC. 3 75.00%

2. 1 know what a CC is but I did not see this office’s CC.
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Citizen’s Charter Answers Responses Percentage

3. I learned of the CC only when | saw this office’s CC. -

4. 1 do not know what a CC is and | did not see this office’s CC. 25.00%

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 75.00%

2. Somewhat easy to see -

3. Difficult to see -

4. Not visible at all -

N/A 25.00%

Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 25.00%

2. Somewhat helped 50.00%

3. Did not help -

N/A 25.00%

Did not specify -

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
ihles;:}iasi{iaeg with the service 3 0 0 0 1 0 4 75.00%
Service Quality Dimensions
Responsiveness 3 0 0 0 1 0 4 75.00%
Reliability 3 0 0 0 1 0 4 75.00%
Access and Facilities 3 0 0 0 1 0 4 75.00%
Communication 1 2 1 0 0 0 4 75.00%
Costs 1 1 0 0 1 1 4 66.67%
Integrity 3 0 0 0 1 0 4 75.00%
Assurance 3 0 0 1 0 0 4 75.00%
Outcome 3 0 0 1 0 0 4 75.00%
Overall 20 3 1 2 5 1 32 74.19%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1

Check Deposit - Peso

Request for Fund Transfer

Total

AR (N|R
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127. Robinson's Galleria Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 100.00%

2. | know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. -

4. 1 do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see -

2. Somewhat easy to see -

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify 100.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much -

2. Somewhat helped -

3. Did not help -

N/A -

Did not specify 100.00%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
ihZTIS:\}z{Ec? with the service 4 0 0 0 0 0 4 100.00%
Service Quality Dimensions
Responsiveness 4 0 0 0 0 0 4 100.00%
Reliability 1 0 0 0 0 3 4 100.00%
Access and Facilities 1 0 0 0 0 3 4 100.00%
Communication 1 0 0 0 0 3 4 100.00%
Costs 1 0 0 0 0 3 4 100.00%
Integrity 1 0 0 0 0 3 4 100.00%
Assurance 4 0 0 0 0 0 4 100.00%
Outcome 1 0 0 0 0 3 4 100.00%
Overall 14 0 0 0 0 18 32 100.00%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 1

Check Encashment

Total

185



&3 LANDBANK

SERVING THE NATION

BAGCONG PILIPINAS
128. Roosevelt Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 35 77.78%

2. | know what a CC is but | did not see this office’s CC. 1 2.22%

3. I learned of the CC only when | saw this office’s CC. 5 11.11%

4. 1 do not know what a CC is and | did not see this office’s CC. 3 6.67%

N/A 1 2.22%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 26 59.09%

2. Somewhat easy to see 3 6.82%

3. Difficult to see - -

4. Not visible at all - -

N/A 3 6.82%

Did not specify 12 27.27%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 23 52.27%

2. Somewhat helped 4 9.09%

3. Did not help - -

N/A 3 6.82%

Did not specify 14 31.82%

Neither
Strongly ] Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
I am satls_fled with the service 38 6 0 0 0 1 25 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 37 8 0 0 0 0 45 100.00%
Reliability 30 3 0 0 0 12 45 100.00%
Access and Facilities 27 5 0 0 0 13 45 100.00%
Communication 24 8 1 0 0 12 45 96.97%
Costs 22 5 1 0 0 17 45 96.43%
Integrity 31 2 0 0 0 12 45 100.00%
Assurance 44 1 0 0 0 0 45 100.00%
Outcome 22 7 1 0 0 15 45 96.67%
Overall 237 39 3 0 0 81 360 98.92%
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External Services Responses
1 Opening of other Deposit Account 8
2 Cash Deposit - (Peso/Foreign Currencies) 5
3 Cash Withdrawal 3
4 Check Deposit - Peso 8
5 Check Encashment 3
6 Online Collection Payments 2
7 Reactivation/Closure of Dormant Deposit Account 1
8 Updating of Bank Records - Change in Account Details/Type 1
9 Updating of Bank Records - Change in Account Type 1
10 Handling of Customer’s Complaint 11
11 Salary Loan
12 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 45
129. San Juan Branch
Citizen’s Charter Answers Responses ‘ Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC.

93.75%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

6.25%

Did not specify

31.25%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

62.50%

2. Somewhat helped

3. Did not help

N/A

6.25%

Did not specify

31.25%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly
Disagree

Strongly

Agree

N/A

Total
Responses

Overall
Score

| am satisfied with the service

that | availed. 14 2 0 0 0

16

100.00%
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Neither

Service Quality Dimensions

Responsiveness 14 2 0 0 0 0 16 100.00%
Reliability 11 0 0 0 0 5 16 100.00%
Access and Facilities 11 0 0 0 0 5 16 100.00%
Communication 11 0 0 0 0 5 16 100.00%
Costs 9 0 0 0 0 7 16 100.00%
Integrity 11 0 0 0 0 5 16 100.00%
Assurance 14 2 0 0 0 0 16 100.00%
Outcome 11 0 0 0 0 5 16 100.00%

Overall 92 4 0 0 0 32 128 100.00%

1 Opening of other Deposit Account 2

2 Cash Deposit - (Peso/Foreign Currencies) 2

3 Cash Withdrawal 2

4 Check Deposit - Peso 1

5 Check Encashment 5

6 Request for Fund Transfer 1

7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

8 Handling of Customer’s Complaint 1

9 Servicing of Modified Disbursement System Transactions 1

Total 16

130. Senate Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 77.78%

2. | know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. -

4. 1 do not know what a CC is and | did not see this office’s CC. -
N/A 22.22%

Did not specify -

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

1. Easy to see 57.14%
2. Somewhat easy to see 28.57%

3. Difficult to see -

4. Not visible at all -

N/A -
Did not specify 14.29%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 57.14%
2. Somewhat helped 2 28.57%
3. Did not help - -
N/A - -
Did not specify 1 14.29%

Neither

ond noree | Agrenor Dissgree SUMOY A e Qe
1o satisfied with the service 7 2 0 0 0 0 9 100.00%
Service Quality Dimensions
Responsiveness 7 2 0 0 0 0 9 100.00%
Reliability 6 2 0 0 0 1 9 100.00%
Access and Facilities 6 2 0 0 0 1 9 100.00%
Communication 8 0 0 0 0 1 9 100.00%
Costs 2 0 2 0 0 5 9 50.00%
Integrity 6 2 0 0 0 1 9 100.00%
Assurance 9 0 0 0 0 0 9 100.00%
Outcome 4 0 2 0 0 3 9 66.67%
Overall 48 8 4 0 0 12 72 93.33%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 2

2 Cash Withdrawal 1

3 Check Deposit - Peso 3

4 Check Encashment 2

5 Online Collection Payments 1

Total 9

131. Shaw Boulevard Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 33 89.19%

2. | know what a CC is but I did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 5.41%
4. | do not know what a CC is and | did not see this office’s CC. 2 5.41%

N/A - -

Did not specify - -
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 10 27.03%

2. Somewhat easy to see 1 2.70%

3. Difficult to see - -

4. Not visible at all - -

N/A 4 10.81%

Did not specify 22 59.46%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 11 29.73%

2. Somewhat helped - -

3. Did not help - -

N/A 4 10.81%

Did not specify 22 59.46%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree 9 Dgi]sagree g Disagree Score

| am satisfied with the service o
that | availed. 35 2 0 0 0 0 37 100.00%

Service Quality Dimensions

Responsiveness 31 6 0 0 0 0 37 100.00%
Reliability 15 2 0 0 0 20 37 100.00%
Access and Facilities 15 2 0 0 0 20 37 100.00%
Communication 15 2 0 0 0 20 37 100.00%
Costs 13 2 0 0 0 22 37 100.00%
Integrity 15 2 0 0 0 20 37 100.00%
Assurance 34 3 0 0 0 0 37 100.00%
Outcome 15 2 0 0 0 20 37 100.00%
Overall 153 21 0 0 0 122 296 100.00%

External Services Responses

1 Opening of other Deposit Account 7
2 Request for Card Replacement 1
3 Cash Deposit - (Peso/Foreign Currencies) 4
4 Cash Withdrawal 8
5 Check Deposit - Peso 4
6 Check Encashment 10
7 Online Collection Payments 2
8 Request for Fund Transfer

Total 37
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132. SMC Complex Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 20 100.00%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. I do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 10 50.00%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 10 50.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 40.00%

2. Somewhat helped 10.00%

3. Did not help - -

N/A - -

Did not specify 10 50.00%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 17 3 0 0 0 0 20 100.00%
Service Quality Dimensions
Responsiveness 17 3 0 0 0 0 20 100.00%
Reliability 8 2 0 0 0 10 20 100.00%
Access and Facilities 8 2 0 0 0 10 20 100.00%
Communication 8 2 0 0 0 10 20 100.00%
Costs 8 2 0 0 0 10 20 100.00%
Integrity 8 2 0 0 0 10 20 100.00%
Assurance 17 3 0 0 0 0 20 100.00%
Outcome 8 2 0 0 0 10 20 100.00%
Overall 82 18 0 0 0 60 160 100.00%

Opening of other Deposit Account

External Services Responses
1 2

Cash Deposit - (Peso/Foreign Currencies)
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3 Cash Withdrawal 2
4 Check Deposit - Peso 7
5 Online Collection Payments 1
Total 20
133. South Harbor Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 14 93.33%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 6.67%
4. | do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 8 53.33%
2. Somewhat easy to see 3 20.00%
3. Difficult to see - -
4. Not visible at all 1 6.67%
N/A - -
Did not specify 3 20.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 8 53.33%
2. Somewhat helped 1 6.67%
3. Did not help 1 6.67%
N/A 1 6.67%
Did not specify 4 26.67%

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A

Agree Disagree Disagree Responses Score

| am satisfied with the service 0
that | availed. 12 1 0 1 1 0 15 86.67%

Service Quality Dimensions

Responsiveness 13 0 0 1 1 0 15 86.67%
Reliability 11 0 0 0 1 3 15 91.67%
Access and Facilities 11 0 0 0 1 3 15 91.67%
Communication 10 1 0 0 1 3 15 91.67%
Costs 9 0 0 1 0 5 15 90.00%
Integrity 11 0 0 1 0 3 15 91.67%
Assurance 12 1 2 0 0 0 15 86.67%
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External Services Responses

1 Opening of other Deposit Account 3
2 Request for Card Replacement 1
3 Cash Deposit - (Peso/Foreign Currencies) 3
4 Cash Withdrawal 1
5 Updating of Bank Records - Change in Account Details/Type 3
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
7 Salary Loan 1
8 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 15
134. South Mortgage Banking Department
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 5 5.05%
2. | know what a CC is but | did not see this office’s CC. 34 34.34%
3. I learned of the CC only when | saw this office’s CC. 11 11.11%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 1.01%
N/A 22 22.22%
Did not specify 26 26.26%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 4 7.84%
2. Somewhat easy to see 7 13.73%
3. Difficult to see 11 21.57%
4. Not visible at all 19 37.25%
N/A 10 19.61%
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 13.73%
2. Somewhat helped 23 45.10%
3. Did not help 7 13.73%
N/A 14 27.45%
Did not specify - -

BAGONG PILIPINAS
Al-l. NG TR G SfeEGIEE 0 o“ : . ota ) O -.‘
0 D agree ag PO O
Outcome 11 1 0 0 0 3 15 100.00%
Overall 88 3 2 3 4 20 120 91.00%
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Stronegzely Agree Aglzg]ﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
jom satistieclwith the service 34 55 9 0 0 1 99 90.82%
Service Quality Dimensions
Responsiveness 23 58 17 1 0 0 99 81.82%
Reliability 35 50 14 0 0 0 99 85.86%
Access and Facilities 23 50 23 0 0 3 99 76.04%
Communication 27 53 17 2 0 0 99 80.81%
Costs 21 42 15 0 0 21 99 80.77%
Integrity 40 47 12 0 0 99 87.88%
Assurance 45 41 13 0 0 0 99 86.87%
Outcome 39 48 12 0 0 0 99 87.88%
Overall 253 389 123 3 0 24 792 83.59%

External Services Responses

1 Issuance of Certificate of Outstanding Balances and Interest Paid 64
2 Issuance of Certificate of Full Payment 16
3 Issuance of Letter of Guarantee 19
Total 99
135. Special Assets Department |
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 26 40.63%
2. I know what a CC is but | did not see this office’s CC. 5 7.81%
3. I learned of the CC only when | saw this office’s CC. 11 17.19%
4.1 do not know what a CC is and | did not see this office’s CC. 19 29.69%
N/A 3 4.69%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 31 50.82%
2. Somewhat easy to see 4 6.56%
3. Difficult to see 3 4.92%
4. Not visible at all 1 1.64%
N/A 21 34.43%
Did not specify 1 1.64%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 32 52.46%
2. Somewhat helped 7 11.48%
3. Did not help 1 1.64%

194



&3 LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
N/A 20 32.79%
Did not specify 1 1.64%

Neither

orly agree ageenor Disagree DOTOY NA | Qo
1.am satisfieclwith the service 53 10 1 0 0 0 64 98.44%

Service Quality Dimensions
Responsiveness 40 20 4 0 0 0 64 93.75%
Reliability 53 10 1 0 0 0 64 98.44%
Access and Facilities 45 13 6 0 0 0 64 90.63%
Communication 46 15 2 0 0 1 64 96.83%
Costs 41 12 2 0 1 8 64 94.64%
Integrity 56 7 1 0 0 0 64 98.44%
Assurance 60 3 1 0 0 0 64 98.44%
Outcome 51 12 1 0 0 0 64 98.44%
Overall 392 92 18 0 1 9 512 96.22%

External Services Responses

1 Redemption and Acceptance of Full Payment of Redemption Price 1
2 Release of Sale Documents to ROPA Buyer 63
Total 64
136. Special Assets Department |l
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 33.33%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4.1 do not know what a CC is and | did not see this office’s CC. 2 66.67%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 33.33%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 2 66.67%

Did not specify
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 33.33%
2. Somewhat helped - -
3. Did not help - -
N/A 2 66.67%
Did not specify - -

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service o
that | availed. 2 1 0 0 0 0 3 100.00%
Service Quality Dimensions
Responsiveness 2 0 1 0 0 0 3 66.67%
Reliability 2 1 0 0 0 0 3 100.00%
Access and Facilities 2 1 0 0 0 0 3 100.00%
Communication 2 0 1 0 0 0 3 66.67%
Costs 1 1 0 0 0 1 3 100.00%
Integrity 2 1 0 0 0 0 3 100.00%
Assurance 2 1 0 0 0 0 3 100.00%
Outcome 2 1 0 0 0 0 3 100.00%
Overall 15 6 2 0 0 1 24 91.30%
External Services Responses
1 Declaration/Approval of Winning Bidder for Disposal via Public Bidding 1
2 Release of Sale Documents to ROPA Buyer 2
Total 3

137. Sucat - A. Santos Avenue Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 4 44.44%

2. | know what a CC is but | did not see this office’s CC. 1 11.11%

3. I learned of the CC only when | saw this office’s CC. 2 22.22%

4. I do not know what a CC is and | did not see this office’s CC. 2 22.22%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 4 44.44%

2. Somewhat easy to see 2 22.22%
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Citizen’s Charter Answers Responses Percentage
3. Difficult to see - -
4. Not visible at all - -
N/A 2 22.22%
Did not specify 1 11.11%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 5 55.56%
2. Somewhat helped 1 11.11%
3. Did not help - -
N/A 2 22.22%
Did not specify 1 11.11%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service 7 2 0 0 0 0 9 100.00%

Service Quality Dimensions
Responsiveness 6 2 1 0 0 0 9 88.89%
Reliability 6 2 0 0 0 1 9 100.00%
Access and Facilities 6 2 0 0 0 1 9 100.00%
Communication 6 1 0 1 0 1 9 87.50%
Costs 4 2 0 0 0 3 9 100.00%
Integrity 6 2 0 0 0 1 9 100.00%
Assurance 7 2 0 0 0 0 9 100.00%
Outcome 5 1 1 0 0 2 9 85.71%
Overall 46 14 2 1 0 9 72 95.24%

External Services Responses

1 Opening of other Deposit Account 4
2 Request for ATM PIN Change 2
3 Cash Deposit - (Peso/Foreign Currencies) 1
4 Reactivation/Closure of Dormant Deposit Account 1
5 Request for Checkbook 1

Total 9

138. Sucat Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 15 75.00%
2. 1 know what a CC is but I did not see this office’s CC. - -
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Citizen’s Charter Answers Responses Percentage

3. I learned of the CC only when | saw this office’s CC. 5 25.00%

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 15 75.00%

2. Somewhat easy to see 10.00%

3. Difficult to see 10.00%

4. Not visible at all - -

N/A - -

Did not specify 1 5.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 17 85.00%

2. Somewhat helped 5.00%

3. Did not help 5.00%

N/A - -

Did not specify 1 5.00%

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
om satistieclwith the service 20 0 0 0 0 0 20 100.00%
Service Quality Dimensions
Responsiveness 17 2 0 1 0 0 20 95.00%
Reliability 19 0 0 0 0 1 20 100.00%
Access and Facilities 18 1 0 0 0 1 20 100.00%
Communication 17 2 0 0 0 1 20 100.00%
Costs 13 2 0 0 0 5 20 100.00%
Integrity 19 0 0 0 0 1 20 100.00%
Assurance 20 0 0 0 0 0 20 100.00%
Outcome 18 1 0 0 0 1 20 100.00%
Overall 141 8 0 1 0 10 160 99.33%

External Services Responses

Opening of a Deposit Account through Digital Onboarding System

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

Request for Fund Transfer

N~N|jlofla|h~h[fw|N|F

Updating of Bank Records - Change in Account Details/Type

RPIN|IN|FRP[N[O]|F
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External Services Responses

8 Updating of Bank Records - Change in Account Type 1
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
10 Servicing of Modified Disbursement System Transactions 2

Total 20

139. Supreme Court Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 8 53.33%
2. I know what a CC is but | did not see this office’s CC. 2 13.33%
3. I learned of the CC only when | saw this office’s CC. 3 20.00%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 6.67%
N/A 1 6.67%
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 11 78.57%
2. Somewhat easy to see 1 7.14%

3. Difficult to see - -

4. Not visible at all - -

N/A 2 14.29%

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 9 64.29%
2. Somewhat helped 3 21.43%
3. Did not help - -

N/A 2 14.29%

Did not specify - -

Neither

Strongly . Strongly Total Overall

Agree ARITEE %%gzzg%r RS Disagree e Responses Score

| am satisfied with the service o
that | availed. 13 2 0 0 0 0 15 100.00%

Service Quality Dimensions

Responsiveness 13 2 0 0 0 0 15 100.00%
Reliability 14 1 0 0 0 0 15 100.00%
Access and Facilities 13 2 0 0 0 0 15 100.00%
Communication 12 3 0 0 0 0 15 100.00%
Costs 10 2 0 0 0 3 15 100.00%
Integrity 14 1 0 0 0 0 15 100.00%
Assurance 13 2 0 0 0 0 15 100.00%
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External Services Responses

1 Opening of other Deposit Account 3
2 Release of Captured Card 1
3 Cash Deposit - (Peso/Foreign Currencies) 2
4 Updating of Bank Records - Change in Account Details/Type 2
5 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 4
6 Trust/Treasury Placements 1
7 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
Total 15
140. T. M. Kalaw Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 54.55%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 27.27%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 18.18%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 7 63.64%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 2 18.18%
Did not specify 2 18.18%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 63.64%
2. Somewhat helped - -
3. Did not help - -
N/A 2 18.18%
Did not specify 2 18.18%

BAGONG PILIPINAS
Al-l. NG TR G SfeEGIEE 0 o“ : . ota ) O -.‘
0 D agree ad PO O
Outcome 13 2 0 0 0 15 100.00%
Overall 102 15 0 0 3 120 100.00%
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Neither

{haaTIS;fiasi{f(?_ with the service 10 1 0 0 0 0 11 100.00%

Service Quality Dimensions
Responsiveness 11 0 0 0 0 0 11 100.00%
Reliability 11 0 0 0 0 0 11 100.00%
Access and Facilities 10 1 0 0 0 0 11 100.00%
Communication 9 2 0 0 0 0 11 100.00%
Costs 9 1 0 0 0 1 11 100.00%
Integrity 10 1 0 0 0 0 11 100.00%
Assurance 10 1 0 0 0 0 11 100.00%
Outcome 8 2 0 0 0 1 11 100.00%
Overall 78 8 0 0 0 2 88 100.00%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 4

2 Cash Withdrawal 1

3 Check Deposit - Peso 3

4 Check Encashment 1

5 Closure of Deposit Account 1

6 Online Collection Payments 1

Total 11

141. Taft Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 20 71.43%
2. I know what a CC is but | did not see this office’s CC. 1 3.57%
3. I learned of the CC only when | saw this office’s CC. 6 21.43%
4. | do not know what a CC is and | did not see this office’s CC. 1 3.57%

N/A - -

Did not specify - -

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

1. Easy to see 15 53.57%
2. Somewhat easy to see 1 3.57%
3. Difficult to see 2 7.14%

4. Not visible at all - -
N/A 1 3.57%
Did not specify 9 32.14%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 14 50.00%
2. Somewhat helped 2 7.14%
3. Did not help 2 7.14%
N/A 1 3.57%
Did not specify 9 32.14%

Neither

Sforl? | ngree  agreenor pisagree SINOY A o, Qo
ié’?f:\f;‘;gg with the service 21 3 0 1 3 0 28 85.71%
Service Quality Dimensions
Responsiveness 20 3 1 1 3 0 28 82.14%
Reliability 15 0 1 1 1 10 28 83.33%
Access and Facilities 15 0 0 1 2 10 28 83.33%
Communication 15 0 2 0 1 10 28 83.33%
Costs 14 0 1 0 1 12 28 87.50%
Integrity 15 1 0 0 2 10 28 88.89%
Assurance 22 3 1 0 2 0 28 89.29%
Outcome 14 0 2 0 1 11 28 82.35%
Overall 130 7 8 3 13 63 224 85.09%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Request for Checkbook

Updating of Bank Records - Change in Account Details/Type

O|lo|N[fojO|~|W[(N|F

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

=
o

Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

RPlrR|lR|IRPRlw|lO|™M|IN[DM|O

Total

N
[e¢]
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142. Taft-Quirino Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. -

2. | know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. 100.00%

4. I do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 100.00%

2. Somewhat easy to see -

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 100.00%

2. Somewhat helped -

3. Did not help -

N/A -

Did not specify -

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
ihZTIS:\}z{Ec? with the service 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 1 0 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 0 0 0 0 0 1 1 -
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 0 0 0 0 0 1 1 -
Overall 6 0 0 0 0 2 8 100.00%

1 Updating of Bank Records - Change in Account Details/Type

External Services Responses
1

Total
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143. Taguig City Hall Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 11 64.71%
2. | know what a CC is but | did not see this office’s CC. 1 5.88%
3. I learned of the CC only when | saw this office’s CC. 3 17.65%
4. | do not know what a CC is and | did not see this office’s CC. 2 11.76%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 9 52.94%
2. Somewhat easy to see 2 11.76%
3. Difficult to see 1 5.88%
4. Not visible at all - -
N/A 2 11.76%
Did not specify 17.65%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 41.18%
2. Somewhat helped 23.53%
3. Did not help -
N/A 17.65%
Did not specify 17.65%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo,
i&’{‘f:\fgfg with the service 14 2 0 0 1 0 17 94.12%
Service Quality Dimensions
Responsiveness 12 3 1 0 1 0 17 88.24%
Reliability 12 2 0 0 0 3 17 100.00%
Access and Facilities 10 4 0 0 0 3 17 100.00%
Communication 11 3 0 0 0 3 17 100.00%
Costs 10 2 0 0 0 5 17 100.00%
Integrity 11 2 1 0 0 3 17 92.86%
Assurance 14 2 0 1 0 0 17 94.12%
Outcome 13 1 0 0 0 3 17 100.00%
Overall 93 19 2 1 1 20 136 96.55%

External Services

1 Opening of other Deposit Account

Responses
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2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Check Encashment 2
4 Request for Fund Transfer 1
5 Updating of Bank Records - Change in Account Details/Type 2
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

Total 17

Tayuman Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

Did not specify

1. I know what a CC is and | saw this office’s CC. 135 85.99%
2. 1 know what a CC is but | did not see this office’s CC. 6 3.82%
3. I learned of the CC only when | saw this office’s CC. 9 5.73%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 1.91%
N/A 4 2.55%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 121 79.08%
2. Somewhat easy to see 16 10.46%
3. Difficult to see 1 0.65%
4. Not visible at all 1 0.65%
N/A 5 3.27%
Did not specify 9 5.88%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 134 87.58%
2. Somewhat helped 9 5.88%
3. Did not help 1 0.65%
N/A 3 1.96%
6 3.92%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
I am sausﬂed with the service 147 7 0 1 5 0 157 98.09%
that | availed.
Service Quality Dimensions
Responsiveness 139 14 0 0 3 1 157 98.08%
Reliability 140 10 1 1 1 4 157 98.04%
Access and Facilities 134 15 1 1 1 5 157 98.03%
Communication 130 19 1 1 1 5 157 98.03%
Costs 95 14 1 1 1 45 157 97.32%
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Neither

Integrity 136 14 1 1 1 157 98.04%
Assurance 149 6 0 1 1 0 157 98.73%
Outcome 131 14 0 1 1 10 157 98.64%

Overall 1,054 106 5 7 10 74 1,256 98.14%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1

2 Opening of other Deposit Account 43

3 Release of Captured Card

4 Request for ATM PIN Change

5 Cash Deposit - (Peso/Foreign Currencies)

6 Cash Withdrawal 14

7 Check Deposit - Peso 12

8 Check Encashment 12

9 Online Collection Payments

10 Request for Checkbook

11 Request for Fund Transfer

12 Updating of Bank Records - Change in Account Details/Type 15

13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 19

14 Handling of Customer’'s Complaint 1

15 Salary Loan 6

16 Request for Bank Certification/Statement of Account for Salary Loan 1

17 Bond Redemption and Interest Payment 1

18 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1

19 Outgoing Remittance/Wire Transfer 1

20 Servicing of Modified Disbursement System Transactions 2

21 Trust/Treasury Placements 2

22 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1

23 Printing/Reprinting of Bank Statement/Snapshot 10

Total 157
145. Tinajeros Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 45 56.96%
2. | know what a CC is but | did not see this office’s CC. 1 1.27%
3. I learned of the CC only when | saw this office’s CC. 18 22.78%
4. 1 do not know what a CC is and | did not see this office’s CC. 7.59%
N/A 11.39%
Did not specify - -
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 56 80.00%

2. Somewhat easy to see 6 8.57%

3. Difficult to see - -

4. Not visible at all -

N/A 8.57%

Did not specify 2.86%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 58 82.86%

2. Somewhat helped 4 5.71%

3. Did not help -

N/A 8.57%

Did not specify 2.86%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree 9 Dgi]sagree g Disagree Score

| am satisfied with the service o
that | availed. 71 8 0 0 0 0 79 100.00%

Service Quality Dimensions

Responsiveness 62 14 2 1 0 0 79 96.20%
Reliability 69 8 0 0 0 2 79 100.00%
Access and Facilities 67 10 0 0 0 2 79 100.00%
Communication 66 2 0 0 3 79 97.37%
Costs 57 1 2 0 10 79 95.65%
Integrity 67 10 0 0 0 2 79 100.00%
Assurance 68 11 0 0 0 79 100.00%
Outcome 65 12 0 0 0 79 100.00%
Overall 521 82 5 3 0 21 632 98.69%

External Services Responses

1 Opening of other Deposit Account 14
2 Cash Deposit - (Peso/Foreign Currencies) 15
3 Cash Withdrawal 9
4 Check Deposit - Peso 15
5 Check Encashment 9
6 Online Collection Payments 3
7 Updating of Bank Records - Change in Account Type 2
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
9 Request for Bank Certification/Statement of Account for Salary Loan 5
10 Outgoing Remittance/Wire Transfer 2
11 Printing/Reprinting of Bank Statement/Snapshot 4

Total 79

207



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS
146. Tomas Morato Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 10 21.74%

2. | know what a CC is but | did not see this office’s CC. 10 21.74%

3. I learned of the CC only when | saw this office’s CC. 24 52.17%

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A 2 4.35%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 14 31.82%

2. Somewhat easy to see 30 68.18%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 16 36.36%

2. Somewhat helped 28 63.64%

3. Did not help - R

N/A - -

Did not specify - -

Neither

Strongly . Strongly Total Overall

Agree REE %%gzzg%r RS Disagree e Responses Score

| am satisfied with the service o
that | availed. 42 4 0 0 0 0 46 100.00%

Service Quality Dimensions

Responsiveness 42 4 0 0 0 0 46 100.00%
Reliability 38 8 0 0 0 0 46 100.00%
Access and Facilities 40 4 0 0 0 2 46 100.00%
Communication 28 4 2 4 0 8 46 84.21%
Costs 34 4 2 0 0 6 46 95.00%
Integrity 38 8 0 0 0 0 46 100.00%
Assurance 40 6 0 0 0 0 46 100.00%
Outcome 40 6 0 0 0 0 46 100.00%
Overall 300 44 4 4 0 16 368 97.73%

External Services Responses
1

Request for ATM PIN Change 18
Request for Bank Certification/Statement of Account for Salary Loan 28
Total 46
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147. Treasury
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 346 87.15%

2. | know what a CC is but | did not see this office’s CC. 5 1.26%

3. I learned of the CC only when | saw this office’s CC. 37 9.32%

4. 1 do not know what a CC is and | did not see this office’s CC. 9 2.27%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 345 86.90%

2. Somewhat easy to see 41 10.33%

3. Difficult to see - -

4. Not visible at all - -

N/A 11 2.77%

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 345 86.90%

2. Somewhat helped 40 10.08%

3. Did not help - -

N/A 11 2.77%

Did not specify 1 0.25%

Neither

orly agree agreeor Disagree DOMOY A | Qo
{%Tf;ﬂ;‘;fj_ with the service | g7 110 0 0 0 0 397 100.00%

Service Quality Dimensions
Responsiveness 223 167 4 0 0 3 397 98.98%
Reliability 257 139 1 0 0 0 397 99.75%
Access and Facilities 253 139 1 0 0 4 397 99.75%
Communication 222 169 5 0 0 1 397 98.74%
Costs 300 89 2 0 0 6 397 99.49%
Integrity 330 64 1 0 0 2 397 99.75%
Assurance 340 57 0 0 0 0 397 100.00%
Outcome 333 63 0 0 0 1 397 100.00%
Overall 2,258 887 14 0 0 17 3,176 99.56%
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Responses

1 Brokering / Distribution of Peso-Denominated Corporate Bonds or LBP Issues in the Primary 1
Market

> Brokering / Distribution of Peso-Denominated Corporate Bonds or LBP Issues in the Secondary 1
Market (Purchase)

3 Brokering / Distribution of Peso-Denominated Government Securities (GS) - Retail Treasury 1
Bonds (RTBs) in the Primary Market
Brokering / Distribution of Peso-Denominated Government Securities (GS) — Treasury Bills (T-

4 Bills), Retail Treasury Bonds (RTBs) and Fixed Rate Treasury Notes (FXTNSs), in the Primary 50
Market
Brokering / Distribution of Peso-Denominated Government Securities (GS) — Treasury Bills (T-

5 Bills), Retail Treasury Bonds (RTBs) and Fixed Rate Treasury Notes (FXTNSs), in the Secondary 267
Market (Purchase)
Brokering / Distribution of Peso-Denominated Government Securities (GS) — Treasury Bills (T-

6 Bills), Retail Treasury Bonds (RTBs) and Fixed Rate Treasury Notes (FXTNSs), in the Secondary 58
Market (Sale)

7 Investment Banking — Arranging for the Issuance of Bonds or Long-term Negotiated Certificates of 9
Deposits (LTNCD) or Equity Securities

Total 397
148. Trust

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses Percentage

1. I know what a CC is and | saw this office’s CC. 897 64.58%
2. | know what a CC is but | did not see this office’s CC. 40 2.88%
3. I learned of the CC only when | saw this office’s CC. 82 5.90%
4. 1 do not know what a CC is and | did not see this office’s CC. 38 2.74%
N/A 300 21.60%
Did not specify 32 2.30%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 892 84.39%
2. Somewhat easy to see 87 8.23%
3. Difficult to see 22 2.08%
4. Not visible at all 6 0.57%
N/A 49 4.64%
Did not specify 1 0.09%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 605 57.24%
2. Somewhat helped 53 5.01%
3. Did not help 8 0.76%
N/A 53 5.01%
Did not specify 338 31.98%

Neither

Strongly . Strongly
Agree Agree %@;;thlrr:g Disagree Disagree
I am sansﬁed with the service 1,266 119 5 0 0
that | availed.

N/A

Total Overall
Responses Score

1,389 99.86%
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Strongly Neither

ee

Agree Agree nor Disagree

Strongly
Disagree

Total

Responses

Service Quality Dimensions

Responsiveness 1,182 187 8 0 2 10 1,389 99.27%
Reliability 1,244 140 1 0 0 4 1,389 99.93%
Access and Facilities 1,209 162 7 1 0 10 1,389 99.42%
Communication 1,161 197 15 4 0 12 1,389 98.62%
Costs 1,169 172 0 0 45 1,389 99.78%
Integrity 1,242 141 0 0 1,389 99.86%
Assurance 1,264 121 0 0 2 1,389 99.86%
Outcome 1,254 128 0 0 1,389 99.78%

Overall 9,725 1,248 41 5 2 91 11,112 99.56%

External Services Responses

1 Opening of Escrow Accounts 44
2 Opening of Trust Accounts 179
3 é?ndeiltiional Contribution / Reinvestment through Advance Copy of Letter of Instruction sent Via 215
4 Additional Contribution / Reinvestment Physical Original Copy 140
5 Account Withdrawal 632
6 Account Closure/Termination 39
7 Issuance of Bank Certification 140
Total 1,389

149. U.N. Avenue Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 21 80.77%

2. 1 know what a CC is but | did not see this office’s CC. 5 19.23%

3. I learned of the CC only when | saw this office’s CC. - -

4. I do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 17 65.38%

2. Somewhat easy to see 4 15.38%

3. Difficult to see - -

4. Not visible at all 2 7.69%

N/A - -

Did not specify 3 11.54%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 19 73.08%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat helped 1 3.85%
3. Did not help 3 11.54%
N/A - -
Did not specify 3 11.54%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly N/A Total Overall
Disagree Responses Score

Strongly

Agree

{&Tf;\f;‘;ﬁ with the service 22 0 0 0 4 0 26 84.62%

Service Quality Dimensions
Responsiveness 12 0 0 0 4 10 26 75.00%
Reliability 21 0 0 0 4 1 26 84.00%
Access and Facilities 11 0 0 1 3 11 26 73.33%
Communication 21 1 0 0 3 1 26 88.00%
Costs 9 1 1 1 1 13 26 76.92%
Integrity 19 3 0 0 3 1 26 88.00%
Assurance 22 1 1 0 2 0 26 88.46%
Outcome 10 1 0 0 2 13 26 84.62%
Overall 125 7 2 2 22 50 208 83.54%

External Services Responses

1 Opening of other Deposit Account 4
2 Cash Deposit - (Peso/Foreign Currencies) 1
3 Cash Withdrawal 2
4 Check Deposit - Peso 1
5 Online Collection Payments 1
6 Request for Fund Transfer 2
7 Updating of Bank Records - Change in Account Details/Type 2
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
9 Handling of Customer’s Complaint 10
10 Request for Bank Certification/Statement of Account for Salary Loan
11 Servicing of Modified Disbursement System Transactions 1
Total 26
150. UP Diliman Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 21 72.41%
2. | know what a CC is but I did not see this office’s CC. 5 17.24%
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Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
ihlesaasiasifliee(?. with the service 23 5 0 1 3 0 29 86.21%
Service Quality Dimensions
Responsiveness 19 6 0 0 4 0 29 86.21%
Reliability 22 2 1 0 3 1 29 85.71%
Access and Facilities 21 2 0 0 4 2 29 85.19%
Communication 19 3 0 1 2 4 29 88.00%
Costs 12 5 0 0 0 12 29 100.00%
Integrity 19 4 1 1 1 3 29 88.46%
Assurance 22 3 1 0 2 29 89.29%
Outcome 20 4 2 0 1 29 88.89%
Overall 154 29 5 2 17 25 232 88.41%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

Reactivation/Closure of Dormant Deposit Account

Request for Fund Transfer

N~N|jlofla|h~h[fw|N|F

Updating of Bank Records - Change in Account Details/Type

NN NN N

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
3. I learned of the CC only when | saw this office’s CC. - -
4. I do not know what a CC is and | did not see this office’s CC. 1 3.45%
N/A 2 6.90%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 17 62.96%
2. Somewhat easy to see 4 14.81%
3. Difficult to see 1 3.70%
4. Not visible at all 1 3.70%
N/A 3 11.11%
Did not specify 1 3.70%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 17 62.96%
2. Somewhat helped 5 18.52%
3. Did not help 2 7.41%
N/A 2 7.41%
Did not specify 1 3.70%
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External Services Responses

8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
9 Salary Loan 12
10 Request for Bank Certification/Statement of Account for Salary Loan 2

Total 29

151. Valenzuela Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 18 72.00%

2. 1 know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 6 24.00%

4. I do not know what a CC is and | did not see this office’s CC. 1 4.00%

N/A - -

Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 21 84.00%

2. Somewhat easy to see 2 8.00%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 4.00%

Did not specify 1 4.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 21 84.00%

2. Somewhat helped 1 4.00%

3. Did not help - -

N/A 2 8.00%

Did not specify 1 4.00%

Neither

Strongly . Strongly Total Overall

Agree ARITEE %%gzzg%r RS Disagree e Responses Score

| am satisfied with the service o
that | availed. 23 2 0 0 0 0 25 100.00%

Service Quality Dimensions

Responsiveness 20 4 1 0 0 0 25 96.00%
Reliability 21 3 0 0 0 1 25 100.00%
Access and Facilities 22 1 1 0 0 1 25 95.83%
Communication 19 4 0 0 0 2 25 100.00%
Costs 15 4 1 0 0 5 25 95.00%
Integrity 20 4 0 0 0 1 25 100.00%
Assurance 23 2 0 0 0 0 25 100.00%
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Outcome 19 3 0 0 0 3 25 100.00%
Overall 159 25 3 0 0 13 200 98.40%

External Services Responses

1 Opening of other Deposit Account 3
2 Request for Card Replacement
3 Cash Deposit - (Peso/Foreign Currencies) 11
4 Cash Withdrawal 5
5 Check Deposit - Peso 1
6 Check Encashment 1
7 Online Collection Payments 1
8 Updating of Bank Records - Change in Account Details/Type 1
9 Domestic Bills Purchase Initiation/Availment 1
Total 25
152. Villamor Airbase Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 46 90.20%
2. | know what a CC is but | did not see this office’s CC. 2 3.92%
3. I learned of the CC only when | saw this office’s CC. 1 1.96%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 1.96%
N/A 1 1.96%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 21 42.00%
2. Somewhat easy to see 3 6.00%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 2.00%
Did not specify 25 50.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 20 40.00%
2. Somewhat helped 3 6.00%
3. Did not help - -
N/A 1 2.00%
Did not specify 26 52.00%
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Neither

{haaTIS;fiasi{f(?_ with the service 47 4 0 0 0 0 51 100.00%

Service Quality Dimensions
Responsiveness 43 8 0 0 0 0 51 100.00%
Reliability 30 3 0 0 0 18 51 100.00%
Access and Facilities 31 2 0 0 0 18 51 100.00%
Communication 30 1 0 0 0 20 51 100.00%
Costs 28 3 0 0 0 20 51 100.00%
Integrity 30 2 1 0 0 18 51 96.97%
Assurance 48 3 0 0 0 0 51 100.00%
Outcome 30 2 1 0 0 18 51 96.97%
Overall 270 24 2 0 0 112 408 99.32%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 12
3 Cash Deposit - (Peso/Foreign Currencies) 12
4 Cash Withdrawal 4
5 Check Deposit - Peso
6 Check Encashment 13
7 Online Collection Payments 1
8 Request for Fund Transfer 1
9 Updating of Bank Records - Change in Account Type 1
10 Handling of Customer’s Complaint 1
11 Trust/Treasury Placements 1
12 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
13 Printing/Reprinting of Bank Statement/Snapshot 1
Total 51
153. Visayas Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 54.55%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 18.18%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 27.27%

N/A

Did not specify

CC2. If aware of CC, would you say that the CC of this office was...?
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Citizen’s Charter Answers Responses Percentage
1. Easy to see 54.55%
2. Somewhat easy to see 18.18%
3. Difficult to see - -
4. Not visible at all - -
N/A 3 27.27%
Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 63.64%
2. Somewhat helped - -
3. Did not help 1 9.09%
N/A 3 27.27%
Did not specify - -

Neither

Strongly

Agree Disagree

Agree | Agree nor | Disagree

Strongly
Disagree

Total

Overall

Responses Score

ihZTlsgi:iflieeg. with the service 8 5 1 0 0 0 11 90.91%

Service Quality Dimensions
Responsiveness 7 2 0 1 1 0 11 81.82%
Reliability 9 2 0 0 0 0 11 100.00%
Access and Facilities 8 3 0 0 0 0 11 100.00%
Communication 7 2 0 0 0 2 11 100.00%
Costs 6 1 0 0 0 4 11 100.00%
Integrity 8 2 0 0 0 1 11 100.00%
Assurance 8 3 0 0 0 0 11 100.00%
Outcome 6 4 0 0 0 1 11 100.00%
Overall 59 19 0 1 1 8 88 97.50%

External Services Responses

1 Opening of other Deposit Account 3
2 Cash Deposit - (Peso/Foreign Currencies) 3
3 Check Deposit - Peso 4
4 Online Collection Payments 1

Total 11

154. West Avenue Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. l know what a CC is and | saw this office’s CC. a7 I 79.66%
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Sggrne%y Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
Disagree

om satistieclwith the service 54 2 1 0 1 1 59 96.55%

Service Quality Dimensions
Responsiveness 49 7 1 0 2 0 59 94.92%
Reliability 39 2 1 0 1 16 59 95.35%
Access and Facilities 39 1 2 1 0 16 59 93.02%
Communication 38 2 0 0 1 18 59 97.56%
Costs 29 0 1 0 0 29 59 96.67%
Integrity 40 1 0 1 1 16 59 95.35%
Assurance 55 2 2 0 0 0 59 96.61%
Outcome 38 2 2 0 0 17 59 95.24%
Overall 327 17 9 2 5 112 472 95.56%

External Services Responses

Opening of other Deposit Account

17

Request for ATM PIN Change

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

oW |N|F

Check Deposit - Peso

Oflw|lalkrLr|N

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
2. I know what a CC is but | did not see this office’s CC. 3 5.08%
3. I learned of the CC only when | saw this office’s CC. 1 1.69%
4. 1 do not know what a CC is and | did not see this office’s CC. 5 8.47%
N/A 3 5.08%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 27 48.21%
2. Somewhat easy to see 6 10.71%
3. Difficult to see 1.79%
4. Not visible at all - -

N/A 6 10.71%
Did not specify 16 28.57%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 26 46.43%
2. Somewhat helped 6 10.71%
3. Did not help 1.79%
N/A 7 12.50%
Did not specify 16 28.57%
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7 Check Encashment 1
8 Closure of Deposit Account 1
9 Online Collection Payments 4
10 Request for Fund Transfer 5
11 Updating of Bank Records - Change in Account Details/Type 1
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 6
13 Handling of Customer’s Complaint 1
14 Salary Loan 2
15 Request for Bank Certification/Statement of Account for Salary Loan 2
16 Domestic Bills Purchase Initiation/Availment 1
17 Printing/Reprinting of Bank Statement/Snapshot 1
Total 59
155. West Mortgage Banking Department
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 26 27.96%
2. | know what a CC is but | did not see this office’s CC. 22 23.66%
3. I learned of the CC only when | saw this office’s CC. 8 8.60%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 21 22.58%
Did not specify 16 17.20%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 18 32.14%
2. Somewhat easy to see 19 33.93%
3. Difficult to see 5 8.93%
4. Not visible at all 13 23.21%
N/A - -
Did not specify 1 1.79%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 21 37.50%
2. Somewhat helped 27 48.21%
3. Did not help 1 1.79%
N/A 6 10.71%
Did not specify 1 1.79%

Strongly
Disagree

Strongly

Agree | Agree nor | Disagree

Agree Disagree

Neither

| am satisfied with the service

that | availed. 42 50 1 0 0

Total Overall

b Responses Score

0 93 98.92%

219



& LANDBANK

SERVING THE NAT

Stronegzely Agree Aglzg]ﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
Service Quality Dimensions

Responsiveness 39 33 21 0 0 0 93 77.42%
Reliability 44 46 2 0 0 1 93 97.83%
Access and Facilities 36 33 22 0 0 2 93 75.82%
Communication 34 37 19 0 0 3 93 78.89%
Costs 28 51 3 0 0 11 93 96.34%
Integrity 53 19 20 0 0 93 78.26%
Assurance 70 20 3 0 0 0 93 96.77%
Outcome 46 43 3 0 0 1 93 96.74%

Overall 350 282 93 0 0 19 744 87.17%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 2
2 Issuance of Certificate of Outstanding Balances and Interest Paid 28
3 Issuance of Certificate of Full Payment 29
4 Issuance of Letter of Guarantee 34
Total 93
156. YMCA Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 69 82.14%
2. I know what a CC is but | did not see this office’s CC. 2 2.38%
3. I learned of the CC only when | saw this office’s CC. 4 4.76%
4.1 do not know what a CC is and | did not see this office’s CC. 5 5.95%
N/A 4 4.76%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 68 85.00%
2. Somewhat easy to see 3 3.75%
3. Difficult to see 1 1.25%
4. Not visible at all - -
N/A 6 7.50%
Did not specify 2 2.50%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 70 87.50%
2. Somewhat helped 2 2.50%
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Neither
ot | soree agreenor pissgree SO A I

{&Tf;\f;‘;ﬁ with the service 83 0 0 0 0 1 84 100.00%

Service Quality Dimensions
Responsiveness 74 7 0 1 0 2 84 98.78%
Reliability 79 4 0 0 0 1 84 100.00%
Access and Facilities 78 5 0 0 0 1 84 100.00%
Communication 75 6 0 0 0 3 84 100.00%
Costs 65 7 0 0 1 11 84 98.63%
Integrity 82 1 0 0 0 1 84 100.00%
Assurance 84 0 0 0 0 84 100.00%
Outcome 76 3 0 0 0 84 100.00%
Overall 613 33 0 1 1 24 672 99.69%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 8
2 Opening of other Deposit Account 1
3 Request for Card Replacement 3
4 Cash Deposit - (Peso/Foreign Currencies) 9
5 Cash Withdrawal 2
6 Check Deposit - Peso 2
7 Online Collection Payments 3
8 Request for Checkbook 2
9 Request for Fund Transfer 1
10 Updating of Bank Records - Change in Account Details/Type 3
11 Updating of Bank Records - Change in Account Type 2
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 9
13 Salary Loan 36
14 Request for Bank Certification/Statement of Account for Salary Loan 1
15 Sale/Purchase of Foreign Currencies
16 Printing/Reprinting of Bank Statement/Snapshot

Total 84

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
3. Did not help - -
N/A 7.50%
Did not specify 2.50%
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CSM Results - Region |

Disagree

Strongly
Disagree

Qverall
Score

Total
Responses

Neither
Sl Agree nor
Disagree
| am satisfied
with the 1,264 | 101 10
service that |
availed.

27

96.95%

Neither
Service Quality Strongly Agree Di Strongly Total Overall
. 3 isagree .
Dimensions nor Disagree Responses
Disagree

Responsiveness 1,159 193 14 33 3 1,409 96.16%
Reliability 1,078 112 12 9 192 1,409 97.78%
Access and 1,072 103 12 7 13 202 1,409 97.35%

Facilities
Communication 1,048 129 13 5 13 201 1,409 97.43%
Costs 848 106 13 2 9 431 1,409 97.55%
Integrity 1,091 98 12 4 15 189 1,409 97.46%
Assurance 1,265 113 11 6 13 1 1,409 97.87%
Outcome 1,063 115 4 7 10 210 1,409 98.25%
Overall 8,624 969 91 44 115 1,429 11,272 97.46%

Citizen’s Charter Answers nses

CC1. Which of the following describes your awareness of the CC?

Percentage

Overall

External Services Responses

Score

1. I know what a CC is and | saw this office’s CC. 1,202 85.31% 1 gggm?sm a Deposit 274 96.67%
2. | know what a CC is but | did not see this office’s CC. 44 3.12%
0,
3. I learned of the CC only when | saw this office’s CC. 75 5.32% 2 ATM Card Requests 25 89.36%
4.1 do not know what a CC is and | did not see this Branch Over-the-Counter 0
office’s CC. 36 2.56% 3 | Transactions 614 97.16%
N/A 11 0.78% Enrolment to/Updating of
Did not specify 41 2.91% 4 iAccess (Non- 46 92.22%
CC2. If aware of CC, would you say that the CC of this office was...? Financial/Financial -
: ’ Y y o Transactions)
1. Easy to see 981 72.29% 5 | Branch Banking Loan 314 99.88%
2. Somewhat easy to see 105 7.74% Servicing 0070
3. Difficult to see 16 1.18% 6 Sthgr Btr?gCh ) 30 100.00%
4. Not visible at all 5 0.37% roducts/Services
Request for Bank o
N(A _ 51 3.76% 7 | Documents 63 97.53%
Did not specify 199 14.66%
i 0,
CCa3. If aware of CC, how much did the CC help you in your transaction? 8 Regular Loan Processing 16 97.50%
1. Helped very much 0
ped very 1,008 | 74.28% 9 | Agrarian senvices 16 100.00%
2. Somewhat helped 95 7.00%
3. Did not help 11 0.81% 10 | Complaints Management 11 87.18%
N/A 50 3.68%
Did not specify 193 14.22%
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1. Agoo Branch
Citizen’s Charter Answers Responses ‘ Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 62 91.18%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 2 2.94%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 1.47%

N/A 3 4.41%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 53 81.54%

2. Somewhat easy to see 2 3.08%

3. Difficult to see - -

4. Not visible at all - -

N/A 1.54%

Did not specify 13.85%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 52 80.00%

2. Somewhat helped 4 6.15%

3. Did not help - -

N/A 1.54%

Did not specify 12.31%

Neither

Chgree | AUree Agreenor Disagiee S NA pegpinces

Senvice that | availed. 63 4 t 0 o | o 68 | o8.5%%
Service Quality
Dimensions
Responsiveness 59 8 1 0 0 0 68 98.53%
Reliability 57 2 1 0 0 8 68 98.33%
Access and Facilities 54 5 0 0 0 9 68 100.00%
Communication 52 8 0 0 0 8 68 100.00%
Costs 38 6 0 0 0 24 68 100.00%
Integrity 56 4 0 0 0 8 68 100.00%
Assurance 64 4 0 0 0 68 100.00%
Outcome 51 7 0 0 0 10 68 100.00%

Overall 431 44 2 0 0 67 544 99.58%

Opening of other Deposit Account

External Services Responses
1

38

Release of Captured Card

1
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3 Request for ATM PIN Change 1
4 Request for Card Replacement 1
5 Cash Deposit - (Peso/Foreign Currencies) 2
6 Cash Withdrawal 7
7 Online Collection Payments 1
8 Updating of Bank Records - Change in Account Details/Type 7
9 Updating of Bank Records - Change in Account Type 1
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5
11 Handling of Customer’s Complaint 1
12 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
13 Salary Loan 1
14 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
Total 68
2. Alaminos Branch
Citizen’s Charter Answers ‘ Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 88 87.13%
2. | know what a CC is but | did not see this office’s CC. 2 1.98%
3. I learned of the CC only when | saw this office’s CC. 4 3.96%
4. 1 do not know what a CC is and | did not see this office’s CC. 4 3.96%
N/A 3 2.97%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 75 76.53%
2. Somewhat easy to see 7 7.14%
3. Difficult to see - -
4. Not visible at all - -
N/A 7 7.14%
Did not specify 9 9.18%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much e 78.57%
2. Somewhat helped 6 6.12%
3. Did not help - -
N/A 6 6.12%
Did not specify 9 9.18%

| am satisfied with the

Neither
Agree | Agree nor | Disagree
Disagree

Strongly

Strongly

Agree Disagree

95 5 1 0 0

service that | availed.

N/A

Total
Responses

101

Overall
Score

99.01%
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Disagree

Strongly
Disagree

N/A

Total
Responses

BAGCONG PILIPINAS

Service Quality
Dimensions
Responsiveness 89 9 3 0 0 0 101 97.03%
Reliability 82 9 0 0 0 10 101 100.00%
Access and Facilities 85 5 0 0 0 11 101 100.00%
Communication 83 7 0 0 0 11 101 100.00%
Costs 68 7 2 0 0 24 101 97.40%
Integrity 85 6 0 0 0 10 101 100.00%
Assurance 95 6 0 0 0 0 101 100.00%
Outcome 83 5 0 0 0 13 101 100.00%
Overall 670 54 5 0 0 79 808 99.31%

External Services Responses

1 Opening of other Deposit Account 28
2 Request for Card Replacement
3 Cash Deposit - (Peso/Foreign Currencies)
4 Cash Withdrawal 18
5 Check Deposit - Peso 7
6 Check Encashment 14
7 Online Collection Payments 1
8 Request for Fund Transfer 1
9 Updating of Bank Records - Change in Account Details/Type 5
10 Updating of Bank Records - Change in Account Type 1
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5
12 Handling of Customer’s Complaint 1
13 Salary Loan 8
14 Printing/Reprinting of Bank Statement/Snapshot 1
15 Reprinting of Bank Statement not available in the Branch 1
Total 101
3. Batac Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 66.67%
2. | know what a CC is but | did not see this office’s CC. 16.67%
3. I learned of the CC only when | saw this office’s CC. -
4. 1 do not know what a CC is and | did not see this office’s CC. 16.67%

N/A

Did not specify

CC2. If aware of CC, would you say that the CC of this office was...?
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Citizen’s Charter Answers Responses Percentage

1. Easy to see 5 41.67%
2. Somewhat easy to see 8.33%
3. Difficult to see - -

4. Not visible at all 2 16.67%
N/A 3 25.00%
Did not specify 1 8.33%

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 7 58.33%
2. Somewhat helped - -

3. Did not help 2 16.67%
N/A 2 16.67%
Did not specify 1 8.33%

Neither
Agree nor
Disagree

Strongly

Agree Disagree

Agree

Strongly
Disagree

Overall
Score

ihe.l:-lTls:\l}i:ifliee(?. with the service 5 1 1 5 3 0 12 50.00%

Service Quality Dimensions
Responsiveness 4 2 0 1 5 0 12 50.00%
Reliability 5 1 3 2 0 1 12 54.55%
Access and Facilities 4 1 3 1 0 3 12 55.56%
Communication 5 1 1 1 3 1 12 54.55%
Costs 0 3 1 0 1 7 12 60.00%
Integrity 5 3 1 1 1 1 12 72.73%
Assurance 5 1 5 1 0 0 12 50.00%
Outcome 2 3 0 2 1 4 12 62.50%
Overall 30 15 14 9 11 17 96 56.96%

External Services Responses

Opening of other Deposit Account

Request for Card Replacement

Cash Withdrawal

Updating of Bank Records - Change in Account Details/Type

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

Handling of Customer’s Complaint

Request for Bank Certification/Statement of Account for Salary Loan

O N|oOfa|bh[lwW|[N|F

Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

RPlRrlRr|lw|N[R|R]|N

Total

[Eny
N
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4. Bauang Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 17 85.00%

2. | know what a CC is but | did not see this office’s CC. 5.00%

3. I learned of the CC only when | saw this office’s CC. 10.00%

4. | do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 14 70.00%

2. Somewhat easy to see 3 15.00%

3. Difficult to see - -

4. Not visible at all - -

N/A 5.00%

Did not specify 2 10.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 15 75.00%

2. Somewhat helped 2 10.00%

3. Did not help - -

N/A 5.00%

Did not specify 2 10.00%

Neither

Sorl? | ngree agreenor pisagree SINOY A i Qo
lhi\Tlsgiasifliee(?. with the service 16 1 0 1 5 0 20 85.00%
Service Quality Dimensions
Responsiveness 14 3 1 0 2 0 20 85.00%
Reliability 13 6 0 0 0 1 20 100.00%
Access and Facilities 13 4 1 0 1 1 20 89.47%
Communication 13 5 1 0 0 1 20 94.74%
Costs 8 4 0 0 0 8 20 100.00%
Integrity 13 5 0 0 1 1 20 94.74%
Assurance 16 3 0 0 1 0 20 95.00%
Outcome 15 3 0 1 0 1 20 94.74%
Overall 105 33 3 1 5 13 160 93.88%

Opening of other Deposit Account

External Services Responses
1 2

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

13
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4 Check Deposit - Peso 2
5 Check Encashment 2
Total 20
5. Binalonan Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 26 86.67%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 3.33%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 6.67%
N/A 1 3.33%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 22 75.86%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 2 6.90%
Did not specify 5 17.24%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 20 68.97%
2. Somewhat helped 2 6.90%
3. Did not help - -
N/A 2 6.90%
Did not specify 5 17.24%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo, Qo
i&’{‘f:\fgfg with the service 27 2 0 0 1 0 30 96.67%
Service Quality Dimensions
Responsiveness 24 6 0 0 0 0 30 100.00%
Reliability 20 4 0 0 0 6 30 100.00%
Access and Facilities 21 3 0 0 0 6 30 100.00%
Communication 17 7 0 0 0 6 30 100.00%
Costs 12 5 0 0 0 13 30 100.00%
Integrity 22 2 0 0 0 6 30 100.00%
Assurance 26 3 0 0 1 30 96.67%
Outcome 19 5 0 0 0 30 100.00%
Overall 161 35 0 0 1 43 240 99.49%
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1 Opening of other Deposit Account 4
2 Request for Card Replacement 1
3 Cash Deposit - (Peso/Foreign Currencies) 4
4 Cash Withdrawal 3
5 Check Deposit - Peso 2
6 Check Encashment 4
7 Online Collection Payments 2
8 Request for Checkbook 2
9 Request for Fund Transfer 1
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
11 Salary Loan 3
12 Printing/Reprinting of Bank Statement/Snapshot 3
Total 30
6. Bolinao (P) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 42 77.78%
2. | know what a CC is but | did not see this office’s CC. 2 3.70%
3. I learned of the CC only when | saw this office’s CC. 4 7.41%
4. 1 do not know what a CC is and | did not see this office’s CC. 6 11.11%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 41 75.93%
2. Somewhat easy to see 3 5.56%
3. Difficult to see - -
4. Not visible at all - -
N/A 9 16.67%
Did not specify 1 1.85%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 42 77.78%
2. Somewhat helped 1 1.85%
3. Did not help - -
N/A 10 18.52%
Did not specify 1 1.85%
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Neither

lhzrzlls;};siflieecﬂ with the service 50 3 1 0 0 0 54 98.15%

Service Quality Dimensions
Responsiveness 43 11 0 0 0 0 54 100.00%
Reliability 48 4 1 0 0 1 54 98.11%
Access and Facilities 47 5 0 1 0 1 54 98.11%
Communication a7 6 0 0 0 1 54 100.00%
Costs 43 2 0 0 0 9 54 100.00%
Integrity 46 5 2 0 0 1 54 96.23%
Assurance 50 3 1 0 0 0 54 98.15%
Outcome 48 4 0 1 0 1 54 98.11%
Overall 372 40 4 2 0 14 432 98.56%

External Services Responses

1 Opening of other Deposit Account 11
2 Request for ATM PIN Change
3 Request for Card Replacement 1
4 Cash Deposit - (Peso/Foreign Currencies) 12
5 Cash Withdrawal 3
6 Check Deposit - Peso 2
7 Check Encashment 4
8 R_enewal/l_:’re-termination/Termination_of Cgrtificate of Time: Deposit (F_’eso and Dollar) and High 1
Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)
9 Request for Checkbook 1
10 Request for Fund Transfer 1
11 Updating of Bank Records - Change in Account Details/Type 12
12 Updating of Bank Records - Change in Account Type 1
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
14 Printing/Reprinting of Bank Statement/Snapshot
Total 54
7. Calasiao Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 122 94.57%
2. | know what a CC is but | did not see this office’s CC. 1 0.78%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 4 3.10%
N/A 2 1.55%

Did not specify -
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 52 40.94%

2. Somewhat easy to see 1 0.79%

3. Difficult to see - -

4. Not visible at all 1 0.79%

N/A 4 3.15%

Did not specify 69 54.33%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 53 41.73%

2. Somewhat helped - -

3. Did not help 1 0.79%

N/A 4 3.15%

Did not specify 69 54.33%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree 9 Dgi]sagree g Disagree Score

| am satisfied with the service 0
that | availed. 104 19 0 2 4 0 129 95.35%

Service Quality Dimensions

Responsiveness 97 26 1 1 4 0 129 95.35%
Reliability 54 6 1 1 2 65 129 93.75%
Access and Facilities 54 4 1 2 2 66 129 92.06%
Communication 54 4 2 2 1 66 129 92.06%
Costs 49 9 1 1 0 69 129 96.67%
Integrity 52 8 2 0 2 65 129 93.75%
Assurance 104 21 1 2 1 0 129 96.90%
Outcome 51 9 1 0 1 67 129 96.77%
Overall 515 87 10 9 13 398 1,032 94.95%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 12
3 Request for Card Replacement 1
4 Cash Deposit - (Peso/Foreign Currencies) 2
5 Cash Withdrawal 102
6 Check Deposit - Peso 2
7 Check Encashment 3
8 Closure of Deposit Account 1
9 Online Collection Payments 1
10 Request for Fund Transfer 3
11 Updating of Bank Records - Change in Account Type 1
Total 129
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8. Candon Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 10 76.92%

2. 1 know what a CC is but | did not see this office’s CC. 1 7.69%

3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A 2 15.38%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 8 72.73%

2. Somewhat easy to see 9.09%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 2 18.18%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 63.64%

2. Somewhat helped 18.18%

3. Did not help - -

N/A - -

Did not specify 2 18.18%

Neither

“horee’ | Adres | Agreenor Disagres il Seare
ihZTIS:\f;‘;fg with the service 12 1 0 0 0 0 13 100.00%
Service Quality Dimensions
Responsiveness 9 4 0 0 0 0 13 100.00%
Reliability 6 3 0 0 0 4 13 100.00%
Access and Facilities 6 3 0 0 0 4 13 100.00%
Communication 6 2 1 0 0 4 13 88.89%
Costs 4 1 0 0 0 8 13 100.00%
Integrity 6 3 0 0 0 4 13 100.00%
Assurance 11 2 0 0 0 0 13 100.00%
Outcome 5 4 0 0 0 4 13 100.00%
Overall 53 22 1 0 0 28 104 98.68%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 4

Cash Withdrawal

Check Deposit - Peso
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4 Check Encashment 4
5 Request for Fund Transfer 2
Total 13
9. Carmen Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 40 65.57%
2. 1 know what a CC is but | did not see this office’s CC. 2 3.28%
3. I learned of the CC only when | saw this office’s CC. 12 19.67%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 4.92%
N/A 4 6.56%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 39 68.42%
2. Somewhat easy to see 6 10.53%
3. Difficult to see - -
4. Not visible at all - -
N/A 3 5.26%
Did not specify 9 15.79%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 43 75.44%
2. Somewhat helped 2 3.51%
3. Did not help - -
N/A 3 5.26%
Did not specify 9 15.79%

Neither

Strongly . Strongly Total Overall

Agree ARITEE %%gzzg%r RS Disagree e Responses Score

| am satisfied with the service o
that | availed. 57 4 0 0 0 0 61 100.00%

Service Quality Dimensions

Responsiveness 52 7 1 1 0 0 61 96.72%
Reliability a7 5 0 0 0 9 61 100.00%
Access and Facilities 49 3 0 0 0 9 61 100.00%
Communication 45 7 0 0 0 9 61 100.00%
Costs 39 4 1 0 0 17 61 97.73%
Integrity 47 4 1 0 0 9 61 98.08%
Assurance 54 7 0 0 0 61 100.00%
Outcome 45 7 0 0 0 61 100.00%
Overall 378 44 3 1 0 62 488 99.06%
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1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 37
3 Cash Deposit - (Peso/Foreign Currencies) 7
4 Cash Withdrawal 3
5 Check Deposit - Peso 1
6 Updating of Bank Records - Change in Account Details/Type 2
7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
8 Salary Loan 1
9 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
10 Servicing of Modified Disbursement System Transactions 3
11 Printing/Reprinting of Bank Statement/Snapshot 3
Total 61
10. Dagupan Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 47 75.81%
2. | know what a CC is but | did not see this office’s CC. 4 6.45%
3. I learned of the CC only when | saw this office’s CC. 5 8.06%
4. I do not know what a CC is and | did not see this office’s CC. 3 4.84%
N/A 3 4.84%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 41 69.49%
2. Somewhat easy to see 5 8.47%
3. Difficult to see 2 3.39%
4. Not visible at all - -
N/A 3 5.08%
Did not specify 8 13.56%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 43 72.88%
2. Somewhat helped 5 8.47%
3. Did not help 1 1.69%
N/A 3 5.08%
Did not specify 7 11.86%
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Neither

lhzrzlls;};siflieecﬂ with the service 52 8 1 0 1 0 62 96.77%

Service Quality Dimensions
Responsiveness 42 17 0 1 2 0 62 95.16%
Reliability 44 12 0 0 0 6 62 100.00%
Access and Facilities 45 8 1 1 0 7 62 96.36%
Communication 40 10 3 0 1 8 62 92.59%
Costs 34 6 0 0 0 22 62 100.00%
Integrity 49 1 0 1 5 62 96.49%
Assurance 56 0 1 0 62 98.39%
Outcome 46 0 0 0 62 100.00%
Overall 356 72 5 3 4 56 496 97.27%

External Services Responses

1 Opening of other Deposit Account 12
2 Request for ATM PIN Change
3 Request for Card Replacement 3
4 Cash Deposit - (Peso/Foreign Currencies) 10
5 Cash Withdrawal 5
6 Check Deposit - Peso 3
7 Check Encashment 2
8 Online Collection Payments 1
9 Reactivation/Closure of Dormant Deposit Account 2
10 Request for Checkbook 1
11 Request for Fund Transfer 1
12 Updating of Bank Records - Change in Account Details/Type 3
13 Updating of Bank Records - Change in Account Type 1
14 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
15 Salary Loan 3
16 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
17 Sale/Purchase of Foreign Currencies 1
18 Servicing of Modified Disbursement System Transactions 7
19 Printing/Reprinting of Bank Statement/Snapshot 3

Total 62

11. Field Support Services Center | — Pangasinan
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. l know what a CC is and | saw this office’s CC.

2. 1 know what a CC is but | did not see this office’s CC.
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Citizen’s Charter Answers Responses Percentage
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. -
N/A 43.75%
Did not specify 56.25%

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

1. Easy to see

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

2. Somewhat helped

3. Did not help

N/A

Did not specify

Sgonegely Agree Agreé?ﬁgr Disagree gfrs(;g?(le); %\éeorrae”
om satistieclwith the service 10 6 0 0 0 0 16 100.00%
Service Quality Dimensions
Responsiveness 10 6 0 0 0 0 16 100.00%
Reliability 8 0 0 0 0 16 100.00%
Access and Facilities 8 0 0 0 0 16 100.00%
Communication 7 0 0 0 0 16 100.00%
Costs 0 2 0 0 0 14 16 100.00%
Integrity 13 3 0 0 0 0 16 100.00%
Assurance 13 3 0 0 0 16 100.00%
Outcome 9 7 0 0 0 16 100.00%
Overall 70 44 0 0 0 14 128 100.00%

External Services Responses

1 Issuance of Certificate of Full Payment and Release of Real Estate Mortgage

16

Total

16
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12. llocos Norte LC (ILNLC)
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 1 100.00%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 1 100.00%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 1 100.00%

2. Somewhat helped - -

3. Did not help - -

N/A - -

Did not specify - -

Neither

“horee’ | Adres | Agreenor Disagres il Seare
{&Tf:\fg‘;gﬂ with the service 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 1 0 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 1 0 0 0 0 0 1 100.00%
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 1 0 0 0 0 0 1 100.00%
Overall 8 0 0 0 0 0 8 100.00%

1 Inquiry, Counseling and Processing of Loan

External Services Responses
1

Total
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13. llocos Sur LC (ILSLC)
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 5 62.50%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 1 12.50%

4. 1 do not know what a CC is and | did not see this office’s CC. 2 25.00%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 6 75.00%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A 2 25.00%

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 6 75.00%

2. Somewhat helped - -

3. Did not help - -

N/A 2 25.00%

Did not specify - -

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree Disagree Disagree Score

| am satisfied with the service o
that | availed. 7 1 0 0 0 0 8 100.00%

Service Quality Dimensions

Responsiveness 5 3 0 0 0 0 8 100.00%
Reliability 6 1 1 0 0 0 8 87.50%
Access and Facilities 7 1 0 0 0 0 8 100.00%
Communication 6 2 0 0 0 0 8 100.00%
Costs 5 2 1 0 0 0 8 87.50%
Integrity 6 2 0 0 0 0 8 100.00%
Assurance 7 1 0 0 0 0 8 100.00%
Outcome 5 3 0 0 0 0 8 100.00%
Overall 47 15 2 0 0 0 64 96.88%

1 Inquiry, Counseling and Processing of Loan

External Services Responses
8

Total
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14. La Union Lending Center (LUNLC)
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 5 83.33%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 1 16.67%

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 4 66.67%

2. Somewhat easy to see 1 16.67%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 1 16.67%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 4 66.67%

2. Somewhat helped 1 16.67%

3. Did not help - -

N/A - -

Did not specify 1 16.67%

Neither

Strongly

. Strongly Overall
Agree | Agree nor | Disagree "

Agree Disagree Disagree Score

| am satisfied with the service o
that | availed. 6 0 0 0 0 0 6 100.00%

Service Quality Dimensions

Responsiveness 5 0 0 0 1 0 6 83.33%
Reliability 5 0 0 0 0 1 6 100.00%
Access and Facilities 5 0 0 0 0 1 6 100.00%
Communication 5 0 0 0 0 1 6 100.00%
Costs 4 0 0 0 0 2 6 100.00%
Integrity 5 0 0 0 0 1 6 100.00%
Assurance 6 0 0 0 0 0 6 100.00%
Outcome 5 0 0 0 0 1 6 100.00%
Overall 40 0 0 0 1 7 48 97.56%

Inquiry, Counseling and Processing of Loan

External Services Responses
1 1

Issuance of Certificate of Outstanding Balances and Interest Paid

Total
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15. Laoag Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 102 80.31%
2. I know what a CC is but | did not see this office’s CC. 4 3.15%
3. I learned of the CC only when | saw this office’s CC. 14 11.02%
4. 1 do not know what a CC is and | did not see this office’s CC. 2.36%
N/A 1.57%
Did not specify 1.57%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 98 79.67%
2. Somewhat easy to see 15 12.20%
3. Difficult to see 3 2.44%
4. Not visible at all 1 0.81%
N/A 5 4.07%
Did not specify 1 0.81%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 103 83.74%
2. Somewhat helped 12 9.76%
3. Did not help 3 2.44%
N/A 3.25%
Did not specify 1 0.81%

Neither

“horee’ | Adres | Agreenor Disagres il Seare
I am satis_fied with the service 115 7 1 0 4 0 127 96.06%
that | availed.
Service Quality Dimensions
Responsiveness 100 18 1 2 5 1 127 93.65%
Reliability 112 10 0 1 3 1 127 96.83%
Access and Facilities 112 0 0 5 3 127 95.97%
Communication 109 1 1 3 5 127 95.90%
Costs 88 13 0 0 4 22 127 96.19%
Integrity 113 1 1 4 1 127 95.24%
Assurance 115 0 0 4 127 96.83%
Outcome 114 0 1 3 127 96.80%
Overall 863 77 3 6 31 36 1,016 95.92%

Opening of other Deposit Account

32

External Services Responses
1

Release of Captured Card

Request for Card Replacement
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36

4
5 Cash Withdrawal 3
6 Check Deposit - Peso 3
7 Check Encashment 7
8 Updating of Bank Records - Change in Account Details/Type 7
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
10 Handling of Customer’s Complaint 2
11 Salary Loan 1
12 Sale/Purchase of Foreign Currencies 1
13 Servicing of Modified Disbursement System Transactions 2
14 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 6
15 Printing/Reprinting of Bank Statement/Snapshot 22
Total 127
16. Lingayen Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 19 76.00%
2. | know what a CC is but | did not see this office’s CC. 2 8.00%
3. I learned of the CC only when | saw this office’s CC. 3 12.00%
4. | do not know what a CC is and | did not see this office’s CC. 1 4.00%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 18 72.00%
2. Somewhat easy to see 3 12.00%
3. Difficult to see 1 4.00%
4. Not visible at all - -
N/A 1 4.00%
Did not specify 2 8.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 19 76.00%
2. Somewhat helped 2 8.00%
3. Did not help - -
N/A 2 8.00%
2 8.00%

Did not specify
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Neither

{haaTIS;fiasi{f(?_ with the service 24 1 0 0 0 0 25 100.00%

Service Quality Dimensions
Responsiveness 20 5 0 0 0 0 25 100.00%
Reliability 23 1 0 0 0 1 25 100.00%
Access and Facilities 20 3 0 0 0 2 25 100.00%
Communication 21 3 0 0 0 1 25 100.00%
Costs 13 4 0 0 0 8 25 100.00%
Integrity 21 3 0 0 0 1 25 100.00%
Assurance 22 3 0 0 0 0 25 100.00%
Outcome 23 1 0 0 0 1 25 100.00%
Overall 163 23 0 0 0 14 200 100.00%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Updating of Bank Records - Change in Account Details/Type

Updating of Bank Records - Change in Account Type

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

Ol |N[o|jO|A~[W|N|F

Handling of Customer’s Complaint

=
o

Salary Loan

[
[N

Servicing of Modified Disbursement System Transactions

RlRr[kr|loO|r|[N|[R|R|[N[N|o

Total

N
[&)]

17. Mangaldan Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

93.33%

2. 1 know what a CC is but I did not see this office’s CC.

6.67%

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

66.67%

2. Somewhat easy to see

6.67%
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Citizen’s Charter Answers Responses Percentage
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 4 26.67%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 9 60.00%
2. Somewhat helped 1 6.67%
3. Did not help 1 6.67%
N/A - -
Did not specify 4 26.67%

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service 0
that | availed. 11 2 1 0 1 0 15 86.67%
Service Quality Dimensions
Responsiveness 11 2 0 0 2 0 15 86.67%
Reliability 7 3 0 0 1 4 15 90.91%
Access and Facilities 7 3 0 0 0 5 15 100.00%
Communication 6 3 0 0 1 5 15 90.00%
Costs 1 3 0 0 0 11 15 100.00%
Integrity 7 3 1 0 0 4 15 90.91%
Assurance 10 4 0 1 0 15 93.33%
Outcome 8 3 0 0 1 15 91.67%
Overall 57 24 1 1 5 32 120 92.05%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Handling of Customer’s Complaint

N~N[fojoa|h~h[fw|N|E

Salary Loan

WlFRr|IPPIWW|W

Total
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18. Mangatarem Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 55 77.46%

2. I know what a CC is but | did not see this office’s CC. 1.41%

3. I learned of the CC only when | saw this office’s CC. 6 8.45%

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A 9 12.68%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 50 80.65%

2. Somewhat easy to see 9 14.52%

3. Difficult to see - -

4. Not visible at all - -

N/A 1.61%

Did not specify 2 3.23%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 54 87.10%

2. Somewhat helped 6 9.68%

3. Did not help - -

N/A - -

Did not specify 2 3.23%

Neither

“horee’ | Adres | Agreenor Disagres il Seare
I am satis_fied with the service 65 6 0 0 0 0 7n 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 58 13 0 0 0 0 71 100.00%
Reliability 64 6 0 0 0 1 71 100.00%
Access and Facilities 59 11 0 0 0 1 71 100.00%
Communication 56 11 1 0 0 3 71 98.53%
Costs 38 12 0 0 0 21 71 100.00%
Integrity 63 0 0 0 1 71 100.00%
Assurance 64 0 0 0 71 100.00%
Outcome 58 11 0 0 0 2 71 100.00%
Overall 460 78 1 0 0 29 568 99.81%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
1 1

Opening of other Deposit Account
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3 Request for ATM PIN Change 1
4 Cash Deposit - (Peso/Foreign Currencies) 19
5 Cash Withdrawal 3
6 Check Deposit - Peso 5
7 Check Encashment 9
8 Online Collection Payments 1
9 Request for Checkbook 1
10 Request for Fund Transfer 1
11 Updating of Bank Records - Change in Account Details/Type 1
12 Updating of Bank Records - Change in Account Type 1
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 4
14 Salary Loan 18
Total 71
19. Narvacan Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 45 93.75%
2. | know what a CC is but | did not see this office’s CC. 2 4.17%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 2.08%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 25 53.19%
2. Somewhat easy to see - -
3. Difficult to see 1 2.13%
4. Not visible at all - -
N/A 1 2.13%
Did not specify 20 42.55%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 23 48.94%
2. Somewhat helped 3 6.38%
3. Did not help 1 2.13%
N/A - -
Did not specify 20 42.55%
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Neither

jom satistieclwith the service 35 11 2 0 0 0 48 95.83%

Service Quality Dimensions
Responsiveness 33 14 1 0 0 0 48 97.92%
Reliability 23 4 0 0 0 21 48 100.00%
Access and Facilities 24 2 0 1 0 21 48 96.30%
Communication 23 4 0 0 0 21 48 100.00%
Costs 22 2 0 0 0 24 48 100.00%
Integrity 25 2 0 0 0 21 48 100.00%
Assurance 38 9 1 0 0 0 48 97.92%
Outcome 25 2 0 0 0 21 48 100.00%
Overall 213 39 2 1 0 129 384 98.82%

External Services Responses

1 Opening of other Deposit Account 6
2 Cash Deposit - (Peso/Foreign Currencies) 12
3 Cash Withdrawal 11
4 Check Deposit - Peso 7
5 Check Encashment 5
6 Online Collection Payments 4
7 Request for Fund Transfer 1
8 Salary Loan 1
9 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 48
20. Pangasinan LC (PANLC)
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 100.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4.1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 100.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A
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Citizen’s Charter Answers Responses Percentage

Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 1 100.00%

2. Somewhat helped - -

3. Did not help - -

N/A - -

Did not specify - -

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service o
that | availed. 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 1 0 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 0 0 0 0 0 1 1 -
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 1 0 0 0 0 0 1 100.00%
Overall 7 0 0 0 0 1 8 100.00%
External Services Responses
1 Inquiry, Counseling and Processing of Loan 1
2 Total 1

21. San Carlos (Pangasinan) Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. ' know what a CC is and | saw this office’s CC. 50 89.29%
2. | know what a CC is but I did not see this office’s CC. 1 1.79%
3. I learned of the CC only when | saw this office’s CC. 3 5.36%
4. | do not know what a CC is and | did not see this office’s CC. - -

N/A 2 3.57%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 40 74.07%
2. Somewhat easy to see 1 1.85%
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Neither

Strongly . Strongly Total Overall

Agree Helrss %%gzzpe%r PISEEIEE Disagree e Responses Score

| am satisfied with the service 0
that | availed. 48 3 0 0 5 0 56 91.07%

Service Quality Dimensions

Responsiveness 44 6 1 0 4 1 56 90.91%
Reliability 40 3 1 2 1 9 56 91.49%
Access and Facilities 41 3 2 1 2 7 56 89.80%
Communication 42 3 2 0 1 8 56 93.75%
Costs 29 4 1 0 1 21 56 94.29%
Integrity 42 3 0 2 1 8 56 93.75%
Assurance 48 4 1 1 2 0 56 92.86%
Outcome 36 6 2 1 1 10 56 91.30%
Overall 322 32 10 7 13 64 448 92.19%

Opening of other Deposit Account

External Services Responses
8

Release of Captured Card

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

Online Collection Payments

Request for Fund Transfer

Updating of Bank Records - Change in Account Details/Type

Ol |N[fojO|~|W[(N|PF

Handling of Customer’s Complaint

=
o

Salary Loan

[EnY
[N

Claim of Remittance Proceeds

=
N

Servicing of Modified Disbursement System Transactions

=
w

Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

[EnY
N

Printing/Reprinting of Bank Statement/Snapshot

Total

56

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

3. Difficult to see 3 5.56%
4. Not visible at all 1.85%
N/A - -

Did not specify 9 16.67%

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 40 74.07%
2. Somewhat helped 7.41%
3. Did not help 2 3.70%
N/A - -

Did not specify 8 14.81%
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22. San Fernando (LU) Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 308 91.67%
2. I know what a CC is but | did not see this office’s CC. 16 4.76%
3. I learned of the CC only when | saw this office’s CC. 8 2.38%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 0.89%
N/A 1 0.30%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 281 83.88%
2. Somewhat easy to see 36 10.75%
3. Difficult to see 6 1.79%
4. Not visible at all - -
N/A 1.49%
Did not specify 2.09%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 289 86.27%
2. Somewhat helped 32 9.55%
3. Did not help - -
N/A 2.09%
Did not specify 2.09%

Neither

“horee’ | Adres | Agreenor Disagres il Seare
I am satis_fied with the service 326 5 0 1 3 1 336 08.81%
that | availed.
Service Quality Dimensions
Responsiveness 312 17 1 0 5 1 336 98.21%
Reliability 313 13 3 0 1 6 336 98.79%
Access and Facilities 310 14 2 0 2 8 336 98.78%
Communication 311 16 0 1 2 6 336 99.09%
Costs 284 9 2 0 2 39 336 98.65%
Integrity 313 12 1 0 4 6 336 98.48%
Assurance 322 10 1 0 3 0 336 98.81%
Outcome 314 11 1 1 2 336 98.78%
Overall 2,479 102 11 2 21 73 2,688 98.70%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
1

2

Opening of other Deposit Account

14
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External Services Responses
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3 Release of Captured Card 1
4 Request for Card Replacement 2
5 Cash Deposit - (Peso/Foreign Currencies) 7
6 Cash Withdrawal 8
7 Check Deposit - Peso 4
8 Check Encashment 5
9 Online Collection Payments 2
10 Reactivation/Closure of Dormant Deposit Account 1
11 Request for Checkbook 7
12 Updating of Bank Records - Change in Account Details/Type 8
13 Updating of Bank Records - Change in Account Type 1
14 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 9
15 Handling of Customer’s Complaint 2
16 Salary Loan 249
17 Servicing of Modified Disbursement System Transactions 8
18 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)
19 Printing/Reprinting of Bank Statement/Snapshot
Total 336
23. San Fernando (LU) South Highway Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 100.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4.1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 3 50.00%
2. Somewhat easy to see 16.67%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 2 33.33%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 3 50.00%
2. Somewhat helped 16.67%
3. Did not help - -
N/A - -
Did not specify 2 33.33%
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Neither

BAGCONG PILIPINAS

Shorl? mgree agreenor Dissgree JINOL A it | A
lhzrzlls;};siflieecﬂ with the service 5 0 1 0 0 0 6 83.33%
Service Quality Dimensions
Responsiveness 5 0 0 1 0 0 6 83.33%
Reliability 4 0 0 0 0 2 6 100.00%
Access and Facilities 4 0 0 0 0 2 6 100.00%
Communication 4 0 0 0 0 2 6 100.00%
Costs 4 0 0 0 0 2 6 100.00%
Integrity 4 0 0 0 0 2 6 100.00%
Assurance 6 0 0 0 0 0 6 100.00%
Outcome 4 0 0 0 0 2 6 100.00%
Overall 35 0 0 1 0 12 48 97.22%

External Services Responses

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

AlwWw[N|F

Cash Withdrawal

Total

OR[N |N

24. San Nicolas Branch

Citizen’s Charter Answers

Responses

Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 12 100.00%
2. 1 know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. I do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 8 66.67%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 4 33.33%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 58.33%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat helped 2 16.67%
3. Did not help - -
N/A - -
Did not specify 3 25.00%

Neither
Agree | Agree nor | Disagree
Disagree

Strongly N/A Total Overall
Disagree Responses Score

Strongly

Agree

{&Tf;\f;‘;ﬁ with the service 11 0 0 0 1 0 12 91.67%

Service Quality Dimensions
Responsiveness 10 1 0 0 1 0 12 91.67%
Reliability 8 1 0 0 0 3 12 100.00%
Access and Facilities 8 0 0 0 0 4 12 100.00%
Communication 7 1 1 0 0 3 12 88.89%
Costs 3 1 0 0 0 8 12 100.00%
Integrity 7 2 0 0 0 3 12 100.00%
Assurance 12 0 0 0 0 0 12 100.00%
Outcome 8 0 0 0 0 4 12 100.00%
Overall 63 6 1 0 1 25 96 97.18%

External Services Responses

Cash Deposit - (Peso/Foreign Currencies)
Cash Withdrawal
Check Deposit - Peso

Check Encashment

G |W[IN|F
Plw|lkRr|[w|bd

Online Collection Payments

Total 12

25. Tagudin Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. 1 know what a CC is and | saw this office’s CC. 24 88.89%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 11.11%
4. I do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 20 74.07%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat easy to see 6 22.22%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 1 3.70%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 22 81.48%
2. Somewhat helped 4 14.81%
3. Did not help - -
N/A - -
Did not specify 1 3.70%

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A

Agree Disagree Disagree Responses Score

| am satisfied with the service 0
that | availed. 22 4 0 0 1 0 27 96.30%

Service Quality Dimensions

Responsiveness 20 6 0 0 1 0 27 96.30%
Reliability 19 5 1 0 1 1 27 92.31%
Access and Facilities 19 5 1 0 1 1 27 92.31%
Communication 19 6 0 0 1 1 27 96.15%
Costs 9 2 1 0 1 14 27 84.62%
Integrity 19 5 1 0 1 1 27 92.31%
Assurance 21 5 1 0 0 27 96.30%
Outcome 20 5 0 0 1 27 96.15%
Overall 146 39 5 0 7 19 216 93.91%

External Services Responses

Opening of other Deposit Account

Release of Captured Card

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Online Collection Payments

Request for Checkbook

Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS)

OO |N[fo|jO|A~|W|N|F

Request for Bank Certification/Statement of Account for Salary Loan

=
o

Printing/Reprinting of Bank Statement/Snapshot

SR SN N O OV I N SN S Y

Total

N
by

253



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS
26. Tayug Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 37 88.10%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 4 9.52%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 2.38%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 29 69.05%

2. Somewhat easy to see 2 4.76%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 2.38%

Did not specify 10 23.81%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 29 69.05%

2. Somewhat helped 2 4.76%

3. Did not help - -

N/A 1 2.38%

Did not specify 10 23.81%

Neither

“horee’ | Adres | Agreenor Disagres il Seare
I am satis_fied with the service a1 1 0 0 0 0 a2 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 38 4 0 0 0 0 42 100.00%
Reliability 30 2 0 0 0 10 42 100.00%
Access and Facilities 31 2 0 0 0 42 100.00%
Communication 31 2 0 0 0 42 100.00%
Costs 24 3 1 0 0 14 42 96.43%
Integrity 32 1 0 0 0 9 42 100.00%
Assurance 41 1 0 0 0 42 100.00%
Outcome 32 1 0 0 0 9 42 100.00%
Overall 259 16 1 0 0 60 336 99.64%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
1

5

Opening of other Deposit Account

10
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External Services Responses

3 Request for ATM PIN Change 2
4 Cash Deposit - (Peso/Foreign Currencies) 5
5 Cash Withdrawal 1
6 Check Deposit - Peso 2
7 Check Encashment 1
8 Online Collection Payments 2
9 Request for Checkbook 1
10 Updating of Bank Records - Change in Account Details/Type 5
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
12 Handling of Customer’s Complaint 1
13 Salary Loan 3
14 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
15 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 42
27. Umingan (Pangasinan) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 14 100.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 10 71.43%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 4 28.57%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 11 78.57%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 3 21.43%
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Stro ne%ly Agree Agl:eelglﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
jom satistieclwith the service 13 1 0 0 0 0 14 100.00%
Service Quality Dimensions
Responsiveness 13 0 1 0 0 0 14 92.86%
Reliability 10 1 0 0 0 3 14 100.00%
Access and Facilities 10 0 1 0 0 3 14 90.91%
Communication 9 2 0 0 0 3 14 100.00%
Costs 9 0 0 0 0 5 14 100.00%
Integrity 10 0 1 0 0 3 14 90.91%
Assurance 13 1 0 0 0 0 14 100.00%
Outcome 10 1 0 0 0 3 14 100.00%
Overall 84 5 3 0 0 20 112 96.74%

External Services Responses

1 Opening of other Deposit Account 7
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Cash Withdrawal 1
4 Salary Loan 4
Total 14
28. Urdaneta Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 75.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 25.00%
4.1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 4 50.00%
2. Somewhat easy to see 1 12.50%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 12.50%
Did not specify 2 25.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 5 62.50%

2. Somewhat helped
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Citizen’s Charter Answers Responses Percentage
3. Did not help - -
N/A 12.50%
Did not specify 2 25.00%

Neither

Shorl? mgree agreenor Dissgree JINOL A it | A
lhiTlS:\l};Sifli:cﬂ with the service 7 1 0 0 0 0 8 100.00%
Service Quality Dimensions
Responsiveness 7 1 0 0 0 0 8 100.00%
Reliability 5 1 0 0 0 2 8 100.00%
Access and Facilities 5 1 0 0 0 2 8 100.00%
Communication 5 1 0 0 0 2 8 100.00%
Costs 3 1 1 0 0 3 8 80.00%
Integrity 5 1 0 0 0 2 8 100.00%
Assurance 7 1 0 0 0 0 8 100.00%
Outcome 5 0 0 0 0 3 8 100.00%
Overall 42 7 1 0 0 14 64 98.00%

External Services Responses

Cash Deposit - (Peso/Foreign Currencies)

Online Collection Payments

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

Salary Loan

Outgoing Remittance/Wire Transfer

oW |[N|F

Total

ok |(N|Rr|FP|w

29. Urdaneta-Perez Avenue Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

91.67%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

8.33%

Did not specify

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

1. Easy to see

18.18%

2. Somewhat easy to see
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Citizen’s Charter Answers Responses Percentage
3. Difficult to see -
4. Not visible at all -
N/A -
Did not specify 81.82%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 18.18%
2. Somewhat helped -
3. Did not help -
N/A -
Did not specify 81.82%

Neither

Strongly . Strongly Total Overall

Agree A %%gzzpe%r RIS Disagree e Responses Score

| am satisfied with the service o
that | availed. 10 2 0 0 0 0 12 100.00%

Service Quality Dimensions

Responsiveness 9 2 1 0 0 0 12 91.67%
Reliability 2 0 0 0 0 10 12 100.00%
Access and Facilities 2 0 0 0 0 10 12 100.00%
Communication 1 1 0 0 0 10 12 100.00%
Costs 1 0 0 0 0 11 12 100.00%
Integrity 2 0 0 0 0 10 12 100.00%
Assurance 10 2 0 0 0 0 12 100.00%
Outcome 2 0 0 0 0 10 12 100.00%
Overall 29 5 1 0 0 61 96 97.14%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

N~N[fojoa|h~h[fw|N|E

Salary Loan

RlRrlw|lkr|lw|[k|N

Total
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30. Vigan Branch

CC1.

Citizen’s Charter Answers

Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

77.78%

2. 1 know what a CC is but | did not see this office’s CC.

22.22%

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

CcC2.

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

1. Easy to see

77.78%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

22.22%

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

88.89%

2. Somewhat helped

3. Did not help

N/A

Did not specify

11.11%

Neither

Strongly

Agree | Adree Agreenor Dissgree Lol Seare
ihZTIS:\}z{Ec? with the service 7 1 0 0 1 0 9 88.89%
Service Quality Dimensions
Responsiveness 7 0 1 0 1 0 9 77.78%
Reliability 7 1 0 0 0 1 9 100.00%
Access and Facilities 7 1 0 0 0 1 9 100.00%
Communication 7 1 0 0 0 1 9 100.00%
Costs 6 0 1 0 0 2 9 85.71%
Integrity 7 1 0 0 0 1 9 100.00%
Assurance 8 0 0 0 1 0 9 88.89%
Outcome 6 0 0 0 0 3 9 100.00%
Overall 55 4 2 0 2 9 72 93.65%

Opening of other Deposit Account

External Services Responses
1 2

Cash Withdrawal
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External Services Responses

3 Closure of Deposit Account 1
4 Request for Fund Transfer 1
5 Updating of Bank Records - Change in Account Details/Type 1
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
7 Salary Loan 1
8 Printing/Reprinting of Bank Statement/Snapshot 1
Total 9
31. Vigan-Quezon Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 18 94.74%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. I do not know what a CC is and | did not see this office’s CC. 1 5.26%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 14 73.68%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 1 5.26%
Did not specify 4 21.05%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 13 68.42%
2. Somewhat helped 1 5.26%
3. Did not help - -
N/A 1 5.26%
Did not specify 4 21.05%

Neither

Strongly " Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 18 1 0 0 0 0 19 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 17 2 0 0 0 0 19 100.00%
Reliability 14 0 0 0 0 5 19 100.00%
Access and Facilities 13 1 0 0 0 5 19 100.00%
Communication 13 1 0 0 0 5 19 100.00%
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Neither
Shorl? | Aaree agieror pisagree JOMY A oo
Costs 9 1 1 8 19 90.91%
Integrity 14 0 0 0 0 5 19 100.00%
Assurance 19 0 0 0 0 0 19 100.00%
Outcome 12 2 0 0 0 5 19 100.00%
Overall 111 7 0 1 0 33 152 99.16%

External Services Responses

1 Opening of other Deposit Account 13
2 Cash Deposit - (Peso/Foreign Currencies)
3 Cash Withdrawal
4 Check Encashment
5 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)
Total 19
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Strongly
Disagree

Total
Responses

BAGCONG PILIPINAS

Qverall
Score

Stronal Neither
gy Agree  Agree nor |Disagree
Disagree
| am satisfied
with th
fhe 537 48 7 4
service that |
availed.

10

1 607

96.53%

Neither
Service Quality Strongly Agree Di Strongly Total
. 3 isagree )
Dimensions nor Disagree Responses
Disagree

Responsiveness 486 84 14 7 15 1 607 94.06%
Reliability 452 58 3 2 5 87 607 98.08%
Access and 438 57 5 5 5 97 607 97.06%
Facilities
Communication 423 70 14 1 4 95 607 96.29%
Costs 297 54 7 2 1 246 607 97.23%
Integrity 442 63 10 1 6 85 607 96.74%
Assurance 539 51 9 2 4 2 607 97.52%
Outcome 436 65 7 0 4 95 607 97.85%

Overall 3,513 502 69 20 44 708 4,856 96.79%

A o Response Percentage

CC1. Which of the following describes your awareness of the CC?

External Services

Responses

Overall
Score

1. I know what a CC is and | saw this office’s CC. 477 78.58% 1 Opening of a Deposit 184 06.86%
2. 1 know what a CC is but | did not see this office’s CC. 17 2.80% Accounts
3. I learned of the CC only when | saw this office’s CC. 82 13.51% 2 ATM Card Requests 5 82.05%
4. 1 do not know what a CC is and | did not see this 21 3.46%
office’s CC. 3 Branch Qver-the-Counter 247 96.55%
N/A N N Transactions
Did not specify 10 1.65% Enrolment to/Updating of
CC2. If aware of CC, would you say that the CC of this office was...? 4 | iAccess (NonFinancial/ 19 94.49%
Financial Transactions)
1. Easy to see 406 68.01% -
2. Somewhat easy to see 53 8.88% 5 g;arci%?ngank'”g Loan 71 08.55%
3. Difficult to see 8 1.34% other B h
— er Branc o

4. Not visible at all 2 0.34% 6 | products/Services 7 100.00%
N/A 25 4.19% 7 Request for Bank 18 95.74%
Did not specify 103 17.25% Documents A
CCa3. If aware of CC, how much did the CC help you in your transaction? .
1. Helped very much 424 71.02% 8 Regular Loan Processing 38 98.63%
2. Somewhat helped 42 7.04% ) )

) 9 Agrarian Services 16 95.69%
3. Did not help 5 0.84%
N/A 31 5.19% 10 | Complaints Management 2 100.00%
Did not specify 95 15.91%
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Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

100.00%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

100.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
ihZTIS:\}z{Ec? with the service 8 0 0 0 0 0 8 100.00%
Service Quality Dimensions
Responsiveness 7 1 0 0 0 0 8 100.00%
Reliability 8 0 0 0 0 0 8 100.00%
Access and Facilities 8 0 0 0 0 0 8 100.00%
Communication 8 0 0 0 0 0 8 100.00%
Costs 7 1 0 0 0 0 8 100.00%
Integrity 8 0 0 0 0 0 8 100.00%
Assurance 8 0 0 0 0 0 8 100.00%
Outcome 5 2 0 0 0 1 8 100.00%
Overall 59 4 0 0 0 1 64 100.00%

Opening of other Deposit Account

External Services Responses
1 2

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal
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4 Check Deposit - Peso 1
5 Updating of Bank Records - Change in Account Details/Type 2
Total 8
2. Aparri Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 29 90.63%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 3.13%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 6.25%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 19 59.38%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 2 6.25%
Did not specify 11 34.38%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 17 53.13%
2. Somewhat helped 2 6.25%
3. Did not help - -
N/A 2 6.25%
Did not specify 11 34.38%

Neither

Shord ngree Ageeror Diagree ST A n Qe
i&’{‘f:\fgfg with the service 28 3 1 0 0 0 32 96.88%
Service Quality Dimensions
Responsiveness 28 4 0 0 0 0 32 100.00%
Reliability 17 5 0 0 0 10 32 100.00%
Access and Facilities 18 3 0 0 0 11 32 100.00%
Communication 16 5 0 0 0 11 32 100.00%
Costs 13 3 0 0 0 16 32 100.00%
Integrity 19 3 0 0 0 10 32 100.00%
Assurance 29 3 0 0 0 0 32 100.00%
Outcome 17 5 0 0 0 10 32 100.00%
Overall 157 31 0 0 0 68 256 100.00%
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1 Opening of other Deposit Account 17
2 Cash Withdrawal 2
3 Check Deposit - Peso 3
4 Check Encashment 6
5 Reactivation/Closure of Dormant Deposit Account 1
6 Salary Loan 2
7 Request for Bank Certification/Statement of Account for Salary Loan 1
Total 32
3. Bambang Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 24 88.89%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 7.41%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 3.70%
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 8 30.77%
2. Somewhat easy to see 1 3.85%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 17 65.38%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 8 30.77%
2. Somewhat helped 1 3.85%
3. Did not help - -
N/A - -
Did not specify 17 65.38%

Neither
Strongly " Strongly Total Overall
Agree AiEE %%;22292 RS Disagree e Responses Score
I am sansﬁed with the service 25 5 0 0 0 0 27 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 23 2 1 0 1 | 0 | 27 92.59%
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Neither

Reliability 10 0 0 0 0 17 27 100.00%
Access and Facilities 10 0 0 0 0 17 27 100.00%
Communication 10 0 0 0 0 17 27 100.00%
Costs 7 0 0 0 0 20 27 100.00%
Integrity 10 0 0 0 0 17 27 100.00%
Assurance 26 1 0 0 0 0 27 100.00%
Outcome 10 0 0 0 0 17 27 100.00%

Overall 106 3 1 0 1 105 216 98.20%

External Services Responses

1 Opening of other Deposit Account 20
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Check Deposit - Peso 2
4 Check Encashment 2
5 Updating of Bank Records - Change in Account Details/Type 1
Total 27
4. Basco Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 7 70.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 20.00%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 10.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 7 77.78%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 2 22.22%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 8 88.89%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 1 11.11%

266



& LANDBANK

SERVING THE NAT

BAGCONG PILIPINAS

Neither

Shorl? mgree agreenor Dissgree JINOL A it | A
{haaTIS;fiasi{f(?_ with the service 10 0 0 0 0 0 10 100.00%

Service Quality Dimensions
Responsiveness 9 1 0 0 0 0 10 100.00%
Reliability 9 0 0 0 0 1 10 100.00%
Access and Facilities 7 0 0 0 0 3 10 100.00%
Communication 8 0 0 0 0 2 10 100.00%
Costs 3 0 0 0 0 7 10 100.00%
Integrity 9 0 0 0 0 1 10 100.00%
Assurance 10 0 0 0 0 0 10 100.00%
Outcome 8 0 0 0 0 2 10 100.00%
Overall 63 1 0 0 0 16 80 100.00%

External Services Responses

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Reactivation/Closure of Dormant Deposit Account

Updating of Bank Records - Change in Account Details/Type

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

ojla|hfw|N|F

Servicing of Modified Disbursement System Transactions

PR [N|INW]|F

Total

5. Cabagan (Isabela) Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

50.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

50.00%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 50.00%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 1 50.00%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree 9 Dgi]sagree g Disagree Responses Score
| am satisfied with the service o
that | availed. 2 0 0 0 0 0 2 100.00%
Service Quality Dimensions
Responsiveness 2 0 0 0 0 0 2 100.00%
Reliability 1 0 0 0 0 1 2 100.00%
Access and Facilities 1 0 0 0 0 1 2 100.00%
Communication 1 0 0 0 0 1 2 100.00%
Costs 0 0 0 0 0 2 2 -
Integrity 1 0 0 0 0 1 2 100.00%
Assurance 2 0 0 0 0 0 2 100.00%
Outcome 1 0 0 0 0 1 2 100.00%
Overall 9 0 0 0 0 7 16 100.00%
External Services Responses
1 Cash Deposit - (Peso/Foreign Currencies) 1
2 Salary Loan 1
Total 2
6. Cabarroguis Branch
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 4 66.67%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. I do not know what a CC is and | did not see this office’s CC. 16.67%
N/A 16.67%
Did not specify - -

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2 40.00%

2. Somewhat easy to see - -
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Citizen’s Charter Answers Responses Percentage
3. Difficult to see - -
4. Not visible at all - -
N/A 20.00%
Did not specify 2 40.00%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 2 40.00%
2. Somewhat helped - -
3. Did not help - -
N/A 20.00%
Did not specify 2 40.00%

Neither
strongly | agree AD%;(Z\Z o7 | Bl gfgé?:aye Re;-r;)(;ﬁlses ()s\/c%r:icall

ihaaTlsaagiasi];iee(?. with the service 3 5 1 0 0 0 6 83.33%
Service Quality Dimensions

Responsiveness 3 1 0 1 1 0 6 66.67%

Reliability 3 1 0 0 0 2 6 100.00%

Access and Facilities 3 1 0 0 0 2 6 100.00%

Communication 3 1 0 0 0 2 6 100.00%

Costs 3 1 0 0 0 2 6 100.00%

Integrity 3 1 0 0 0 2 6 100.00%

Assurance 3 2 1 0 0 0 6 83.33%

Outcome 2 2 0 0 0 2 6 100.00%

Overall 23 10 1 1 1 12 48 91.67%

External Services Responses

1 Opening of other Deposit Account 4
2 Cash Deposit - (Peso/Foreign Currencies) 1
3 Cash Withdrawal 1

Total 6

7. Cagayan LC (CAGLC)
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A
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Citizen’s Charter Answers Responses Percentage

Did not specify - -

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 100.00%
2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 1 100.00%

2. Somewhat helped - -

3. Did not help - -

N/A - -

Did not specify - -

Neither

Strongly . Strongly Total Overall
Agree Al %%gzzpe%r Rl et Disagree Responses Score
I 'am satls_fled with the service 1 0 0 0 0 0 1 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 0 1 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 0 0 0 0 0 1 1 -
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 1 0 0 0 0 0 1 100.00%
Overall 6 1 0 0 0 1 8 100.00%
External Services Responses
1 Inquiry, Counseling and Processing of Loan 1
Total 1
8. Cauayan (I) Branch
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 26 76.47%
2. 1 know what a CC is but I did not see this office’s CC. 1 2.94%
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Citizen’s Charter Answers Responses Percentage

3. I learned of the CC only when | saw this office’s CC. 3 8.82%

4. I do not know what a CC is and | did not see this office’s CC. 2 5.88%

N/A 2 5.88%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 20 62.50%

2. Somewhat easy to see 4 12.50%

3. Difficult to see - -

4. Not visible at all - -

N/A 6.25%

Did not specify 18.75%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 24 75.00%

2. Somewhat helped 1 3.13%

3. Did not help 1 3.13%

N/A 2 6.25%

Did not specify 4 12.50%

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
om satistieclwith the service 50 5 0 0 0 0 55 100.00%
Service Quality Dimensions
Responsiveness a7 6 1 1 0 0 55 96.36%
Reliability 47 4 0 0 0 4 55 100.00%
Access and Facilities 44 7 0 0 0 4 55 100.00%
Communication 45 3 2 0 1 4 55 94.12%
Costs 34 6 0 0 0 15 55 100.00%
Integrity 45 6 0 0 0 55 100.00%
Assurance 48 7 0 0 0 55 100.00%
Outcome 44 7 0 0 0 55 100.00%
Overall 354 46 3 1 1 35 440 98.77%

External Services Responses

Opening of other Deposit Account

18

Release of Captured Card

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

N~N|jlofla|h~h[fw|N|F

Check Encashment

N[O~ ]|F
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External Services Responses
8

Request for Fund Transfer 1
Updating of Bank Records - Change in Account Details/Type 2

10 Updating of Bank Records - Change in Account Type 1
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5
12 Handling of Customer’s Complaint 2
13 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 3
14 Printing/Reprinting of Bank Statement/Snapshot 3
Total 55

9. Field Support Services Center Il — Cagayan

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses Percentage

1. I know what a CC is and | saw this office’s CC.

100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

81.25%

2. Somewhat easy to see

12.50%

3. Difficult to see

4. Not visible at all

N/A

6.25%

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

81.25%

2. Somewhat helped

12.50%

3. Did not help

N/A

6.25%

Did not specify

Neither

Strongly . Strongly Total Overall
Agree REE %?gzzg RS Disagree Responses Score
I am sansﬁed with the service 15 1 0 0 0 0 16 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 12 4 0 0 0 16 100.00%
Reliability 14 2 0 0 0 16 100.00%
Access and Facilities 13 0 16 86.67%
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External Services Responses

1 Adjustment of Valuation for PD 27 / EO 228 Claims 1
2 Payment of Land Transfer Claim Proceeds 4
3 Valuation of Landholdings under RA 6657/RA 9700 8
4 Issuance of Certificate of Full Payment and Release of Real Estate Mortgage 2
5 Bond Redemption and Interest Payment 1
Total 16
10. llagan Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 53 70.67%
2. | know what a CC is but | did not see this office’s CC. 4 5.33%
3. I learned of the CC only when | saw this office’s CC. 10 13.33%
4. | do not know what a CC is and | did not see this office’s CC. 6 8.00%
N/A 2 2.67%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 43 58.90%
2. Somewhat easy to see 13 17.81%
3. Difficult to see 1 1.37%
4. Not visible at all - -
N/A 9 12.33%
Did not specify 7 9.59%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 49 67.12%
2. Somewhat helped 6 8.22%
3. Did not help 1 1.37%
N/A 10 13.70%
Did not specify 7 9.59%

BAGCONG PILIPINAS

SOV | pgree ageenor bisagree 109 o

Communication 11 2 1 0 0 2 16 92.86%
Costs 6 1 0 0 0 9 16 100.00%
Integrity 14 1 1 0 0 0 16 93.75%
Assurance 15 1 0 0 0 0 16 100.00%
Outcome 15 0 1 0 0 0 16 93.75%
Overall 100 11 4 1 0 12 128 95.69%
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Neither

jom satistieclwith the service 56 13 3 2 1 0 75 92.00%

Service Quality Dimensions
Responsiveness 51 17 4 1 2 0 75 90.67%
Reliability 56 15 0 1 0 3 75 98.61%
Access and Facilities 56 14 0 1 0 4 75 98.59%
Communication 55 14 2 0 0 4 75 97.18%
Costs 33 12 1 1 0 28 75 95.74%
Integrity 52 16 3 0 1 75 94.44%
Assurance 58 15 1 0 1 75 97.33%
Outcome 54 15 1 0 0 5 75 98.57%
Overall 415 118 12 4 4 47 600 96.38%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 4
2 Opening of other Deposit Account 4
3 Cash Deposit - (Peso/Foreign Currencies) 17
4 Cash Withdrawal 13
5 Check Deposit - Peso 10
6 Check Encashment 13
7 Request for Checkbook 2
8 Updating of Bank Records - Change in Account Details/Type 2
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
10 Salary Loan 8
11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1

Total 75

11. Northern Isabela LC (NISALC)
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

2. Somewhat easy to see

3. Difficult to see
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Citizen’s Charter Answers

4. Not visible at all

Responses

BAGONG PILIPINAS

Percentage

N/A

Did not specify

100.00%

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

2. Somewhat helped

3. Did not help

N/A

Did not specify

100.00%

Neither

Strongly

Agree Disagree

| am satisfied with the service
that | availed.

Agree | Agree nor | Disagree

Strongly
Disagree

N/A

Total
Responses Score

Overall

100.00%

Service Quality Dimensions

Responsiveness

100.00%

Reliability

Access and Facilities

Communication

Costs

Integrity

Assurance

100.00%

Outcome

N([OfRP|[O|O|O|O|O |k
o|lo|Oo|Oo|Oo|Oo|O|O|O
oO|lo|OoO|0O|0O|O|O|O|O

Overall

o|lo|o|o|jo|o|o|o|O

o|lo|o|o|jo|o|o|o|O

olkr|o|lRr|rR|R|rR|~|O

Ok |kr|Rr[Rr|R[R|k |

100.00%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 1
Total 1
12. Nueva Vizcaya LC (NUVLC)
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 7 87.50%

2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 12.50%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify
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Citizen’s Charter Answers Responses Percentage

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

100.00%
2. Somewhat easy to see - -

1. Easy to see 8

3. Difficult to see - -

4. Not visible at all - -
N/A - -
Did not specify - -
If aware of CC, how much did the CC help you in your transaction?

CCs.

87.50%
2. Somewhat helped 12.50%
3. Did not help - -
N/A - -
Did not specify - -

1. Helped very much 7

Neither

Sforsl? | naree agreenor pisagree S0 R
ihZTlsgi:iflieeg. with the service 6 5 0 0 0 0 8 100.00%
Service Quality Dimensions
Responsiveness 6 1 1 0 0 0 8 87.50%
Reliability 6 2 0 0 0 0 8 100.00%
Access and Facilities 8 0 0 0 0 0 8 100.00%
Communication 8 0 0 0 0 0 8 100.00%
Costs 5 0 1 0 0 2 8 83.33%
Integrity 8 0 0 0 0 0 8 100.00%
Assurance 8 0 0 0 0 0 8 100.00%
Outcome 8 0 0 0 0 0 8 100.00%
Overall 57 3 2 0 0 2 64 96.77%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 8
Total 8
13. Quirino LC (QUILC)
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 19 82.61%

2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 13.04%
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Sggregel y Agree Ag?éter]ﬁgr Disagree gtlrs%gg“li Os\gi)r?:
Disagree

om satistieclwith the service 21 2 0 0 0 0 23 100.00%

Service Quality Dimensions
Responsiveness 20 2 1 0 0 0 23 95.65%
Reliability 22 1 0 0 0 0 23 100.00%
Access and Facilities 18 5 0 0 0 0 23 100.00%
Communication 18 5 0 0 0 0 23 100.00%
Costs 13 5 1 0 0 4 23 94.74%
Integrity 21 2 0 0 0 0 23 100.00%
Assurance 22 1 0 0 0 0 23 100.00%
Outcome 19 4 0 0 0 0 23 100.00%
Overall 153 25 2 0 0 4 184 98.89%

External Services Responses
1

Inquiry, Counseling and Processing of Loan 21
Issuance of Certificate of Outstanding Balances and Interest Paid 2
Total 23

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

4. | do not know what a CC is and | did not see this office’s CC. 1 4.35%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 21 91.30%

2. Somewhat easy to see 1 4.35%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 4.35%

Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 19 82.61%

2. Somewhat helped 3 13.04%

3. Did not help - -

N/A 1 4.35%

Did not specify - R
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Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

19

100.00%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

78.95%

2. Somewhat easy to see

5.26%

3. Difficult to see

4. Not visible at all

N/A

Did not specify

15.79%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

78.95%

2. Somewhat helped

5.26%

3. Did not help

N/A

Did not specify

15.79%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
ihlesaa\f;Si‘;ieecﬂ with the service 18 0 1 0 0 0 19 94.74%
Service Quality Dimensions
Responsiveness 17 1 0 0 1 0 19 94.74%
Reliability 15 3 0 0 0 1 19 100.00%
Access and Facilities 15 3 0 1 0 0 19 94.74%
Communication 16 2 0 1 0 0 19 94.74%
Costs 12 0 1 0 0 6 19 92.31%
Integrity 16 1 1 0 0 1 19 94.44%
Assurance 15 2 0 1 0 1 19 94.44%
Outcome 14 4 0 0 0 1 19 100.00%
Overall 120 16 2 3 1 10 152 95.77%

Opening of other Deposit Account

External Services Responses
1 4

Cash Deposit - (Peso/Foreign Currencies)
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3 Cash Withdrawal 4
4 Check Encashment 2
5 Online Collection Payments 2
6 Request for Fund Transfer 1
7 Salary Loan 1
8 Printing/Reprinting of Bank Statement/Snapshot 1

Total 19

15. San Isidro (Isabela) Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 19 67.86%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 8 28.57%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 3.57%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 23 85.19%
2. Somewhat easy to see 3.70%
3. Difficult to see 3.70%
4. Not visible at all - -
N/A - -
Did not specify 2 7.41%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 23 85.19%
2. Somewhat helped 2 7.41%
3. Did not help - -
N/A - -
Did not specify 2 7.41%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 2 5 0 1 1 0 28 92 86%
that | availed.

Service Quality Dimensions

Responsiveness 21 5 0 1 1 0 28 92.86%

Reliability 23 1 1 0 1 2 28 92.31%

Access and Facilities 23 1 1 0 1 2 28 92.31%

Communication 22 2 1 0 1 2 28 92.31%
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Neither

Costs 23 1 0 0 0 4 28 100.00%
Integrity 23 1 1 0 1 2 28 92.31%
Assurance 25 1 1 0 1 0 28 92.86%
Outcome 23 2 0 0 1 2 28 96.15%

Overall 183 14 5 1 7 14 224 93.81%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 4
2 Opening of other Deposit Account 3
3 Cash Deposit - (Peso/Foreign Currencies) 4
4 Cash Withdrawal 4
5 Check Deposit - Peso 3
6 Check Encashment 3
7 Updating of Bank Records - Change in Account Details/Type 1
8 Printing/Reprinting of Bank Statement/Snapshot 6

Total 28

16. San Mateo Isabela Branch

CC1.

Citizen’s Charter Answers

Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

83.33%

2. | know what a CC is but | did not see this office’s CC.

16.67%

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

Ccc2.

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

1. Easy to see

33.33%

2. Somewhat easy to see

3. Difficult to see

16.67%

4. Not visible at all

N/A

Did not specify

50.00%

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

16.67%

2. Somewhat helped

33.33%

3. Did not help

N/A

Did not specify

50.00%
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Neither

Shorl? mgree agreenor Dissgree JINOL A it | A
lhzrzlls;};siflieecﬂ with the service 3 > 0 0 1 0 6 83.33%

Service Quality Dimensions
Responsiveness 3 2 0 0 1 0 6 83.33%
Reliability 2 0 0 0 1 3 6 66.67%
Access and Facilities 2 0 0 0 1 3 6 66.67%
Communication 2 0 0 0 1 3 6 66.67%
Costs 2 0 1 0 0 3 6 66.67%
Integrity 2 0 0 0 1 3 6 66.67%
Assurance 3 2 0 0 1 0 6 83.33%
Outcome 2 0 1 0 0 3 6 66.67%
Overall 18 4 2 0 6 18 48 73.33%

External Services Responses

1 Opening of other Deposit Account 1
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Cash Withdrawal 1
4 Check Deposit - Peso 2
Total 6
17. Sanchez Mira Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 52 62.65%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 26 31.33%
4.1 do not know what a CC is and | did not see this office’s CC. 4 4.82%
N/A 1 1.20%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 61 74.39%
2. Somewhat easy to see 14 17.07%
3. Difficult to see - -
4. Not visible at all - -
N/A 4 4.88%
Did not specify 3 3.66%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 70 85.37%
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Citizen’s Charter Answers Responses Percentage
2. Somewhat helped 6 7.32%
3. Did not help -
N/A 4.88%
Did not specify 2 2.44%

Neither
Agree nor

Strongly

Strongly

Ares Disagree

Agree Disagree

Total
Responses

N/A

Overall
Score

Disagree

{&Tf;\f;‘;ﬁ with the service 82 1 0 0 0 0 83 100.00%

Service Quality Dimensions
Responsiveness 75 7 0 0 0 1 83 100.00%
Reliability 79 3 0 0 0 1 83 100.00%
Access and Facilities 77 3 0 0 0 3 83 100.00%
Communication 74 8 0 0 0 1 83 100.00%
Costs 36 1 0 0 0 46 83 100.00%
Integrity 72 10 0 0 0 83 100.00%
Assurance 80 0 0 0 1 83 100.00%
Outcome 75 4 0 0 0 4 83 100.00%
Overall 568 38 0 0 0 58 664 100.00%

External Services Responses

1 Opening of other Deposit Account 45
2 Cash Deposit - (Peso/Foreign Currencies) 4
3 Cash Withdrawal 2
4 Check Deposit - Peso 3
5 Check Encashment 1
6 Online Collection Payments 1
7 Updating of Bank Records - Change in Account Details/Type 13
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
9 Salary Loan 9
10 Servicing of Modified Disbursement System Transactions 2
11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 83
18. Santiago Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 80 88.89%
2. | know what a CC is but I did not see this office’s CC. 2 2.22%
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Citizen’s Charter Answers Responses Percentage
3. I learned of the CC only when | saw this office’s CC. 6 6.67%
4. I do not know what a CC is and | did not see this office’s CC. 1 1.11%
N/A 1 1.11%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 60 67.42%
2. Somewhat easy to see 4.49%
3. Difficult to see 1 1.12%
4. Not visible at all - -
N/A 1 1.12%
Did not specify 23 25.84%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 58 65.17%
2. Somewhat helped 9 10.11%
3. Did not help - -
N/A 2 2.25%
Did not specify 20 22.47%

pgteeor | Disagree 190 Qe
om satistieclwith the service 82 7 0 0 0 1 90 100.00%
Service Quality Dimensions
Responsiveness 70 17 3 0 0 0 90 96.67%
Reliability 59 0 0 0 22 90 100.00%
Access and Facilities 61 0 0 0 22 90 100.00%
Communication 51 16 1 0 0 22 90 98.53%
Costs 35 15 0 1 0 39 90 98.04%
Integrity 59 10 0 0 0 21 90 100.00%
Assurance 86 0 0 0 0 90 100.00%
Outcome 60 0 0 0 21 90 100.00%
Overall 481 87 4 1 0 147 720 99.13%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 11
3 Cash Deposit - (Peso/Foreign Currencies) 5
4 Cash Withdrawal 7
5 Check Deposit - Peso 4
6 Check Encashment 6
7 Closure of Deposit Account 1
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External Services Responses
8

Online Collection Payments 3
Reactivation/Closure of Dormant Deposit Account 1
10 Updating of Bank Records - Change in Account Details/Type 4
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
12 Salary Loan 41
13 Request for Bank Certification/Statement of Account for Salary Loan 1
14 Bond Redemption and Interest Payment
15 Servicing of Modified Disbursement System Transactions
Total 90

19. Solano Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 33.33%
2. 1 know what a CC is but | did not see this office’s CC. 50.00%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 1 16.67%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 16.67%
2. Somewhat easy to see 1 16.67%
3. Difficult to see 2 33.33%
4. Not visible at all 1 16.67%
N/A 1 16.67%
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 16.67%
2. Somewhat helped 1 16.67%
3. Did not help 2 33.33%
N/A 2 33.33%

Did not specify

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 5 0 0 0 4 0 6 33.33%
that | availed.
Service Quality Dimensions
Responsiveness 1 0 1 0 4 16.67%
Reliability 1 1 1 1 2 33.33%
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Sy Agree AZISeI?ﬁ:)r Disagree St_rongly

ee : Disagree
Access and Facilities 1 1 2 1 1 0 6 33.33%
Communication 2 0 4 0 0 0 6 33.33%
Costs 1 0 0 0 0 5 6 100.00%
Integrity 1 0 2 1 2 0 6 16.67%
Assurance 1 2 2 1 0 0 6 50.00%
Outcome 1 1 1 0 2 1 6 40.00%
Overall 9 5 13 4 11 6 48 33.33%

External Services Responses

Opening of other Deposit Account

Check Deposit - Peso

Updating of Bank Records - Change in Account Details/Type

AlW|N|PF

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

Total

o|lRr|(lw|lk|kr

20. Southern Isabela LC (SISALC)

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

60.00%

2. 1 know what a CC is but I did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

40.00%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

100.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify
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Neither

lhzrzlls;};siflieecﬂ with the service 5 0 0 0 0 0 5 100.00%

Service Quality Dimensions
Responsiveness 5 0 0 0 0 0 5 100.00%
Reliability 5 0 0 0 0 0 5 100.00%
Access and Facilities 5 0 0 0 0 0 5 100.00%
Communication 4 1 0 0 0 0 5 100.00%
Costs 5 0 0 0 0 0 5 100.00%
Integrity 5 0 0 0 0 0 5 100.00%
Assurance 5 0 0 0 0 0 5 100.00%
Outcome 5 0 0 0 0 0 5 100.00%
Overall 39 1 0 0 0 0 40 100.00%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 5
Total 5
21. Tuao (Cagayan) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 5 100.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. | do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 20.00%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 4 80.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 20.00%
2. Somewhat helped - -
3. Did not help - -
N/A - -
Did not specify 4 80.00%
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Neither

lhzrzlls;};siflieecﬂ with the service 5 0 0 0 0 0 5 100.00%

Service Quality Dimensions
Responsiveness 4 1 0 0 0 0 5 100.00%
Reliability 1 0 0 0 0 4 5 100.00%
Access and Facilities 1 0 0 0 0 4 5 100.00%
Communication 1 0 0 0 0 4 5 100.00%
Costs 1 0 0 0 0 4 5 100.00%
Integrity 1 0 0 0 0 4 5 100.00%
Assurance 5 0 0 0 0 0 5 100.00%
Outcome 1 0 0 0 0 4 5 100.00%
Overall 15 1 0 0 0 24 40 100.00%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 3
2 Cash Withdrawal 1
3 Check Deposit - Peso 1
Total 5
22. Tuguegarao (Capitol) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 51 72.86%
2. I know what a CC is but | did not see this office’s CC. 2 2.86%
3. I learned of the CC only when | saw this office’s CC. 14 20.00%
4.1 do not know what a CC is and | did not see this office’s CC. 3 4.29%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 53 75.71%
2. Somewhat easy to see 4 5.71%
3. Difficult to see - -
4. Not visible at all - -
N/A 3 4.29%
Did not specify 10 14.29%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 54 77.14%
2. Somewhat helped 3 4.29%

3. Did not help
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Citizen’s Charter Answers Responses Percentage
N/A 5.71%
Did not specify 9 12.86%

Neither

orly agree ageenor Disagree DOTOY NA | Qo
{&Tf;\f;‘;ﬁ with the service 65 4 1 0 0 0 70 98.57%

Service Quality Dimensions
Responsiveness 57 9 1 3 0 70 94.29%
Reliability 54 9 0 0 0 70 100.00%
Access and Facilities 49 9 1 0 0 11 70 98.31%
Communication 49 9 1 0 0 11 70 98.31%
Costs 41 6 2 0 0 21 70 95.92%
Integrity 53 9 1 0 0 70 98.41%
Assurance 63 6 1 0 0 70 98.57%
Outcome 52 8 2 0 0 8 70 96.77%
Overall 418 65 9 3 0 65 560 97.58%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2
2 Opening of other Deposit Account 38
3 Request for Card Replacement 1
4 Cash Deposit - (Peso/Foreign Currencies) 3
5 Cash Withdrawal 6
6 Check Deposit - Peso 3
7 Check Encashment 1
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 6
9 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
10 Salary Loan 8
11 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1

Total 70

23. Tuguegarao Branch

Citizen’s Charter Answers Responses

Percentage

CC1. Which of the following describes your awareness of the CC?

1. l know what a CC is and | saw this office’s CC. 11 78.57%
2. 1 know what a CC is but I did not see this office’s CC. 2 14.29%
3. I learned of the CC only when | saw this office’s CC. 7.14%

4. | do not know what a CC is and | did not see this office’s CC. -
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Citizen’s Charter Answers Responses Percentage

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 6 42.86%

2. Somewhat easy to see 1 7.14%

3. Difficult to see 1 7.14%

4. Not visible at all 1 7.14%

N/A - -

Did not specify 5 35.71%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 6 42.86%

2. Somewhat helped 7.14%

3. Did not help - -

N/A 14.29%

Did not specify 35.71%

Neither

Strongly n Strongly Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Score
I 'am satls_fled with the service 10 5 0 1 1 0 14 85.71%
that | availed.
Service Quality Dimensions
Responsiveness 9 2 1 0 2 0 14 78.57%
Reliability 5 2 1 0 0 6 14 87.50%
Access and Facilities 4 2 0 1 1 6 14 75.00%
Communication 4 2 2 0 0 6 14 75.00%
Costs 5 2 0 0 0 7 14 100.00%
Integrity 5 3 1 0 0 5 14 88.89%
Assurance 10 2 2 0 0 0 14 85.71%
Outcome 5 2 1 0 0 6 14 87.50%
Overall a7 17 8 1 3 36 112 84.21%

External Services Responses

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

OO |N[fo|O|A~|[W|N|F

Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

RPlRrlRr|Rr|R[Rr|IN|R|O

Total

[y
N
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24. Tuguegarao-Calle Commercio Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 13 76.47%
2. | know what a CC is but | did not see this office’s CC. 2 11.76%
3. I learned of the CC only when | saw this office’s CC. 2 11.76%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 10 58.82%
2. Somewhat easy to see 4 23.53%
3. Difficult to see 1 5.88%
4. Not visible at all - -
N/A - -
Did not specify 2 11.76%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 13 76.47%
2. Somewhat helped 5.88%
3. Did not help 5.88%
N/A - -
Did not specify 2 11.76%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo, O
i&’{‘f:\f;‘;ﬁ with the service 15 0 0 0 2 0 17 88.24%
Service Quality Dimensions
Responsiveness 14 1 0 0 2 0 17 88.24%
Reliability 14 0 0 0 1 2 17 93.33%
Access and Facilities 14 0 0 0 1 2 17 93.33%
Communication 14 0 0 0 1 2 17 93.33%
Costs 12 0 0 0 1 4 17 92.31%
Integrity 14 0 0 0 1 2 17 93.33%
Assurance 15 0 1 0 1 0 17 88.24%
Outcome 14 0 0 0 1 2 17 93.33%
Overall 111 1 1 0 9 14 136 91.80%

External Services Responses

1 Cash Deposit - (Peso/Foreign Currencies) 6
2 Cash Withdrawal 8
3 Check Deposit - Peso 1
4 Check Encashment 1
5 Updating of Bank Records - Change in Account Type 1

Total 17
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CSM Results - Region llI

Neither
Strongly " Strongly Total Overall
A %greenor Dlsies Disagree Responses Score
isagree
| am satisfied
with the 10,779 | 636 28 10 42 2 | 11,497 | 99.30%
service that |
availed.

Neither
Ser_vice Quality Strongly Agree Agree Disagree S'trongly Total
Dimensions Agree nor Disagree Responses
Disagree

Responsiveness 10,363 970 79 20 52 13 11,497 98.69%
Reliability 10,482 737 38 5 21 214 11,497 99.43%
ﬁ;ﬁﬁ:ﬁe g”d 10219 | 820 50 7 35 366 11,497 99.17%
Communication 10,103 890 59 8 33 404 11,497 99.10%
Costs 7,567 739 58 13 32 3,088 11,497 98.78%
Integrity 10,384 793 33 11 33 243 11,497 99.32%
Assurance 10,826 599 31 5 25 11 11,497 99.47%
Outcome 10,348 757 40 6 23 323 11,497 99.38%

Overall 80,292 6,305 388 75 254 4,662 91,976 99.18%

Citizen’s Charter Answers Responses | Percentage

External Services Responses

CC1. Which of the following describes your awareness of the CC? - -

1. Tknow what a CC is and | saw this office’s CC. 8,368 | 72.78% 1 255&?,1“ a Deposit 2,006 99.15%

2. | know what a CC is but | did not see this office’s CC. 178 1.55%

3. I learned of the CC only when | saw this office’s CC. 1,928 16.77% 2 ATM Card Requests 919 99.52%

4.1 do not know what a CC is and | did not see this 357 3.11% 3 | Branch Over-the-Counter 7461 99.20%

office’s CC. Transactions ' )

N/A - - Enrolment to/Updating of

Did not specify 666 5.79% 4 iAccess (Non-Financial/ 157 95.92%

CC2. If aware of CC, would you say that the CC of this office was...? Financial Tra.nsactlons)

1. Easy to see 9519 | 87.89% 5 2;?3;%2""“"'”9 Loan 227 99.76%

2. Somewhat easy to see 449 4.15% s Other Branch 102 98.15%

3. Difficult to see 33 0.30% Products/Services 7

4. Not visible at all 16 0.15% 7 Sequest f?r Bank 122 97.68%

N/A 401 3.70% ocuments

Did not specify 413 3.81% 8 Regular Loan Processing 77 98.85%

CCa3. If aware of CC, how much did the CC help you in your transaction? ] ]

1. Helped very much 9,420 86.97% 9 Agrarian Services 1 100.00%
0,

2 SF)mewhat helped 593 5.48% 10 | Complaints Management 425 99.76%

3. Did not help 26 0.24%

N/A 412 3.80%

Did not specify 380 3.51%
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1. Angeles - Sto. Rosario Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 15 100.00%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. I do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 10 66.67%

2. Somewhat easy to see 3 20.00%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 2 13.33%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 12 80.00%

2. Somewhat helped 1 6.67%

3. Did not help - -

N/A - -

Did not specify 2 13.33%

Neither

Strongly . Strongly Total
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses
I am satls_fled with the service 15 0 0 0 0 0 15 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 15 0 0 0 0 0 15 100.00%
Reliability 14 0 0 0 0 1 15 100.00%
Access and Facilities 14 0 0 0 0 1 15 100.00%
Communication 13 1 0 0 0 1 15 100.00%
Costs 8 0 0 0 0 7 15 100.00%
Integrity 13 1 0 0 0 1 15 100.00%
Assurance 15 0 0 0 0 0 15 100.00%
Outcome 14 0 0 0 0 1 15 100.00%
Overall 106 2 0 0 0 12 120 100.00%

Opening of other Deposit Account

External Services Responses
1 1

Cash Deposit - (Peso/Foreign Currencies)
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External Services Responses

Cash Withdrawal
Check Deposit - Peso

Check Encashment

Online Collection Payments

Request for Checkbook

Request for Fund Transfer

Ol |N[fojO|p~|W

Salary Loan
10 Servicing of Modified Disbursement System Transactions
Total

RIN|R|Rr|Rr|R[R|0

-
[¢)]

2. Angeles Branch

Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 37 75.51%
2. | know what a CC is but | did not see this office’s CC. 1 2.04%
3. I learned of the CC only when | saw this office’s CC. 5 10.20%
4. 1 do not know what a CC is and | did not see this office’s CC. 5 10.20%
N/A 1 2.04%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 29 60.42%
2. Somewhat easy to see 9 18.75%
3. Difficult to see 2 4.17%
4. Not visible at all - -
N/A 6 12.50%
Did not specify 2 4.17%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 29 60.42%
2. Somewhat helped 10 20.83%
3. Did not help 1 2.08%
N/A 6 12.50%
Did not specify 2 4.17%

Neither

Strongly " Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 38 4 0 2 5 0 49 85.71%
that | availed.

Service Quality Dimensions

Responsiveness 35 9 0 0 5 0 49 89.80%

Reliability 39 7 1 0 2 0 49 93.88%

Access and Facilities 37 5 3 0 2 2 49 89.36%
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Communication 36 6 0 4 0 49 85.71%
Costs 29 5 0 0 2 13 49 94.44%
Integrity 36 7 0 1 5 49 87.76%
Assurance 38 4 4 0 3 49 85.71%
Outcome 37 8 3 0 1 49 91.84%
Overall 287 51 14 1 24 15 392 89.66%

External Services Responses

1 Opening of other Deposit Account 4
2 Release of Captured Card 1
3 Cash Deposit - (Peso/Foreign Currencies) 4
4 Cash Withdrawal 6
5 Check Deposit - Peso 3
6 Check Encashment 5
7 Online Collection Payments 1
8 Reactivation/Closure of Dormant Deposit Account 1
9 Request for Checkbook 2
10 Request for Fund Transfer 1
11 Updating of Bank Records - Change in Account Details/Type 3
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5
13 Handling of Customer’s Complaint 1
14 Salary Loan 7
15 Request for Bank Certification/Statement of Account for Salary Loan 3
16 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
17 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 49
3. Apalit Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 41 89.13%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 6.52%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 2.17%
N/A 1 2.17%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 34 75.56%
2. Somewhat easy to see 2 4.44%
3. Difficult to see - -
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Citizen’s Charter Answers Responses Percentage

4. Not visible at all - -

N/A 2.22%
Did not specify 8 17.78%

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 35 77.78%
2. Somewhat helped 1 2.22%
3. Did not help - -

N/A 4.44%
Did not specify 15.56%

Neither
“horee’ | Adtes Agreenor Disagree R NA  pedpinces | ‘Soare
I am satis_fied with the service 45 1 0 0 0 0 46 100.00%
that | availed.

Service Quality Dimensions
Responsiveness 42 3 1 0 0 0 46 97.83%
Reliability 40 0 0 0 0 6 46 100.00%
Access and Facilities 38 2 0 0 0 6 46 100.00%
Communication 38 2 0 0 0 6 46 100.00%
Costs 27 1 0 0 0 18 46 100.00%
Integrity 38 2 0 0 0 6 46 100.00%
Assurance 44 2 0 0 0 46 100.00%
Outcome 36 3 0 0 0 46 100.00%
Overall 303 15 1 0 0 49 368 99.69%

External Services Responses

1 Opening of other Deposit Account 3

2 Cash Deposit - (Peso/Foreign Currencies) 14

3 Cash Withdrawal 11

4 Check Deposit - Peso

5 Check Encashment

6 Request for Fund Transfer

7 Servicing of Modified Disbursement System Transactions 1
Total 46
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Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

45.45%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

45.45%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

9.09%

Did not specify

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

1. Easy to see

90.00%

2. Somewhat easy to see

10.00%

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

90.00%

2. Somewhat helped

10.00%

3. Did not help

N/A

Did not specify

Neither

Strongly . Strongly Total Overall
Agree REE %%gzzg%r RS Disagree e Responses Score
I am saus_ﬂed with the service 1 0 0 0 0 0 1 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 9 2 0 0 0 0 11 100.00%
Reliability 11 0 0 0 0 0 11 100.00%
Access and Facilities 10 1 0 0 0 0 11 100.00%
Communication 6 5 0 0 0 0 11 100.00%
Costs 10 1 0 0 0 0 11 100.00%
Integrity 10 1 0 0 0 0 11 100.00%
Assurance 11 0 0 0 0 0 11 100.00%
Outcome 10 1 0 0 0 0 11 100.00%
Overall 77 11 0 0 0 0 88 100.00%

Inquiry, Counseling and Processing of Loan

External Services Responses
1 4

Issuance of Certificate of Outstanding Balances and Interest Paid

Issuance of Certificate of Full Payment

Total

11
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5. Balagtas Branch
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 106 62.72%

2. 1 know what a CC is but | did not see this office’s CC. 1 0.59%

3. I learned of the CC only when | saw this office’s CC. 4 2.37%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 0.59%

N/A 57 33.73%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 109 97.32%

2. Somewhat easy to see 1 0.89%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 0.89%

Did not specify 1 0.89%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 109 97.32%

2. Somewhat helped 1 0.89%

3. Did not help 1 0.89%

N/A 1 0.89%

Did not specify - -

Neither

Sorl? | ngree agreenor pisagree SINOY A i Qo
om satisted with the service | 6 1 0 0 0 0 169 100.00%

Service Quality Dimensions
Responsiveness 167 0 1 1 0 0 169 98.82%
Reliability 168 1 0 0 0 0 169 100.00%
Access and Facilities 160 1 0 0 0 8 169 100.00%
Communication 162 0 1 0 0 6 169 99.39%
Costs 23 1 0 0 0 145 169 100.00%
Integrity 167 2 0 0 0 0 169 100.00%
Assurance 168 1 0 0 0 169 100.00%
Outcome 166 1 0 0 0 169 100.00%
Overall 1,181 7 2 1 0 161 1,352 99.75%
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1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 3
3 Cash Withdrawal 151
4 Check Deposit - Peso 2
5 Check Encashment 1
6 Online Collection Payments 3
7 Request for Fund Transfer 3
8 Handling of Customer’s Complaint 1
9 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
10 Servicing of Modified Disbursement System Transactions 2
Total 169

6. Balanga - Don M. Banzon Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses Percentage

1. I know what a CC is and | saw this office’s CC. 392 91.38%
2. | know what a CC is but | did not see this office’s CC. 2 0.47%
3. I learned of the CC only when | saw this office’s CC. 25 5.83%
4. 1 do not know what a CC is and | did not see this office’s CC. 0.93%
N/A 6 1.40%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 389 91.96%
2. Somewhat easy to see 7 1.65%
3. Difficult to see - -
4. Not visible at all - -
N/A 4 0.95%
Did not specify 23 5.44%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 390 92.20%
2. Somewhat helped 6 1.42%
3. Did not help - -
N/A 5 1.18%
Did not specify 22 5.20%

Neither
Strongly . Strongly Total Overall
Agree AR %%;22292 DIBCHTEE Disagree b Responses Score
| am satisfied with the service 0
that | availed. 424 4 0 0 1 0 429 99.77%
Service Quality Dimensions
Responsiveness 415 12 1 0 1 0 | 429 99.53%
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Sggpe%ly Agree Aglig]ﬁ:)r Disagree gtlr:ag?ga

Reliability 421 4 0 0 3 429 99.77%
Access and Facilities 416 8 1 0 0 4 429 99.76%
Communication 410 13 1 0 0 5 429 99.76%
Costs 381 11 0 1 0 36 429 99.75%
Integrity 420 5 0 0 1 3 429 99.77%
Assurance 422 6 1 0 0 0 429 99.77%
Outcome 410 13 2 0 0 4 429 99.53%

Overall 3,295 72 7 1 2 55 3,432 99.70%

External Services Responses

331

1 Opening of other Deposit Account
2 Cash Withdrawal 7
3 Check Encashment 27
Total 429
7. Balanga Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1,860 63.35%
2. | know what a CC is but | did not see this office’s CC. 62 2.11%
3. I learned of the CC only when | saw this office’s CC. 1,008 34.33%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 0.10%
N/A 3 0.10%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2,744 93.56%
2. Somewhat easy to see 129 4.40%
3. Difficult to see 4 0.14%
4. Not visible at all 3 0.10%
N/A 7 0.24%
Did not specify 46 1.57%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 2,783 94.89%
2. Somewhat helped 118 4.02%
3. Did not help 2 0.07%
N/A 7 0.24%
Did not specify 23 0.78%
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Sy Agree Agzg}ﬁgr Disagree St_rongly

ee : Disagree
om satistedwith the service | 5 906 30 0 0 0 0 2,936 | 100.00%

Service Quality Dimensions

Responsiveness 2,831 101 1 0 0 3 2,936 99.97%
Reliability 2,851 73 1 0 0 11 2,936 99.97%
Access and Facilities 2,842 82 1 0 0 11 2,936 99.97%
Communication 2,854 68 1 0 0 13 2,936 99.97%
Costs 2,362 70 1 0 2 501 2,936 99.88%
Integrity 2,851 74 0 0 0 11 2,936 100.00%
Assurance 2,861 73 2 0 0 0 2,936 99.93%
Outcome 2,854 69 1 0 0 12 2,936 99.97%
Overall 22,306 610 8 0 2 562 23,488 99.96%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 6
2 Opening of other Deposit Account 43
3 Release of Captured Card 147
4 Request for ATM PIN Change 3
5 Request for Card Replacement 528
6 Cash Deposit - (Peso/Foreign Currencies) 13
7 Cash Withdrawal 1,657
8 Check Deposit - Peso 19
9 Check Encashment 121
10 Online Collection Payments 2
11 Request for Checkbook 21
12 Request for Fund Transfer
13 Updating of Bank Records - Change in Account Details/Type
14 Updating of Bank Records - Change in Account Type
15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 13
16 Handling of Customer’s Complaint 344
17 Salary Loan 3
18 Request for Bank Certification/Statement of Account for Salary Loan 2
19 Claim of Remittance Proceeds 1
Total 2,936
8. Baler Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 100.00%

2. | know what a CC is but | did not see this office’s CC.
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Citizen’s Charter Answers Responses Percentage

3. I learned of the CC only when | saw this office’s CC. -

4. 1 do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 44.44%

2. Somewhat easy to see 22.22%

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify 33.33%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 33.33%

2. Somewhat helped 22.22%

3. Did not help -

N/A 11.11%

Did not specify 33.33%

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
ihles;:}iasi{iaeg with the service 7 5 0 0 0 0 9 100.00%
Service Quality Dimensions
Responsiveness 6 3 0 0 0 0 9 100.00%
Reliability 3 2 1 0 0 3 9 83.33%
Access and Facilities 3 2 1 0 0 3 9 83.33%
Communication 3 2 1 0 0 3 9 83.33%
Costs 3 0 1 0 0 5 9 75.00%
Integrity 2 3 1 0 0 3 9 83.33%
Assurance 6 3 0 0 0 0 9 100.00%
Outcome 1 3 1 0 0 4 9 80.00%
Overall 27 18 6 0 0 21 72 88.24%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Check Deposit - Peso

Check Encashment

Ol |wOWIN]|F

Salary Loan

Total

ORI N[W|N|F
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9. Baliuag Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 6 27.27%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 10 45.45%

4. 1 do not know what a CC is and | did not see this office’s CC. 6 27.27%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 40.91%

2. Somewhat easy to see 31.82%

3. Difficult to see - -

4. Not visible at all - -

N/A 6 27.27%

Did not specify - R
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 36.36%

2. Somewhat helped 36.36%

3. Did not help - -

N/A 6 27.27%

Did not specify - -

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 17 3 1 0 1 0 22 90.91%
Service Quality Dimensions
Responsiveness 14 6 0 0 2 0 22 90.91%
Reliability 16 4 2 0 0 0 22 90.91%
Access and Facilities 17 4 0 0 0 1 22 100.00%
Communication 16 5 0 0 0 1 22 100.00%
Costs 16 4 0 0 0 2 22 100.00%
Integrity 12 9 0 0 1 0 22 95.45%
Assurance 17 4 1 0 0 0 22 95.45%
Outcome 16 5 0 0 1 0 22 95.45%
Overall 124 41 3 0 4 4 176 95.93%

Opening of other Deposit Account

External Services Responses
1 5

Cash Deposit - (Peso/Foreign Currencies)

302



& LANDBANK

External Services Responses
1

SERVING THE NAT

BAGCONG PILIPINAS

3 Cash Withdrawal

4 Check Deposit - Peso

5 Request for Fund Transfer

6 Updating of Bank Records - Change in Account Details/Type 11

7 Updating of Bank Records - Change in Account Type 2
Total 22

10. Bataan - National Highway Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 136 97.14%
2. 1 know what a CC is but | did not see this office’s CC. 0.71%
3. I learned of the CC only when | saw this office’s CC. 3 2.14%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 124 88.57%
2. Somewhat easy to see 5 3.57%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 11 7.86%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 127 90.71%
2. Somewhat helped 2 1.43%
3. Did not help - -
N/A - -
Did not specify 11 7.86%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
I am sausﬂed with the service 139 1 0 0 0 0 140 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 134 6 0 0 0 140 100.00%
Reliability 130 1 0 0 0 140 100.00%
Access and Facilities 128 2 0 0 0 10 140 100.00%
Communication 125 5 0 0 0 10 140 100.00%
Costs 111 5 0 0 0 24 140 100.00%
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Neither

Integrity 128 3 0 0 0 9 140 100.00%
Assurance 139 1 0 0 0 0 140 100.00%
Outcome 124 6 0 0 0 10 140 100.00%

Overall 1,019 29 0 0 0 72 1,120 100.00%

1 Cash Withdrawal 16
2 Check Deposit - Peso 7
3 Check Encashment 37
4 Request for Checkbook 7
5 Request for Fund Transfer 2
6 Updating of Bank Records - Change in Account Details/Type 1
7 Updating of Bank Records - Change in Account Type 1
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 4
9 Handling of Customer’s Complaint 1
10 Request for Bank Certification/Statement of Account for Salary Loan 2
11 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
12 Trust/Treasury Placements 4
13 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 140
11. Bataan LC (BANLC)
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 13 76.47%
2. | know what a CC is but | did not see this office’s CC. 1 5.88%
3. I learned of the CC only when | saw this office’s CC. 1 5.88%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 11.76%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 13 76.47%
2. Somewhat easy to see 2 11.76%
3. Difficult to see - -
4. Not visible at all - -
N/A 2 11.76%
Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 14 82.35%
2. Somewhat helped 1 5.88%
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Citizen’s Charter Answers Responses Percentage
3. Did not help - -
N/A 2 11.76%

Did not specify - -

Neither
Strongly Agree nor  Disagree gt_rongly ResTocgﬁlses Overall
Disagree eSS P
I am satls_fled with the service 17 0 0 0 0 0 17 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 17 0 0 0 0 0 17 100.00%
Reliability 17 0 0 0 0 0 17 100.00%
Access and Facilities 17 0 0 0 0 0 17 100.00%
Communication 17 0 0 0 0 0 17 100.00%
Costs 15 0 0 0 0 2 17 100.00%
Integrity 17 0 0 0 0 0 17 100.00%
Assurance 17 0 0 0 0 0 17 100.00%
Outcome 17 0 0 0 0 0 17 100.00%
Overall 134 0 0 0 0 2 136 100.00%
External Services Responses
1 Inquiry, Counseling and Processing of Loan 11
2 Issuance of Certificate of Outstanding Balances and Interest Paid 1
3 Issuance of Certificate of Full Payment 5
Total 17
12. Bulacan LC (BULLC)
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 100.00%
2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. | do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -

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

1. Easy to see - -
2. Somewhat easy to see 1 100.00%

3. Difficult to see - -

4. Not visible at all - -
N/A - -
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Citizen’s Charter Answers Responses Percentage

Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 1 100.00%

2. Somewhat helped - -

3. Did not help - -

N/A - -

Did not specify - -

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service o
that | availed. 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 0 1 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 0 0 0 0 0 1 1 -
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 1 0 0 0 0 0 1 100.00%
Overall 6 1 0 0 0 1 8 100.00%
External Services Responses
1 Inquiry, Counseling and Processing of Loan 1
Total 1

13. Cabanatuan (NE) Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. ' know what a CC is and | saw this office’s CC. 20 86.96%
2. | know what a CC is but I did not see this office’s CC. 2 8.70%
3. I learned of the CC only when | saw this office’s CC. 1 4.35%
4. | do not know what a CC is and | did not see this office’s CC. - -
N/A - -

Did not specify - -

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 13 56.52%
2. Somewhat easy to see - -
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3. Difficult to see - -
4. Not visible at all 2 8.70%
N/A - -
Did not specify 8 34.78%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 13 56.52%
2. Somewhat helped - -
3. Did not help 1 4.35%
N/A 1 4.35%
Did not specify 8 34.78%

Neither

Strongly . Strongly Total Overall

Agree A %%gzzpe%r RIS Disagree e Responses Score

| am satisfied with the service o
that | availed. 21 0 0 1 1 0 23 91.30%

Service Quality Dimensions

Responsiveness 20 1 0 0 2 0 23 91.30%
Reliability 16 1 0 1 0 5 23 94.44%
Access and Facilities 16 0 1 1 0 5 23 88.89%
Communication 16 0 1 0 1 5 23 88.89%
Costs 15 0 0 1 0 7 23 93.75%
Integrity 16 0 0 0 2 5 23 88.89%
Assurance 20 2 0 0 1 0 23 95.65%
Outcome 16 1 1 0 0 5 23 94.44%
Overall 135 5 3 3 6 32 184 92.11%

External Services Responses

1 Opening of other Deposit Account 11
2 Cash Deposit - (Peso/Foreign Currencies) 4
3 Check Encashment 5
4 Request for Checkbook 1
5 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2

Total 23

14. Cabanatuan Maharlika Highway Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 87 94.57%

2. | know what a CC is but | did not see this office’s CC.
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3. I learned of the CC only when | saw this office’s CC.
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Percentage

5.43%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

Ccc2.

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

1. Easy to see

95.65%

2. Somewhat easy to see

4.35%

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

98.91%

2. Somewhat helped

1.09%

3. Did not help

N/A

Did not specify

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
om satistieclwith the service 92 0 0 0 0 0 92 100.00%
Service Quality Dimensions
Responsiveness 90 2 0 0 0 0 92 100.00%
Reliability 91 1 0 0 0 0 92 100.00%
Access and Facilities 90 1 1 0 0 0 92 98.91%
Communication 90 2 0 0 0 0 92 100.00%
Costs 71 2 0 0 0 19 92 100.00%
Integrity 91 1 0 0 0 0 92 100.00%
Assurance 92 0 0 0 0 92 100.00%
Outcome 91 1 0 0 0 92 100.00%
Overall 706 10 1 0 0 19 736 99.86%

External Services Responses

Online Collection Payments

Updating of Bank Records - Change in Account Details/Type

1 Opening of other Deposit Account 15
2 Cash Deposit - (Peso/Foreign Currencies) 18
3 Cash Withdrawal

4 Check Deposit - Peso

5 Check Encashment 43
6

7
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8 Salary Loan 2
9 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
Total 92
15. Camiling Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 17 85.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 10.00%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 5.00%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 11 55.00%
2. Somewhat easy to see 1 5.00%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 5.00%
Did not specify 7 35.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 11 55.00%
2. Somewhat helped 1 5.00%
3. Did not help - -
N/A 1 5.00%
Did not specify 7 35.00%

Neither

“hgree’  Adtes Agreenor Disagres [ NA Secore
I am satis_fied with the service 20 0 0 0 0 0 20 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 20 0 0 0 0 0 20 100.00%
Reliability 13 0 0 0 0 7 20 100.00%
Access and Facilities 12 0 0 0 0 8 20 100.00%
Communication 12 0 0 0 0 8 20 100.00%
Costs 11 0 0 0 0 9 20 100.00%
Integrity 13 0 0 0 0 7 20 100.00%
Assurance 20 0 0 0 0 0 20 100.00%
Outcome 13 0 0 0 0 7 20 100.00%
Overall 114 0 0 0 0 46 160 100.00%
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1 Opening of other Deposit Account 4
2 Cash Deposit - (Peso/Foreign Currencies) 5
3 Cash Withdrawal 3
4 Check Deposit - Peso 1
5 Check Encashment 3
6 Request for Checkbook 1
7 Bond Redemption and Interest Payment 1
8 Claim of Remittance Proceeds 1
9 Outgoing Remittance/Wire Transfer 1
Total 20
16. Capas Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 5 50.00%
2. | know what a CC is but | did not see this office’s CC. 10.00%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 2 20.00%
N/A 2 20.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 5 62.50%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all 1 12.50%
N/A 2 25.00%
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 4 50.00%
2. Somewhat helped 1 12.50%
3. Did not help 1 12.50%
N/A 2 25.00%
Did not specify - -

| am satisfied with the service

Strongly
Disagree

Strongly

Agree | Agree nor | Disagree

Disagree

Neither
Agree

that | availed.

N/A

Total
Responses

10

Overall
Score

70.00%
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Service Quality Dimensions

Responsiveness 4 2 1 0 3 0 10 60.00%
Reliability 5 1 3 0 0 1 10 66.67%
Access and Facilities 5 1 1 1 1 1 10 66.67%
Communication 4 2 1 1 0 2 10 75.00%
Costs 4 2 1 0 0 3 10 85.71%
Integrity 5 1 1 0 2 1 10 66.67%
Assurance 6 1 1 0 2 0 10 70.00%
Outcome 4 1 0 0 2 3 10 71.43%

Overall 37 11 9 2 10 11 80 69.57%

External Services Responses

1 Opening of other Deposit Account 2
2 Cash Deposit - (Peso/Foreign Currencies) 4
3 Cash Withdrawal 1
4 Check Deposit - Peso 2
5 Check Encashment 1
Total 10
17. Clark Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 7 100.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. | do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 5 71.43%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 2 28.57%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 5 71.43%

2. Somewhat helped

3. Did not help
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N/A - -
Did not specify 2 28.57%

Neither

Strongly n Strongly Total Overall
Agree A %%;izrr:g RESIES Disagree e Responses Score
I am satls_fled with the service 7 0 0 0 0 0 7 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 7 0 0 0 0 0 7 100.00%
Reliability 5 0 0 0 0 2 7 100.00%
Access and Facilities 5 0 0 0 0 2 7 100.00%
Communication 5 0 0 0 0 2 7 100.00%
Costs 3 0 0 0 0 4 7 100.00%
Integrity 5 0 0 0 0 2 7 100.00%
Assurance 7 0 0 0 0 0 7 100.00%
Outcome 5 0 0 0 0 2 7 100.00%
Overall 42 0 0 0 0 14 56 100.00%

External Services Responses

1 Opening of other Deposit Account 3

2 Cash Deposit - (Peso/Foreign Currencies) 3

3 Check Deposit - Peso 1

Total 7

18. Concepcion (Tarlac) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 36 73.47%
2. I know what a CC is but | did not see this office’s CC. 3 6.12%
3. I learned of the CC only when | saw this office’s CC. 7 14.29%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 6.12%

N/A - -

Did not specify - -

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

1. Easy to see 42 85.71%
2. Somewhat easy to see 2 4.08%

3. Difficult to see - -

4. Not visible at all - -
N/A 3 6.12%
Did not specify 2 4.08%
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CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 42 85.71%
2. Somewhat helped 3 6.12%
3. Did not help - -

N/A 3 6.12%
Did not specify 1 2.04%

Neither
Shord ngree Ageeor Diagree ST A Qe
am satistied with the service | 47 2 0 0 0 0 49 100.00%
Service Quality Dimensions

Responsiveness 42 6 1 0 0 0 49 97.96%
Reliability 45 3 0 0 0 1 49 100.00%
Access and Facilities 42 6 0 0 0 1 49 100.00%
Communication 40 8 0 0 0 1 49 100.00%
Costs 38 6 0 0 0 5 49 100.00%
Integrity 44 4 0 0 0 1 49 100.00%
Assurance 44 5 0 0 0 0 49 100.00%
Outcome 41 7 0 0 0 1 49 100.00%
Overall 336 45 1 0 0 10 392 99.74%

1 Opening of other Deposit Account 35

2 Request for ATM PIN Change 1

3 Cash Deposit - (Peso/Foreign Currencies) 3

4 Cash Withdrawal 4

5 Check Deposit - Peso 1

6 Check Encashment 1

7 Online Collection Payments 2

8 Updating of Bank Records - Change in Account Details/Type 1

9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

Total 49

19. Dau Branch
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 14 93.33%
2. 1 know what a CC is but I did not see this office’s CC. - -
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3. I learned of the CC only when | saw this office’s CC.
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Percentage

4. | do not know what a CC is and | did not see this office’s CC.

N/A

6.67%

Did not specify

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

1. Easy to see

78.57%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

21.43%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

78.57%

2. Somewhat helped

3. Did not help

N/A

Did not specify

21.43%

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
ihles;:}iasi{iaeg with the service 14 0 0 0 1 0 15 03.33%
Service Quality Dimensions
Responsiveness 14 0 0 0 1 0 15 93.33%
Reliability 13 0 0 0 1 1 15 92.86%
Access and Facilities 13 0 0 0 1 1 15 92.86%
Communication 13 0 0 0 0 2 15 100.00%
Costs 13 0 0 0 0 2 15 100.00%
Integrity 13 0 0 0 1 1 15 92.86%
Assurance 14 0 0 0 1 0 15 93.33%
Outcome 13 0 0 0 0 2 15 100.00%
Overall 106 0 0 0 5 9 120 95.50%

External Services Responses

1 Opening of other Deposit Account 1
2 Cash Deposit - (Peso/Foreign Currencies) 2
3 Cash Withdrawal 7
4 Check Deposit - Peso 1
5 Check Encashment 2
6 Updating of Bank Records - Change in Account Details/Type 2

Total 15
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Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

12

100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

75.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

25.00%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

75.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

25.00%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
ihsz:\};m with the service 11 1 0 0 0 0 12 100.00%
Service Quality Dimensions
Responsiveness 11 1 0 0 0 0 12 100.00%
Reliability 9 0 0 0 0 3 12 100.00%
Access and Facilities 9 0 0 0 0 3 12 100.00%
Communication 9 0 0 0 0 3 12 100.00%
Costs 6 1 0 0 0 5 12 100.00%
Integrity 8 1 0 0 0 3 12 100.00%
Assurance 11 1 0 0 0 0 12 100.00%
Outcome 9 0 0 0 0 3 12 100.00%
Overall 72 4 0 0 0 20 96 100.00%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 6

Cash Withdrawal
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3 Check Encashment 2
4 Online Collection Payments 1
Total 12
21. Field Support Services Center Ill - Pampanga
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 1 100.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1 100.00%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 1 100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

Neither

Strongly . Strongly Overall
ee | Agree nor isagree . N/A
Agree 9 Dgi]sagree 9 Disagree Score
| am satisfied with the service o
that | availed. 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 1 0 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 1 0 0 0 0 0 1 100.00%
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 1 0 0 0 0 0 1 100.00%
Overall 8 0 0 0 0 0 8 100.00%
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1 Issuance of Certificate of Payment/s 1
Total 1
22. Gapan Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 576 48.53%
2. | know what a CC is but | did not see this office’s CC. 7 0.59%
3. I learned of the CC only when | saw this office’s CC. 594 50.04%
4. 1 do not know what a CC is and | did not see this office’s CC. 8 0.67%
N/A 2 0.17%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 1,120 94.51%
2. Somewhat easy to see 22 1.86%
3. Difficult to see 1 0.08%
4. Not visible at all 1 0.08%
N/A 12 1.01%
Did not specify 29 2.45%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 963 81.27%
2. Somewhat helped 184 15.53%
3. Did not help - -
N/A 14 1.18%
Did not specify 24 2.03%

Neither

Shorl? moree agreenor Dissgree JINOL A ol | Q)
om satistieclwith the service |y 174 12 1 0 0 0 1,187 | 99.92%
Service Quality Dimensions
Responsiveness 1,164 20 2 0 1 0 1,187 99.75%
Reliability 1,151 15 1 0 0 20 1,187 99.91%
Access and Facilities 1,148 17 1 0 0 21 1,187 99.91%
Communication 1,138 29 0 0 0 20 1,187 100.00%
Costs 1,000 18 2 0 0 167 1,187 99.80%
Integrity 1,149 18 0 0 0 20 1,187 100.00%
Assurance 1,173 13 1 0 0 0 1,187 99.92%
Outcome 1,145 19 0 0 0 23 1,187 100.00%
Overall 9,068 149 7 0 1 271 9,496 99.91%
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1 Opening of a Deposit Account through Digital Onboarding System 40

2 Opening of other Deposit Account 412

3 Request for ATM PIN Change 26

4 Request for Card Replacement 57

5 Cash Deposit - (Peso/Foreign Currencies) 46

6 Cash Withdrawal 22

7 Check Deposit - Peso 8

8 Check Encashment 82

9 Online Collection Payments 27

10 Reactivation/Closure of Dormant Deposit Account 1

11 R_enewal/l_:’re-termination/Termination_of Cgrtificate of Time_ Deposit (Eeso and Dollar) and High 1

Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)

12 Request for Checkbook 21

13 Updating of Bank Records - Change in Account Details/Type 284

14 Updating of Bank Records - Change in Account Type 47

15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 37

16 Handling of Customer’s Complaint 1

17 Salary Loan 55

18 Request for Bank Certification/Statement of Account for Salary Loan

19 Outgoing Remittance/Wire Transfer

20 Sale/Purchase of Foreign Currencies

21 Printing/Reprinting of Bank Statement/Snapshot 16

22 Reprinting of Bank Statement not available in the Branch 1

Total 1,187
23. Guagua Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 44 67.69%
2. | know what a CC is but | did not see this office’s CC. 3 4.62%
3. I learned of the CC only when | saw this office’s CC. 7 10.77%
4. 1 do not know what a CC is and | did not see this office’s CC. 9 13.85%
N/A 2 3.08%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 43 68.25%
2. Somewhat easy to see 4 6.35%
3. Difficult to see - -
4. Not visible at all - -
N/A 9 14.29%
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Citizen’s Charter Answers Responses Percentage
Did not specify 7 11.11%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 41 65.08%
2. Somewhat helped 5 7.94%
3. Did not help - -

N/A 10 15.87%
Did not specify 7 11.11%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service o
that | availed. 62 2 1 0 0 0 65 98.46%
Service Quality Dimensions
Responsiveness 58 5 2 0 0 0 65 96.92%
Reliability 53 2 1 0 0 9 65 98.21%
Access and Facilities 53 2 1 0 0 9 65 98.21%
Communication 53 3 0 0 0 9 65 100.00%
Costs 49 3 0 0 0 13 65 100.00%
Integrity 53 2 1 0 0 65 98.21%
Assurance 63 2 0 0 0 0 65 100.00%
Outcome 51 4 0 0 0 10 65 100.00%
Overall 433 23 5 0 0 59 520 98.92%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2

2 Opening of other Deposit Account 51

3 Cash Deposit - (Peso/Foreign Currencies) 4

4 Cash Withdrawal 4

5 Check Deposit - Peso 1

6 Check Encashment 1

7 Request for Fund Transfer 1

8 Updating of Bank Records - Change in Account Type 1

Total 65

24. Guimba Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 174 88.78%
2. I know what a CC is but | did not see this office’s CC. 3 1.53%
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3. I learned of the CC only when | saw this office’s CC. 11 5.61%

4. 1 do not know what a CC is and | did not see this office’s CC. 4 2.04%

N/A 4 2.04%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 168 87.50%

2. Somewhat easy to see 4.17%

3. Difficult to see 0.52%

4. Not visible at all - -

N/A 4 2.08%

Did not specify 11 5.73%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 168 87.50%

2. Somewhat helped 9 4.69%

3. Did not help - -

N/A 4 2.08%

Did not specify 11 5.73%

Sgonegely Agree Ag?éter]ﬁgr Disagree gt.gé?:i %\éeorrae”
om satisted with the service | 53 42 0 0 0 1 196 100.00%
Service Quality Dimensions
Responsiveness 142 48 5 0 0 1 196 97.44%
Reliability 145 40 2 0 0 9 196 98.93%
Access and Facilities 142 41 4 0 0 9 196 97.86%
Communication 139 45 3 0 0 9 196 98.40%
Costs 137 36 4 0 0 19 196 97.74%
Integrity 137 49 1 0 0 9 196 99.47%
Assurance 157 37 1 0 0 196 99.49%
Outcome 136 47 1 0 0 12 196 99.46%
Overall 1,135 343 21 0 0 69 1,568 98.60%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 4
2 Opening of other Deposit Account 12
3 Request for ATM PIN Change 1
4 Request for Card Replacement

5 Cash Deposit - (Peso/Foreign Currencies) 25
6 Cash Withdrawal 82
7 Check Deposit - Peso 13
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8 Check Deposit - Foreign Currency 1
9 Check Encashment 25
10 Online Collection Payments 13
11 Request for Fund Transfer 2
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
13 Salary Loan 6
14 Request for Bank Certification/Statement of Account for Salary Loan 2
15 Bond Redemption and Interest Payment 1
16 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
17 Printing/Reprinting of Bank Statement/Snapshot 3
Total 196
25. Iba Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 20 68.97%
2. | know what a CC is but | did not see this office’s CC. 3 10.34%
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 4 13.79%
N/A 2 6.90%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 13 48.15%
2. Somewhat easy to see 4 14.81%
3. Difficult to see 1 3.70%
4. Not visible at all - -
N/A 4 14.81%
Did not specify 5 18.52%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 14 51.85%
2. Somewhat helped 3 11.11%
3. Did not help 1 3.70%
N/A 4 14.81%
Did not specify 5 18.52%

| am satisfied with the service

Strongly
Disagree

Strongly

Agree | Agree nor | Disagree

Disagree

Neither
Agree

24 3 0 0 2

that | availed.

N/A

Total
Responses

29

Overall
Score

93.10%
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Stronegzely Agree Aglzg]ﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
Service Quality Dimensions

Responsiveness 22 4 1 0 2 0 29 89.66%
Reliability 19 4 0 1 1 4 29 92.00%
Access and Facilities 19 3 1 1 0 5 29 91.67%
Communication 19 3 1 1 0 5 29 91.67%
Costs 12 4 1 0 1 11 29 88.89%
Integrity 21 3 0 0 1 29 96.00%
Assurance 24 3 1 1 0 0 29 93.10%
Outcome 19 4 1 1 0 4 29 92.00%

Overall 155 28 6 5 5 33 232 91.96%

External Services Responses

1 Opening of other Deposit Account 9
2 Request for ATM PIN Change 1
3 Request for Card Replacement 2
4 Cash Deposit - (Peso/Foreign Currencies) 2
5 Cash Withdrawal 3
6 Check Deposit - Peso 1
7 Check Encashment 2
8 Updating of Bank Records - Change in Account Details/Type 2
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
10 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
11 Salary Loan 4
12 Printing/Reprinting of Bank Statement/Snapshot 1
Total 29
26. Limay Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 48 87.27%
2. | know what a CC is but | did not see this office’s CC. 1 1.82%
3. I learned of the CC only when | saw this office’s CC. 2 3.64%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 1.82%
N/A 3 5.45%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 33 63.46%
2. Somewhat easy to see 1 1.92%
3. Difficult to see - -
4. Not visible at all - -
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Citizen’s Charter Answers Responses Percentage
N/A 2 3.85%
Did not specify 16 30.77%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 32 61.54%
2. Somewhat helped 3 5.77%
3. Did not help - -

N/A 2 3.85%
Did not specify 15 28.85%

Neither

oy | ngree  agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service 53 1 0 0 1 0 55 98.18%

Service Quality Dimensions
Responsiveness 48 5 1 0 1 0 55 96.36%
Reliability 38 1 0 0 0 16 55 100.00%
Access and Facilities 38 1 0 0 0 16 55 100.00%
Communication 34 4 0 0 0 17 55 100.00%
Costs 27 1 0 0 0 27 55 100.00%
Integrity 37 2 0 0 0 16 55 100.00%
Assurance 51 3 0 0 0 1 55 100.00%
Outcome 34 2 0 0 0 19 55 100.00%
Overall 307 19 1 0 1 112 440 99.39%

External Services Responses

1 Opening of other Deposit Account 8
2 Cash Deposit - (Peso/Foreign Currencies) 14
3 Cash Withdrawal
4 Check Deposit - Peso 7
5 Check Encashment 11
6 Online Collection Payments 3
7 Updating of Bank Records - Change in Account Details/Type 2
8 Salary Loan 2
9 Request for Bank Certification/Statement of Account for Salary Loan 2
10 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
11 Printing/Reprinting of Bank Statement/Snapshot 1
12 Reprinting of Bank Statement not available in the Branch 1
Total 55
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27. Malolos Highway Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 42 91.30%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 2 4.35%

4. |1 do not know what a CC is and | did not see this office’s CC. 1 2.17%

N/A 1 2.17%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 39 86.67%

2. Somewhat easy to see 1 2.22%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 2.22%

Did not specify 4 8.89%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 37 82.22%

2. Somewhat helped 3 6.67%

3. Did not help - -

N/A 1 2.22%

Did not specify 4 8.89%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
I am satis_fied with the service 43 3 0 0 0 0 46 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 43 3 0 0 0 0 46 100.00%
Reliability 43 2 0 0 0 1 46 100.00%
Access and Facilities 43 2 0 0 0 1 46 100.00%
Communication 42 3 0 0 0 1 46 100.00%
Costs 36 3 0 0 0 7 46 100.00%
Integrity 43 2 0 0 0 1 46 100.00%
Assurance 44 2 0 0 0 0 46 100.00%
Outcome 42 2 0 0 0 2 46 100.00%
Overall 336 19 0 0 0 13 368 100.00%

Opening of other Deposit Account

External Services Responses
1 4

Request for Card Replacement
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3 Cash Deposit - (Peso/Foreign Currencies) 10
4 Cash Withdrawal 8
5 Check Deposit - Peso 8
6 Check Encashment 10
7 Online Collection Payments 1
8 Updating of Bank Records - Change in Account Details/Type 2
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
10 Salary Loan 1
Total 46
28. Malolos Plaza Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 61 70.93%
2. | know what a CC is but | did not see this office’s CC. 6 6.98%
3. I learned of the CC only when | saw this office’s CC. 6 6.98%
4. 1 do not know what a CC is and | did not see this office’s CC. 7 8.14%
N/A 6 6.98%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 47 58.75%
2. Somewhat easy to see 7 8.75%
3. Difficult to see - -
4. Not visible at all - -
N/A 11 13.75%
Did not specify 15 18.75%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 46 57.50%
2. Somewhat helped 7 8.75%
3. Did not help - -
N/A 9 11.25%
Did not specify 18 22.50%

Neither

Strongly " Strongly Total Overall
Agree Agree %%gzzgc;r Disagree Disagree Responses Seore
I am satlsfled with the service 66 20 0 0 0 0 86 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 60 24 2 0 0 0 86 97.67%
Reliability 58 18 0 0 0 10 86 100.00%
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External Services Responses

1 Opening of other Deposit Account 8
2 Cash Deposit - (Peso/Foreign Currencies) 9
3 Cash Withdrawal 24
4 Check Deposit - Peso 12
5 Check Encashment 30
6 Request for Fund Transfer 3
Total 86
29. Mariveles Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 160 88.40%
2. | know what a CC is but | did not see this office’s CC. 2 1.10%
3. I learned of the CC only when | saw this office’s CC. 14 7.73%
4.1 do not know what a CC is and | did not see this office’s CC. 5 2.76%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 152 83.98%
2. Somewhat easy to see 16 8.84%
3. Difficult to see - -
4. Not visible at all 1 0.55%
N/A 10 5.52%
Did not specify 2 1.10%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 152 83.98%
2. Somewhat helped 16 8.84%
3. Did not help - -
N/A 11 6.08%
Did not specify 2 1.10%

BAGCONG PILIPINAS
Sggpe%ly Agree Aglig]ﬁ:)r Disagree gtlr:ag?ga
Access and Facilities 54 21 1 0 0 10 86 98.68%
Communication 54 22 0 0 0 10 86 100.00%
Costs 40 11 0 0 0 35 86 100.00%
Integrity 57 18 1 0 0 10 86 98.68%
Assurance 69 17 0 0 0 0 86 100.00%
Outcome 51 24 1 0 0 10 86 98.68%
Overall 443 155 5 0 0 85 688 99.17%
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Sggpe%ly Agree Alg\;?elt:ﬁ:)r Disagree gtlrsc;régzle)g c;\é%rfgl
Disagree

am satisted with the service | 161 20 0 0 0 0 181 100.00%

Service Quality Dimensions
Responsiveness 152 27 1 1 0 0 181 98.90%
Reliability 158 20 1 0 0 2 181 99.44%
Access and Facilities 155 22 2 0 0 2 181 98.88%
Communication 148 29 2 0 0 2 181 98.88%
Costs 79 25 1 0 0 76 181 99.05%
Integrity 154 23 0 2 0 2 181 98.88%
Assurance 164 16 1 0 0 181 99.45%
Outcome 153 23 2 0 0 181 98.88%
Overall 1,163 185 10 3 0 87 1,448 99.04%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 16
3 Request for ATM PIN Change
4 Request for Card Replacement
5 Cash Deposit - (Peso/Foreign Currencies) 25
6 Cash Withdrawal 47
7 Check Deposit - Peso 11
8 Check Encashment 24
9 Closure of Deposit Account 4
10 Online Collection Payments 3
11 Reactivation/Closure of Dormant Deposit Account 1
12 Request for Checkbook 1
13 Request for Fund Transfer 5
14 Updating of Bank Records - Change in Account Details/Type 1
15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 7
16 Handling of Customer’s Complaint 1
17 Salary Loan 9
18 Claim of Remittance Proceeds 1
19 Servicing of Modified Disbursement System Transactions 3
20 Trust/Treasury Placements 14
21 Printing/Reprinting of Bank Statement/Snapshot 2
Total 181
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30. Masinloc (Zambales) Branch

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

50.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

50.00%

N/A

Did not specify

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

1. Easy to see

2. Somewhat easy to see

50.00%

3. Difficult to see

4. Not visible at all

N/A

50.00%

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

2. Somewhat helped

50.00%

3. Did not help

N/A

50.00%

Did not specify

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
ihZTIS:\};{Ec? with the service 1 0 0 0 1 0 2 50.00%
Service Quality Dimensions
Responsiveness 0 1 0 0 1 0 2 50.00%
Reliability 0 1 1 0 0 0 2 50.00%
Access and Facilities 0 1 1 0 0 0 2 50.00%
Communication 0 1 0 0 1 0 2 50.00%
Costs 0 0 0 0 0 2 2 -
Integrity 0 1 0 0 1 0 2 50.00%
Assurance 1 0 0 1 0 0 2 50.00%
Outcome 0 1 0 1 0 0 2 50.00%
Overall 1 6 2 2 3 2 16 50.00%

External Services Responses
2

1 Cash Deposit - (Peso/Foreign Currencies)

Total
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31. Meycauayan Branch

BAGCONG PILIPINAS

Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 2,759 78.23%
2. I know what a CC is but | did not see this office’s CC. 45 1.28%
3. I learned of the CC only when | saw this office’s CC. 91 2.58%
4. I do not know what a CC is and | did not see this office’s CC. 82 2.32%
N/A 550 15.59%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 2,658 89.28%
2. Somewhat easy to see 106 3.56%
3. Difficult to see 7 0.24%
4. Not visible at all - -
N/A 95 3.19%
Did not specify 111 3.73%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 2,677 89.92%
2. Somewhat helped 92 3.09%
3. Did not help 3 0.10%
N/A 93 3.12%
Did not specify 112 3.76%

Neither

orly agree agreeror Disagree DOMOY A | Qo
{%Tf;}i;‘;fj_ with the service | 318, 334 9 1 1 0 3527 | 99.69%
Service Quality Dimensions
Responsiveness 3,114 385 20 2 0 6 3,527 99.38%
Reliability 3,168 327 9 1 0 22 3,527 99.71%
Access and Facilities 3,048 316 14 3 8 138 3,527 99.26%
Communication 2,947 360 27 1 9 183 3,527 98.89%
Costs 1,861 267 35 7 13 1,344 3,627 97.48%
Integrity 3,150 311 15 1 49 3,527 99.51%
Assurance 3,253 260 8 0 0 6 3,527 99.77%
Outcome 3,116 314 18 0 2 77 3,627 99.42%
Overall 23,657 2,540 146 15 33 1,825 28,216 99.26%

External Services Responses
1

Release of Captured

Opening of a Deposit Account through Digital Onboarding System 27
Opening of other Deposit Account 481
Card 8
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External Services Responses

4 Request for ATM PIN Change 42
5 Request for Card Replacement 7
6 Cash Deposit - (Peso/Foreign Currencies) 549
7 Cash Withdrawal 826
8 Check Deposit - Peso 208
9 Check Deposit - Foreign Currency 2
10 Check Encashment 520
11 Closure of Deposit Account 4
12 Online Collection Payments 488
13 Reactivation/Closure of Dormant Deposit Account 3
14 R_enewal/_Pre-termination/Termination_of C(_artificate of Time_ Deposit (F_’eso and Dollar) and High 1
Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)
15 Request for Checkbook 3
16 Request for Fund Transfer 44
17 Request for Stop Payment Order 1
18 Updating of Bank Records - Change in Account Details/Type 66
19 Updating of Bank Records - Change in Account Type 22
20 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 12
21 Handling of Customer’s Complaint 63
22 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 4
23 Salary Loan 57
24 Request for Bank Certification/Statement of Account for Salary Loan 16
25 Bond Redemption and Interest Payment 1
26 Claim of Remittance Proceeds 25
27 Domestic Bills Purchase Initiation/Availment 1
28 Electronic Fund Transfer and Purchase of Over-the-Counter Check 3
29 Outgoing Remittance/Wire Transfer 6
30 Servicing of Modified Disbursement System Transactions 5
31 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 4
32 Printing/Reprinting of Bank Statement/Snapshot 19
33 Reprinting of Bank Statement not available in the Branch 9
Total 3,527

32. Muioz Branch

Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 36 78.26%
2. | know what a CC is but | did not see this office’s CC. 2 4.35%
3. I learned of the CC only when | saw this office’s CC. 5 10.87%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 6.52%
N/A - -
Did not specify - -
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 30 65.22%

2. Somewhat easy to see 4.35%

3. Difficult to see 4.35%

4. Not visible at all -

N/A 10.87%

Did not specify 15.22%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 30 65.22%

2. Somewhat helped 4 8.70%

3. Did not help - -

N/A 10.87%

Did not specify 15.22%

Neither

orsly agree agreenor Disagree S0 oo
(om satistiecl with the service 39 7 0 0 0 0 46 100.00%
Service Quality Dimensions
Responsiveness 34 8 1 0 3 0 46 91.30%
Reliability 35 5 1 0 0 5 46 97.56%
Access and Facilities 36 4 1 0 0 5 46 97.56%
Communication 31 8 0 1 0 6 46 97.50%
Costs 29 7 0 0 2 8 46 94.74%
Integrity 34 5 2 0 0 5 46 95.12%
Assurance 39 5 1 0 0 1 46 97.78%
Outcome 36 4 0 0 0 6 46 100.00%
Overall 274 46 6 1 5 36 368 96.39%

External Services Responses
4

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Renewal/Pre-termination/Termination of Certificate of Time Deposit (Peso and Dollar) and High
Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)

Updating of Bank Records - Change in Account Type

Ol N oW IN]|EF

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

=
o

Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

Total
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33. Mufioz Science City Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 205 94.91%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 6 2.78%

4. 1 do not know what a CC is and | did not see this office’s CC. 5 2.31%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 203 93.98%

2. Somewhat easy to see 1 0.46%

3. Difficult to see - -

4. Not visible at all -

N/A 2.31%

Did not specify 3.24%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 202 93.52%

2. Somewhat helped 1 0.46%

3. Did not help - -

N/A 3.24%

Did not specify 2.78%

Neither

“horee’ | Adres | Agreenor Disagres il Seore
{&Tf:\fg‘;gﬂ with the service | 5 0 0 0 0 0 216 100.00%
Service Quality Dimensions
Responsiveness 213 3 0 0 0 0 216 100.00%
Reliability 212 0 0 0 0 4 216 100.00%
Access and Facilities 211 0 0 0 0 5 216 100.00%
Communication 212 0 0 0 0 4 216 100.00%
Costs 205 0 0 0 0 11 216 100.00%
Integrity 212 0 0 0 0 4 216 100.00%
Assurance 215 0 0 0 0 216 100.00%
Outcome 210 0 0 0 0 216 100.00%
Overall 1,690 3 0 0 0 35 1,728 100.00%

External Services

1 Opening of other Deposit Account

Responses

39
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2 Cash Deposit - (Peso/Foreign Currencies) 147
3 Cash Withdrawal 5
4 Check Deposit - Peso 6
5 Check Encashment 8
6 Online Collection Payments 3
7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
8 Handling of Customer’s Complaint 1
9 Salary Loan 3
10 Domestic Bills Purchase Initiation/Availment 1
11 Trust/Treasury Placements 1
12 Printing/Reprinting of Bank Statement/Snapshot 1
Total 216
34. Nueva Ecija LC (NUELC)
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 66.67%
2. | know what a CC is but | did not see this office’s CC. -
3. I learned of the CC only when | saw this office’s CC. 33.33%
4. | do not know what a CC is and | did not see this office’s CC. -
N/A -
Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 66.67%
2. Somewhat easy to see 33.33%
3. Difficult to see -
4. Not visible at all -
N/A -
Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 100.00%
2. Somewhat helped -
3. Did not help -
N/A -
Did not specify -

Strongly
Disagree

Strongly

Agree | Agree nor | Disagree

Agree Disagree

Neither

| am satisfied with the service
that | availed.

N/A

Total
Responses

Overall
Score

100.00%
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Stronegzely Agree Aglzg]ﬁ:)r Disagree gtlrsc;régzle); ResT;;ﬁlses
Service Quality Dimensions

Responsiveness 3 0 0 0 0 0 3 100.00%
Reliability 3 0 0 0 0 0 3 100.00%
Access and Facilities 3 0 0 0 0 0 3 100.00%
Communication 3 0 0 0 0 0 3 100.00%
Costs 1 0 0 0 0 2 3 100.00%
Integrity 3 0 0 0 0 0 3 100.00%
Assurance 3 0 0 0 0 0 3 100.00%
Outcome 2 1 0 0 0 0 3 100.00%

Overall 21 1 0 0 0 2 24 100.00%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 3
Total 3
35. Olongapo Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 40 85.11%
2. | know what a CC is but | did not see this office’s CC. 2 4.26%
3. I learned of the CC only when | saw this office’s CC. 1 2.13%
4. | do not know what a CC is and | did not see this office’s CC. 3 6.38%
N/A 1 2.13%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 31 67.39%
2. Somewhat easy to see 5 10.87%
3. Difficult to see 1 2.17%
4. Not visible at all 1 2.17%
N/A 4 8.70%
Did not specify 4 8.70%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 33 71.74%
2. Somewhat helped 3 6.52%
3. Did not help 2 4.35%
N/A 4 8.70%
Did not specify 4 8.70%
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Neither

lhzrzlls;};siflieecﬂ with the service 36 > 1 1 7 0 a7 80.85%

Service Quality Dimensions
Responsiveness 32 3 2 1 9 0 a7 74.47%
Reliability 32 5 5 0 2 3 a7 84.09%
Access and Facilities 31 6 2 1 4 3 47 84.09%
Communication 31 5 3 2 2 4 a7 83.72%
Costs 18 7 1 0 1 20 47 92.59%
Integrity 29 7 1 4 3 3 47 81.82%
Assurance 32 8 2 3 2 47 85.11%
Outcome 29 8 2 1 2 47 88.10%
Overall 234 49 18 12 25 38 376 83.73%

External Services Responses

1 Opening of other Deposit Account 5
2 Request for ATM PIN Change 4
3 Request for Card Replacement 2
4 Cash Deposit - (Peso/Foreign Currencies) 3
5 Cash Withdrawal 3
6 Check Deposit - Peso 1
7 Check Encashment 3
8 Reactivation/Closure of Dormant Deposit Account 2
9 Request for Fund Transfer 1
10 Updating of Bank Records - Change in Account Details/Type 10
11 Updating of Bank Records - Change in Account Type 1
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
13 Handling of Customer’s Complaint 1
14 Salary Loan 6
15 Bond Redemption and Interest Payment 1
16 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 47
36. Palayan Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 12 80.00%
2. | know what a CC is but I did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 6.67%

4. 1 do not know what a CC is and | did not see this office’s CC. 6.67%
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Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "
Agree 9 Dgi]sagree g Disagree Score
I am satls_fled with the service 13 1 1 0 0 0 15 03.33%
that | availed.
Service Quality Dimensions
Responsiveness 11 3 1 0 0 0 15 93.33%
Reliability 8 1 0 0 0 6 15 100.00%
Access and Facilities 7 2 0 0 0 6 15 100.00%
Communication 7 2 0 0 0 6 15 100.00%
Costs 6 1 0 0 0 8 15 100.00%
Integrity 8 0 1 0 0 6 15 88.89%
Assurance 13 1 1 0 0 0 15 93.33%
Outcome 5 2 0 0 0 8 15 100.00%
Overall 65 12 3 0 0 40 120 96.25%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

oW |N|F

Request for Fund Transfer

RPlWw(h|P[WlW

Total

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

N/A 6.67%

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 50.00%

2. Somewhat easy to see 7.14%

3. Difficult to see -

4. Not visible at all -

N/A 7.14%

Did not specify 35.71%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 42.86%

2. Somewhat helped 14.29%

3. Did not help -

N/A 7.14%

Did not specify 35.71%
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37. Pampanga LC (PAMLC)
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 27 79.41%
2. I know what a CC is but | did not see this office’s CC. 1 2.94%
3. I learned of the CC only when | saw this office’s CC. 4 11.76%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A 2 5.88%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 29 90.63%
2. Somewhat easy to see 2 6.25%
3. Difficult to see 3.13%
4. Not visible at all - -
N/A - -
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 30 93.75%
2. Somewhat helped 2 6.25%
3. Did not help - -
N/A - -
Did not specify - -

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
{&Tf:\fg‘;gﬂ with the service 28 5 0 0 1 0 34 97.06%
Service Quality Dimensions
Responsiveness 27 6 0 0 1 0 34 97.06%
Reliability 26 7 0 0 1 0 34 97.06%
Access and Facilities 25 8 0 0 1 0 34 97.06%
Communication 25 9 0 0 0 0 34 100.00%
Costs 24 10 0 0 0 0 34 100.00%
Integrity 28 5 1 0 0 0 34 97.06%
Assurance 27 0 0 0 0 34 100.00%
Outcome 26 0 0 0 0 34 100.00%
Overall 208 60 1 0 3 0 272 98.53%

External Services Responses

1 Inquiry, Counseling and Processing of Loan

34

Total

34
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38. Paniqui Branch

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

45

100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

95.56%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

4.44%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

93.33%

2. Somewhat helped

2.22%

3. Did not help

N/A

Did not specify

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
I am satis_fied with the service 25 0 0 0 0 0 45 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 45 0 0 0 0 0 45 100.00%
Reliability 45 0 0 0 0 0 45 100.00%
Access and Facilities 45 0 0 0 0 0 45 100.00%
Communication 44 1 0 0 0 0 45 100.00%
Costs 17 0 0 0 0 28 45 100.00%
Integrity 45 0 0 0 0 0 45 100.00%
Assurance 45 0 0 0 0 45 100.00%
Outcome 44 0 0 0 0 45 100.00%
Overall 330 1 0 0 0 29 360 100.00%

Opening of other Deposit Account

1

External Services Responses
1

Cash Deposit - (Peso/Foreign Currencies)

10
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External Services Responses

3 Check Deposit - Peso 1
4 Check Encashment 3
5 Online Collection Payments 24
6 Request for Checkbook 1
7 Salary Loan 2
8 Printing/Reprinting of Bank Statement/Snapshot 3

Total 45

39. Pulilan Branch

Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 67 81.71%
2. | know what a CC is but | did not see this office’s CC. 3 3.66%
3. I learned of the CC only when | saw this office’s CC. 8 9.76%
4. | do not know what a CC is and | did not see this office’s CC. 4 4.88%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 67 81.71%
2. Somewhat easy to see 6 7.32%
3. Difficult to see - -
4. Not visible at all 1 1.22%
N/A 4 4.88%
Did not specify 4 4.88%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 66 80.49%
2. Somewhat helped 8 9.76%
3. Did not help - -
N/A 5 6.10%
Did not specify 3 3.66%

Neither
Strongly . Strongly Total Overall
Agree REE %%gzzg%r RS Disagree e Responses Score
| am satisfied with the service 0,
that | availed. 70 11 0 1 0 0 82 98.78%
Service Quality Dimensions
Responsiveness 61 19 1 0 1 0 82 97.56%
Reliability 68 12 0 0 0 2 82 100.00%
Access and Facilities 68 10 1 0 0 3 82 98.73%
Communication 69 10 0 0 0 3 82 100.00%
Costs 44 9 3 0 0 26 82 94.64%
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Integrity 71 9 0 0 0 2 82 100.00%
Assurance 71 10 1 0 0 0 82 98.78%
Outcome 63 13 0 0 0 6 82 100.00%
Overall 515 92 6 0 1 42 656 98.86%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 8
2 Opening of other Deposit Account 24
3 Cash Deposit - (Peso/Foreign Currencies) 9
4 Cash Withdrawal 16
5 Check Deposit - Peso 8
6 Check Encashment 6
7 Online Collection Payments 3
8 Request for Fund Transfer 3
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
10 Handling of Customer’s Complaint 2
11 Salary Loan 1
12 Servicing of Modified Disbursement System Transactions 1
Total 82
40. San Fernando - Mc Arthur Highway Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 6 85.71%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 1 14.29%
4. | do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 4 57.14%
2. Somewhat easy to see - -
3. Difficult to see 1 14.29%
4. Not visible at all - -
N/A - -
Did not specify 2 28.57%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 4 57.14%
2. Somewhat helped - -
3. Did not help 1 14.29%
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Citizen’s Charter Answers Responses Percentage
N/A - -
Did not specify 2 28.57%

Neither

orly agree ageenor Disagree DOTOY NA | Qo
1haaTISe?\}iaSiEeeg. with the service 6 0 0 0 1 0 7 85.71%

Service Quality Dimensions
Responsiveness 5 1 0 0 1 0 7 85.71%
Reliability 4 0 0 0 1 2 7 80.00%
Access and Facilities 4 0 0 0 1 2 7 80.00%
Communication 4 0 0 0 1 2 7 80.00%
Costs 3 0 0 0 1 3 7 75.00%
Integrity 4 0 0 0 1 2 7 80.00%
Assurance 6 0 0 0 1 0 7 85.71%
Outcome 3 0 0 0 1 3 7 75.00%
Overall 33 1 0 0 8 14 56 80.95%

External Services Responses

1 Opening of other Deposit Account 4
2 Cash Deposit - (Peso/Foreign Currencies) 1
3 Cash Withdrawal 1
4 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
Total 7
41. San Fernando (Pampanga) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 35 70.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 7 14.00%
4. I do not know what a CC is and | did not see this office’s CC. 4 8.00%
N/A 4 8.00%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 33 71.74%
2. Somewhat easy to see 3 6.52%
3. Difficult to see 1 2.17%
4. Not visible at all - -
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Citizen’s Charter Answers Responses Percentage
N/A 4 8.70%
Did not specify 5 10.87%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 31 67.39%
2. Somewhat helped 6 13.04%
3. Did not help - -

N/A 4 8.70%
Did not specify 5 10.87%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service o
that | availed. 42 6 1 0 0 1 50 97.96%
Service Quality Dimensions
Responsiveness 38 7 4 0 0 1 50 91.84%
Reliability 38 5 1 0 0 6 50 97.73%
Access and Facilities 39 4 1 0 1 5 50 95.56%
Communication 33 9 1 0 0 7 50 97.67%
Costs 28 6 1 1 0 14 50 94.44%
Integrity 37 7 0 0 0 50 100.00%
Assurance 43 6 0 0 0 1 50 100.00%
Outcome 34 9 0 0 0 7 50 100.00%
Overall 290 53 8 1 1 47 400 97.17%
External Services Responses
1 Opening of other Deposit Account 13
2 Cash Deposit - (Peso/Foreign Currencies) 4
3 Cash Withdrawal 7
4 Check Deposit - Peso 5
5 Check Encashment 19
6 Request for Fund Transfer 2
Total 50
42. San lldefonso Branch
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. l know what a CC is and | saw this office’s CC. 68 100.00%
2. 1 know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -
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Citizen’s Charter Answers

4. | do not know what a CC is and | did not see this office’s CC.

Responses

BAGCONG PILIPINAS

Percentage

N/A

Did not specify

Ccc2.

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

1. Easy to see

86.76%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

13.24%

CCs.

If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

86.76%

2. Somewhat helped

3. Did not help

N/A

Did not specify

13.24%

Sggregel y Agree Ag?éter]ﬁgr Disagree gtlrs%gg“li Os\gi)r?:
Disagree

om satistieclwith the service 57 10 1 0 0 0 68 98.53%

Service Quality Dimensions
Responsiveness a7 19 2 0 0 0 68 97.06%
Reliability 55 12 0 0 0 1 68 100.00%
Access and Facilities 53 14 0 0 0 1 68 100.00%
Communication 55 12 0 0 0 1 68 100.00%
Costs 54 3 1 0 0 10 68 98.28%
Integrity 64 0 0 0 1 68 100.00%
Assurance 66 0 0 0 68 100.00%
Outcome 62 0 0 0 68 100.00%
Overall 456 70 3 0 0 15 544 99.43%

External Services Responses

Opening of other Deposit Account 13
Cash Deposit - (Peso/Foreign Currencies) 13
Cash Withdrawal 11
Check Deposit - Peso 4
Check Encashment 21

Online Collection Payments

Request for Passbook Replacement

(Nl |lwW[N|F

Updating of Bank Records - Change in Account Details/Type
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External Services Responses

9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
10 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 68

43. San Isidro (NE) Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 33 94.29%
2. 1 know what a CC is but | did not see this office’s CC. - -

2.86%
4. I do not know what a CC is and | did not see this office’s CC. 2.86%
N/A - -
Did not specify - -

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 27 77.14%
2. Somewhat easy to see - -

3. I learned of the CC only when | saw this office’s CC.

3. Difficult to see - -

4. Not visible at all - -

N/A 1 2.86%
Did not specify 7 20.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 26 74.29%
2. Somewhat helped 2 5.71%
3. Did not help - -

N/A 1 2.86%
Did not specify 6 17.14%

Neither

Strongly Overall

Szgrnegely gree %%gzzg%r Bl Disagree e Score
I am satis_fied with the service 34 1 0 0 0 0 35 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 30 4 0 1 0 0 35 97.14%
Reliability 28 1 0 0 0 6 35 100.00%
Access and Facilities 26 2 1 0 0 6 35 96.55%
Communication 27 2 0 0 0 6 35 100.00%
Costs 26 1 1 0 0 7 35 96.43%
Integrity 26 3 0 0 0 6 35 100.00%
Assurance 35 0 0 0 0 0 35 100.00%
Outcome 28 1 0 0 0 6 35 100.00%
Overall 226 14 2 1 0 37 280 98.77%
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External Services Responses

Opening of other Deposit Account

BAGCONG PILIPINAS

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

~N[(o|ja(~M|WOW[IN|E

Salary Loan

Total

44. San Jose City (NE) Branch

Citizen’s Charter Answers Responses

CC1. Which of the following describes your awareness of the CC?

Percentage

1. I know what a CC is and | saw this office’s CC. 119 42.05%
2. | know what a CC is but | did not see this office’s CC. 3 1.06%
3. I learned of the CC only when | saw this office’s CC. 13 4.59%
4. 1 do not know what a CC is and | did not see this office’s CC. 147 51.94%
N/A 1 0.35%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 103 36.52%
2. Somewhat easy to see 21 7.45%
3. Difficult to see 1 0.35%
4. Not visible at all - -
N/A 148 52.48%
Did not specify 9 3.19%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 97 34.40%
2. Somewhat helped 25 8.87%
3. Did not help 2 0.71%
N/A 149 52.84%
Did not specify 9 3.19%

Neither
Strongly " Strongly Total Overall
Agree AiEE %%;22292 RS Disagree e Responses Score
I am sansﬁed with the service 263 17 1 0 2 0 283 08.94%
that | availed.
Service Quality Dimensions
Responsiveness 202 77 1 1 2 | o | 28 98.59%
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SO pgree Agreenor Disagree SN Ao T

Reliability 199 74 0 0 2 8 283 99.27%
Access and Facilities 132 131 1 0 2 17 283 98.87%
Communication 189 79 1 0 2 12 283 98.89%
Costs 82 125 0 1 1 74 283 99.04%
Integrity 154 118 1 0 2 8 283 98.91%
Assurance 246 35 0 0 2 283 99.29%
Outcome 216 54 0 0 2 11 283 99.26%

Overall 1,420 693 4 2 15 130 2,264 99.02%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 3
2 Opening of other Deposit Account 42
3 Release of Captured Card
4 Request for ATM PIN Change
5 Request for Card Replacement
6 Cash Deposit - (Peso/Foreign Currencies) 16
7 Cash Withdrawal 148
8 Check Deposit - Peso 10
9 Check Encashment 14
10 Online Collection Payments
11 Reactivation/Closure of Dormant Deposit Account
12 Request for Checkbook
13 Request for Stop Payment Order 1
14 Updating of Bank Records - Change in Account Details/Type 18
15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 9
16 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
17 Salary Loan 7
18 Request for Bank Certification/Statement of Account for Salary Loan 1
19 Domestic Bills Purchase Initiation/Availment 1
20 Printing/Reprinting of Bank Statement/Snapshot 2
Total 283
45. San Jose del Monte Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 293 96.07%
2. | know what a CC is but | did not see this office’s CC. 4 1.31%
3. I learned of the CC only when | saw this office’s CC. 5 1.64%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 0.98%
N/A - -
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Did not specify

Responses

BAGCONG PILIPINAS

Percentage

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 289 94.75%
2. Somewhat easy to see 10 3.28%
3. Difficult to see 1 0.33%
4. Not visible at all - -
N/A 0.98%
Did not specify 0.66%

CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 287 94.10%
2. Somewhat helped 12 3.93%
3. Did not help 0.33%
N/A 0.98%
Did not specify 0.66%

Neither

Strongly n Strongly Overall
Agree | Agree nor | Disagree "
Agree 9 Dgi]sagree g Disagree Score
I am satls_fled with the service 268 25 9 2 1 0 305 96.07%
that | availed.

Service Quality Dimensions

Responsiveness 237 46 14 7 1 0 305 92.79%

Reliability 276 24 2 1 0 2 305 99.01%

Access and Facilities 275 25 2 0 1 2 305 99.01%

Communication 265 31 6 0 1 2 305 97.69%

Costs 95 23 2 1 2 182 305 95.93%

Integrity 281 17 3 0 1 3 305 98.68%

Assurance 285 17 2 0 1 305 99.02%

Outcome 278 18 1 1 1 305 99.00%

Overall 1,992 201 32 10 8 197 2,440 97.77%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 3
2 Opening of other Deposit Account 24
3 Request for ATM PIN Change 11
4 Request for Card Replacement 2
5 Cash Deposit - (Peso/Foreign Currencies) 44
6 Cash Withdrawal 32
7 Check Deposit - Peso 24
8 Check Encashment 113
9 Online Collection Payments 2
10 Request for Fund Transfer 9
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External Services Responses

11 Updating of Bank Records - Change in Account Details/Type 8
12 Updating of Bank Records - Change in Account Type 1
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
14 Salary Loan 23
15 Request for Bank Certification/Statement of Account for Salary Loan 2
16 Claim of Remittance Proceeds 3
17 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
Total 305

46. Sta. Maria Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. ' know what a CC is and | saw this office’s CC. 82 67.77%
2. | know what a CC is but | did not see this office’s CC. 6 4.96%
3. I learned of the CC only when | saw this office’s CC. 19 15.70%
4. | do not know what a CC is and | did not see this office’s CC. 9 7.44%
N/A 5 4.13%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 75 64.66%
2. Somewhat easy to see 12 10.34%
3. Difficult to see 1 0.86%
4. Not visible at all 2 1.72%
N/A 12 10.34%
Did not specify 14 12.07%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 76 65.52%
2. Somewhat helped 13 11.21%
3. Did not help 2 1.72%
N/A 13 11.21%
Did not specify 12 10.34%

Neither

Strongly ] Strongly Total Overall
Agree | Agree nor | Disagree .
Agree Disagree Disagree Responses Score
I am satlsfled with the service 107 1 0 0 3 0 121 97520
that | availed.

Service Quality Dimensions

Responsiveness 97 14 6 1 3 0 121 91.74%

Reliability 96 12 1 0 1 11 121 98.18%

Access and Facilities 93 10 3 0 2 13 121 95.37%
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Communication 88 16 2 0 3 12 121 95.41%
Costs 82 9 1 0 0 29 121 98.91%
Integrity 90 15 2 1 1 12 121 96.33%
Assurance 112 6 0 0 3 0 121 97.52%
Outcome 93 14 0 1 2 11 121 97.27%
Overall 751 96 15 3 15 88 968 96.25%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 41
3 Release of Captured Card
4 Request for ATM PIN Change
5 Request for Card Replacement
6 Cash Deposit - (Peso/Foreign Currencies) 4
7 Cash Withdrawal 12
8 Check Deposit - Peso 1
9 Check Encashment 2
10 Online Collection Payments 4
11 Reactivation/Closure of Dormant Deposit Account 2
12 Request for Checkbook 1
13 Request for Fund Transfer 5
14 Updating of Bank Records - Change in Account Details/Type 12
15 Updating of Bank Records - Change in Account Type 2
16 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 15
17 Salary Loan
18 Request for Bank Certification/Statement of Account for Salary Loan
19 Bond Redemption and Interest Payment
20 Electronic Fund Transfer and Purchase of Over-the-Counter Check

Total 121

47. Subic - Argonaut Highway Branch

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 18 75.00%
2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 2 8.33%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 8.33%
N/A 2 8.33%

Did not specify
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 17 77.27%

2. Somewhat easy to see 1 4.55%

3. Difficult to see - -

4. Not visible at all -

N/A 3 13.64%

Did not specify 4.55%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 16 72.73%

2. Somewhat helped 1 4.55%

3. Did not help -

N/A 4 18.18%

Did not specify 1 4.55%

Neither

Strongly n Strongly Overall
Agree | Agree nor | Disagree "

Agree 9 Dgi]sagree g Disagree Score

| am satisfied with the service o
that | availed. 22 2 0 0 0 0 24 100.00%

Service Quality Dimensions

Responsiveness 22 2 0 0 0 0 24 100.00%
Reliability 22 2 0 0 0 0 24 100.00%
Access and Facilities 21 2 0 0 0 1 24 100.00%
Communication 21 3 0 0 0 0 24 100.00%
Costs 16 4 0 0 0 4 24 100.00%
Integrity 22 2 0 0 0 0 24 100.00%
Assurance 23 1 0 0 0 0 24 100.00%
Outcome 20 1 1 0 0 2 24 95.45%
Overall 167 17 1 0 0 7 192 99.46%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Online Collection Payments

Updating of Bank Records - Change in Account Type

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

O N|ofa|~[wW|N|F

Salary Loan

N(R[R|Rr|MO|o| s

Total

N
N
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48. Subic Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 40 78.43%

2. I know what a CC is but | did not see this office’s CC. 3 5.88%

3. I learned of the CC only when | saw this office’s CC. 7 13.73%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 1.96%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 38 74.51%

2. Somewhat easy to see 7 13.73%

3. Difficult to see - -

4. Not visible at all - -

N/A 1.96%

Did not specify 5 9.80%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 42 82.35%

2. Somewhat helped 2 3.92%

3. Did not help - -

N/A 1.96%

Did not specify 6 11.76%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
I am satis_fied with the service 25 6 0 0 0 0 51 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 31 15 3 0 1 1 51 92.00%
Reliability 41 3 0 0 0 7 51 100.00%
Access and Facilities 40 4 0 0 0 7 51 100.00%
Communication 35 9 0 0 0 7 51 100.00%
Costs 36 5 0 0 0 10 51 100.00%
Integrity 39 5 0 0 0 7 51 100.00%
Assurance 46 5 0 0 0 51 100.00%
Outcome 39 4 0 0 0 51 100.00%
Overall 307 50 3 0 1 a7 408 98.89%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
1

5

Opening of other Deposit Account

14

Request for ATM PIN Change

6
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External Services Responses

4 Request for Card Replacement 5
5 Cash Deposit - (Peso/Foreign Currencies) 5
6 Cash Withdrawal 1
7 Check Deposit - Peso 4
8 Online Collection Payments 2
9 Request for Passbook Replacement 3
10 Updating of Bank Records - Change in Account Details/Type 1
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
12 Salary Loan 3
Total 51
49. Talavera Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 402 90.74%
2. | know what a CC is but | did not see this office’s CC. 4 0.90%
3. I learned of the CC only when | saw this office’s CC. 26 5.87%
4. 1 do not know what a CC is and | did not see this office’s CC. 8 1.81%
N/A 3 0.68%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 413 93.86%
2. Somewhat easy to see 10 2.27%
3. Difficult to see - -
4. Not visible at all 2 0.45%
N/A 10 2.27%
Did not specify 5 1.14%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 408 92.73%
2. Somewhat helped 15 3.41%
3. Did not help - -
N/A 12 2.73%
Did not specify 5 1.14%

Neither
Strongly " Strongly Total Overall
Agree Agree %%gzzgc;r Disagree Disagree N/A Responses SEOIE
I am satlsfled with the service 412 30 0 0 1 0 443 99.77%
that | availed.

Service Quality Dimensions

Responsiveness 396 41 2 3 1 | 0 | 443 98.65%
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External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2
2 Opening of other Deposit Account 91
3 Request for ATM PIN Change
4 Request for Card Replacement
5 Cash Deposit - (Peso/Foreign Currencies) 23
6 Cash Withdrawal 28
7 Check Deposit - Peso 24
8 Check Encashment 102
9 Closure of Deposit Account 3
10 Online Collection Payments 11
11 Reactivation/Closure of Dormant Deposit Account
12 Request for Checkbook
13 Request for Fund Transfer
14 Updating of Bank Records - Change in Account Details/Type 74
15 Updating of Bank Records - Change in Account Type 2
16 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 18
17 Handling of Customer’s Complaint 7
18 Salary Loan 10
19 Request for Bank Certification/Statement of Account for Salary Loan 4
20 Outgoing Remittance/Wire Transfer 4
21 Servicing of Modified Disbursement System Transactions 2
22 Trust/Treasury Placements 1
23 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
24 Printing/Reprinting of Bank Statement/Snapshot 6
25 Reprinting of Bank Statement not available in the Branch 2
Total 443

BAGCONG PILIPINAS
Sggpe%ly Agree Aglzg]ﬁ:)r Disagree gtlrsc;g?ga

Reliability 411 28 0 0 1 443 99.77%
Access and Facilities 400 35 2 0 1 443 99.32%
Communication 386 52 0 0 1 443 99.77%
Costs 303 30 0 0 1 109 443 99.70%
Integrity 406 33 0 0 1 3 443 99.77%
Assurance 417 25 0 0 1 443 99.77%
Outcome 397 37 2 0 1 443 99.31%

Overall 3,116 281 6 3 8 130 3,544 99.50%
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50. Tarlac - Mc Arthur Highway Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 100.00%

2. I know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. -

4. 1 do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 71.43%

2. Somewhat easy to see -

3. Difficult to see 14.29%

4. Not visible at all -

N/A -

Did not specify 14.29%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 71.43%

2. Somewhat helped -

3. Did not help 14.29%

N/A -

Did not specify 14.29%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
ihZTIS:\};{fc? with the service 6 0 0 0 1 0 7 85.71%
Service Quality Dimensions
Responsiveness 5 1 0 0 1 0 7 85.71%
Reliability 5 0 0 0 1 1 7 83.33%
Access and Facilities 5 0 0 0 1 1 7 83.33%
Communication 5 0 0 0 1 1 7 83.33%
Costs 3 1 0 0 1 2 7 80.00%
Integrity 5 0 0 0 1 1 7 83.33%
Assurance 6 0 0 0 1 0 7 85.71%
Outcome 4 0 0 0 1 2 7 80.00%
Overall 38 2 0 0 8 8 56 83.33%

Opening of other Deposit Account

External Services Responses
1 2

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal
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4 Check Deposit - Peso 1
5 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 7
51. Tarlac Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 34 66.67%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 9 17.65%
4. 1 do not know what a CC is and | did not see this office’s CC. 7 13.73%
N/A 1 1.96%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 31 62.00%
2. Somewhat easy to see 8 16.00%
3. Difficult to see - -
4. Not visible at all 1 2.00%
N/A 7 14.00%
Did not specify 3 6.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 38 76.00%
2. Somewhat helped 1 2.00%
3. Did not help 1 2.00%
N/A 8 16.00%
Did not specify 2 4.00%

Neither

Strongly . Strongly Overall
ee | Agree nor isagree . N/A
Agree 9 Dgi]sagree 9 Disagree Score
| am satisfied with the service o
that | availed. 45 4 0 1 1 0 51 96.08%
Service Quality Dimensions
Responsiveness 41 8 0 1 1 0 51 96.08%
Reliability 43 5 1 0 1 1 51 96.00%
Access and Facilities 39 8 1 0 1 2 51 95.92%
Communication 40 8 0 1 1 1 51 96.00%
Costs 37 6 0 0 1 7 51 97.73%
Integrity 42 6 1 0 1 1 51 96.00%
Assurance 46 3 1 0 1 0 51 96.08%
Outcome 39 6 2 0 1 3 51 93.75%
Overall 327 50 6 2 8 15 408 95.93%
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External Services Responses

Opening of other Deposit Account

BAGCONG PILIPINAS

20

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Updating of Bank Records - Change in Account Details/Type

OO |N[o|jO|A~[W|N|F

Updating of Bank Records - Change in Account Type

10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

11 Salary Loan

12 Electronic Fund Transfer and Purchase of Over-the-Counter Check

PR, O|IR[(RP|IDDO|O]| S

Total

()]
-

52. Tarlac LC (TARLC)

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

50.00%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

50.00%

Did not specify

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

1. Easy to see

2. Somewhat easy to see

100.00%

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

2. Somewhat helped

100.00%

3. Did not help

N/A

Did not specify
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Neither

lhzrzlls;};siflieecﬂ with the service 1 1 0 0 0 0 2 100.00%

Service Quality Dimensions
Responsiveness 0 2 0 0 0 0 2 100.00%
Reliability 1 0 1 0 0 0 2 50.00%
Access and Facilities 0 2 0 0 0 0 2 100.00%
Communication 0 2 0 0 0 0 2 100.00%
Costs 1 1 0 0 0 0 2 100.00%
Integrity 1 1 0 0 0 0 2 100.00%
Assurance 1 1 0 0 0 0 2 100.00%
Outcome 1 1 0 0 0 0 2 100.00%
Overall 5 10 1 0 0 0 16 93.75%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 2
Total 2
53. West San Fernando (Pampanga) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 83 78.30%
2. I know what a CC is but | did not see this office’s CC. 6 5.66%
3. I learned of the CC only when | saw this office’s CC. 5 4.72%
4. | do not know what a CC is and | did not see this office’s CC. 9 8.49%
N/A 3 2.83%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 73 70.87%
2. Somewhat easy to see 11 10.68%
3. Difficult to see 7 6.80%
4. Not visible at all 1 0.97%
N/A 11 10.68%
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 76 73.79%
2. Somewhat helped 11 10.68%
3. Did not help 6 5.83%
N/A 9 8.74%
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Citizen’s Charter Answers

Did not specify

Responses

BAGCONG PILIPINAS

Percentage

0.97%

yEed Oisagree SINOY wa T Queral
ihaaTlsa"’:}iasi‘;f(?_ with the service 87 9 2 1 7 0 106 90.57%
Service Quality Dimensions
Responsiveness 80 14 2 1 8 1 106 89.52%
Reliability 83 13 2 1 7 0 106 90.57%
Access and Facilities 82 11 1 0 8 4 106 91.18%
Communication 80 14 3 1 6 2 106 90.38%
Costs 63 13 2 0 4 24 106 92.68%
Integrity 82 14 1 2 7 106 90.57%
Assurance 87 11 2 0 6 106 92.45%
Outcome 84 12 1 1 6 106 92.31%
Overall 641 102 14 6 52 33 848 91.17%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2
2 Opening of other Deposit Account 53
3 Request for ATM PIN Change 1
4 Request for Card Replacement 4
5 Cash Deposit - (Peso/Foreign Currencies) 3
6 Cash Withdrawal 4
7 Check Deposit - Peso 6
8 Check Encashment 3
9 Online Collection Payments 4
10 Request for Checkbook 1
11 Updating of Bank Records - Change in Account Details/Type 7
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 10
13 Handling of Customer’s Complaint 1
14 Salary Loan 2
15 Request for Bank Certification/Statement of Account for Salary Loan 1
16 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
17 Servicing of Modified Disbursement System Transactions 1
18 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
19 Printing/Reprinting of Bank Statement/Snapshot 1
Total 106
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54. Zambales LC (ZMBLC)
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 88.89%

2. | know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. 11.11%

4. 1 do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 88.89%

2. Somewhat easy to see 11.11%

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 66.67%

2. Somewhat helped 33.33%

3. Did not help -

N/A -

Did not specify -

Neither

Strongly ] Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
I am satls_fled with the service 9 0 0 0 0 0 9 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 8 1 0 0 0 0 9 100.00%
Reliability 9 0 0 0 0 0 9 100.00%
Access and Facilities 9 0 0 0 0 0 9 100.00%
Communication 8 0 1 0 0 0 9 88.89%
Costs 6 1 0 1 0 1 9 87.50%
Integrity 9 0 0 0 0 0 9 100.00%
Assurance 9 0 0 0 0 0 9 100.00%
Outcome 9 0 0 0 0 0 9 100.00%
Overall 67 2 1 1 0 1 72 97.18%

1 Inquiry, Counseling and Processing of Loan

External Services Responses
9

Total
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CSM Results - Region IV A

Strongly
Disagree

Total
Responses

BAGCONG PILIPINAS

Qverall
Score

Strongly Neither
Agree  Agree nor |Disagree
Disagree
| am satisfied
with the 5364 | 512 31 20
service that |
availed.

61

5 5,993

98.13%

Neither
Service Quality Strongly Agree Di Strongly Total
. 3 isagree )
Dimensions Agree nor Disagree Responses
Disagree
Responsiveness 4,952 856 71 26 79 9 5,993 97.06%
Reliability 4,803 547 48 9 24 562 5,993 98.51%
Access and 4,701 587 38 19 36 612 5,993 98.27%
Facilities
Communication 4,639 638 67 14 32 603 5,993 97.90%
Costs 3,573 506 56 8 15 1,835 5,993 98.10%
Integrity 4,836 499 38 24 37 559 5,993 98.18%
Assurance 5,454 458 37 12 28 4 5,993 98.71%
Outcome 4,735 542 48 7 24 637 5,993 98.53%
Overall 37,693 4,633 403 119 275 4,821 47,944 98.15%
e, . Overall
Citizen’s Charter Answers Responses  Percentage External Services Responses Score
CC1. Which of the following describes your awareness of the CC? i i
: 9 ! y. 1 Opening of a Deposit 1,873 97.92%
1. I know what a CC is and | saw this office’s CC. 4,865 81.18% Accounts
2. I know what a CC is but | did not see this office’s CC. 130 2.17% 2 ATM Card Requests 235 96.94%
3. I learned of the CC only when | saw this office’s CC. 588 9.81%
_ _ _ 3 Branch Over-the-Counter 3174 98.58%
4. | do not know what a CC is and | did not see this 257 4.29% Transactions J 0070
EflﬁAce s CC. 3 0.22% Enrolment to/Updating of
_ i . 4 iAccess (Non-Financial/ 157 95.00%
Did not specify 140 2.34% Financial Transactions)
CC2. If aware of CC, would you say that the CC of this office was...? i
y y 5 Bran_cr_\ Banking Loan 132 99.68%
1. Easy to see 4,413 75.57% Servicing
2. Somewhat easy to see 423 7.24% Other Branch 0
— Y > 6 Products/Services 126 97.00%
3. Difficult to see 31 0.53%
— Request for Bank 6 97199
4. Not visible at all 20 0.34% 7 Documents 167 7.19%
0,
N(A _ 298 5.10% 8 Regular Loan Processing 27 98.53%
Did not specify 655 11.22%
CCa3. If aware of CC, how much did the CC help you in your transaction? 9 Agrarian Services 45 100.00%
1. Helped very much 4,470 76.54%
2. Somewhat helped 394 6.75% 10 Complaints Management 57 96.89%
3. Did not help 35 0.60%
N/A 311 5.33%
Did not specify 630 10.79%
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1. Antipolo Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 32 94.12%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. I do not know what a CC is and | did not see this office’s CC. 2 5.88%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 17 50.00%

2. Somewhat easy to see 2 5.88%

3. Difficult to see - -

4. Not visible at all - -

N/A 3 8.82%

Did not specify 12 35.29%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 18 52.94%

2. Somewhat helped 2 5.88%

3. Did not help - -

N/A 3 8.82%

Did not specify 11 32.35%

Neither

orly agree agreeror Disagree DOMOY A | Qo
i&’{‘f:\fgfg with the service 29 3 0 1 1 0 34 94.12%

Service Quality Dimensions
Responsiveness 28 4 0 0 2 0 34 94.12%
Reliability 20 1 1 0 0 12 34 95.45%
Access and Facilities 20 2 0 1 0 11 34 95.65%
Communication 21 0 2 1 0 10 34 87.50%
Costs 18 0 1 0 0 15 34 94.74%
Integrity 20 2 0 0 1 11 34 95.65%
Assurance 29 3 0 1 1 0 34 94.12%
Outcome 19 3 1 1 0 10 34 91.67%
Overall 175 15 5 4 4 69 272 93.60%

Opening of other Deposit Account

External Services Responses
1

13

Cash Deposit - (Peso/Foreign Currencies)

4
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External Services Responses

3 Cash Withdrawal 5
4 Check Deposit - Peso 3
5 Check Encashment 2
6 Reactivation/Closure of Dormant Deposit Account 2
7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
8 Handling of Customer’s Complaint 2
9 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1

Total 34

2. Antipolo Circumferential Road Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 353 74.47%
2. | know what a CC is but | did not see this office’s CC. 2 0.42%
3. I learned of the CC only when | saw this office’s CC. 70 14.77%
4. 1 do not know what a CC is and | did not see this office’s CC. 49 10.34%
N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 420 88.61%

2. Somewhat easy to see 1 0.21%

3. Difficult to see - -

4. Not visible at all - -

N/A 49 10.34%
Did not specify 4 0.84%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 419 88.40%
2. Somewhat helped 2 0.42%
3. Did not help - -

N/A 49 10.34%
Did not specify 4 0.84%

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 468 3 0 0 3 0 474 99.37%
that | availed.

Service Quality Dimensions

Responsiveness 462 5 0 0 3 4 474 99.36%

Reliability 461 7 2 1 1 2 474 99.15%

Access and Facilities 461 8 0 2 1 2 474 99.36%
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SO pgree Agreenor Disagree SN Ao T
Communication 462 7 0 1 2 2 474 99.36%
Costs 451 8 2 1 0 12 474 99.35%
Integrity 463 6 1 1 1 2 474 99.36%
Assurance 461 10 1 1 1 0 474 99.37%
Outcome 460 8 1 0 0 5 474 99.79%
Overall 3,681 59 7 7 9 29 3,792 99.39%

Responses

External Services

1. Helped very much

1 Opening of other Deposit Account 442
2 Request for Card Replacement 2
3 Cash Deposit - (Peso/Foreign Currencies) 7
4 Cash Withdrawal 10
5 Check Deposit - Peso 5
6 Check Encashment 1
7 Online Collection Payments 1
8 Reactivation/Closure of Dormant Deposit Account 2
9 Request for Fund Transfer 1
10 Updating of Bank Records - Change in Account Details/Type 1
11 Request for Bank Certification/Statement of Account for Salary Loan 1
12 Printing/Reprinting of Bank Statement/Snapshot 1
Total 474
3. Antipolo Masinag Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 50 71.43%
2. | know what a CC is but | did not see this office’s CC. 1 1.43%
3. I learned of the CC only when | saw this office’s CC. 12 17.14%
4. | do not know what a CC is and | did not see this office’s CC. 2 2.86%
N/A 2 2.86%
Did not specify 3 4.29%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 44 67.69%
2. Somewhat easy to see 15 23.08%
3. Difficult to see - -
4. Not visible at all - -
N/A 2 3.08%
Did not specify 4 6.15%
CCa. If aware of CC, how much did the CC help you in your transaction?
48 73.85%
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Neither

Shorl? | ngree  agreenor pisagree SINOY A o,
{&Tf;\f;‘;ﬁ with the service 48 22 0 0 0 0 70 100.00%
Service Quality Dimensions
Responsiveness 42 24 4 0 0 0 70 94.29%
Reliability 38 28 1 0 0 3 70 98.51%
Access and Facilities 38 28 1 0 0 3 70 98.51%
Communication 41 23 3 0 0 3 70 95.52%
Costs 37 21 5 0 0 7 70 92.06%
Integrity 45 21 1 0 0 3 70 98.51%
Assurance 55 15 0 0 0 0 70 100.00%
Outcome 49 16 2 0 0 3 70 97.01%
Overall 345 176 17 0 0 22 560 96.84%

External Services Responses

1 Opening of other Deposit Account 10
2 Release of Captured Card 1
3 Cash Deposit - (Peso/Foreign Currencies) 13
4 Cash Withdrawal
5 Check Deposit - Peso
6 Check Deposit - Foreign Currency 3
7 Check Encashment 15
8 Reactivation/Closure of Dormant Deposit Account 1
9 Request for Passbook Replacement 3
10 Handling of Customer’s Complaint 1
11 Bond Redemption and Interest Payment 1
12 Electronic Fund Transfer and Purchase of Over-the-Counter Check 3
13 Outgoing Remittance/Wire Transfer 1
14 Sale/Purchase of Foreign Currencies 2
15 Printing/Reprinting of Bank Statement/Snapshot 8
Total 70

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
2. Somewhat helped 13 20.00%
3. Did not help -
N/A 3.08%
Did not specify 3.08%
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4. Atimonan Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 14 87.50%

2. | know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. I do not know what a CC is and | did not see this office’s CC. 2 12.50%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 13 81.25%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A 2 12.50%

Did not specify 6.25%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 13 81.25%

2. Somewhat helped - -

3. Did not help - -

N/A 2 12.50%

Did not specify 6.25%

Neither

“hgioe | Aaree | Agreenor Dissgres [  NA  pogponces
i&’{‘f:\fgfg with the service 16 0 0 0 0 0 16 100.00%
Service Quality Dimensions
Responsiveness 12 4 0 0 0 0 16 100.00%
Reliability 13 2 0 0 0 1 16 100.00%
Access and Facilities 12 3 0 0 0 1 16 100.00%
Communication 11 2 1 0 0 2 16 92.86%
Costs 5 1 0 0 0 10 16 100.00%
Integrity 13 2 0 0 0 1 16 100.00%
Assurance 13 3 0 0 0 16 100.00%
Outcome 13 2 0 0 0 16 100.00%
Overall 92 19 1 0 0 16 128 99.11%

Opening of other Deposit Account

External Services Responses
1 2

Cash Deposit - (Peso/Foreign Currencies)
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3 Cash Withdrawal 3
4 Check Deposit - Peso 1
5 Check Encashment 3
Total 16
5. Bacoor Molino Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 28 68.29%
2. I know what a CC is but | did not see this office’s CC. 4 9.76%
3. I learned of the CC only when | saw this office’s CC. 3 7.32%
4. | do not know what a CC is and | did not see this office’s CC. 5 12.20%
N/A 1 2.44%
Did not specify - R
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 22 55.00%
2. Somewhat easy to see 5 12.50%
3. Difficult to see - -
4. Not visible at all - -
N/A 7 17.50%
Did not specify 6 15.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 23 57.50%
2. Somewhat helped 4 10.00%
3. Did not help - -
N/A 7 17.50%
Did not specify 6 15.00%

Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
| am satisfied with the service 0
that | availed. 34 6 1 0 0 0 41 97.56%
Service Quality Dimensions
Responsiveness 33 7 0 0 1 0 41 97.56%
Reliability 31 4 0 0 0 6 41 100.00%
Access and Facilities 31 4 0 0 0 6 41 100.00%
Communication 27 7 1 0 0 6 41 97.14%
Costs 22 4 0 0 0 15 41 100.00%
Integrity 32 3 0 0 0 6 41 100.00%
Assurance 37 4 0 0 0 0 41 100.00%
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0 D agree ag PO O
Outcome 31 2 0 0 7 41 97.06%
Overall 244 35 2 0 1 46 328 98.94%

External Services Responses

Did not specify

1 Opening of a Deposit Account through Digital Onboarding System
2 Opening of other Deposit Account 23
3 Cash Deposit - (Peso/Foreign Currencies) 5
4 Cash Withdrawal 2
5 Check Encashment 3
6 Online Collection Payments 2
7 Request for Fund Transfer 1
8 Updating of Bank Records - Change in Account Details/Type 4
9 Total 41
10 Opening of a Deposit Account through Digital Onboarding System 1
11 Opening of other Deposit Account 23
12 Cash Deposit - (Peso/Foreign Currencies) 5
13 Cash Withdrawal 2
14 Check Encashment 3
15 Online Collection Payments 2
16 Request for Fund Transfer 1
17 Updating of Bank Records - Change in Account Details/Type 4
Total 41
6. Balayan Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 46 85.19%
2. I know what a CC is but | did not see this office’s CC. 1 1.85%
3. I learned of the CC only when | saw this office’s CC. 4 7.41%
4.1 do not know what a CC is and | did not see this office’s CC. 2 3.70%
N/A 1 1.85%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 46 86.79%
2. Somewhat easy to see 3 5.66%
3. Difficult to see - -
4. Not visible at all -
N/A 3.77%
3.77%

CCa3. If aware of CC, how much did the CC help you in your transaction?
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Neither

oS | soree agreenor pissgree SN A e Qe
1.am satisfieclwith the service 46 8 0 0 0 0 54 100.00%
Service Quality Dimensions
Responsiveness 33 21 0 0 0 0 54 100.00%
Reliability 46 6 0 0 0 2 54 100.00%
Access and Facilities 45 6 0 1 0 2 54 98.08%
Communication 45 7 0 0 0 2 54 100.00%
Costs 39 6 0 0 0 9 54 100.00%
Integrity 47 5 0 0 0 2 54 100.00%
Assurance 50 4 0 0 0 0 54 100.00%
Outcome 45 6 0 0 0 3 54 100.00%
Overall 350 61 0 1 0 20 432 99.76%

External Services Responses

1 Opening of other Deposit Account 2
2 Release of Captured Card 1
3 Request for Card Replacement 3
4 Cash Deposit - (Peso/Foreign Currencies) 3
5 Cash Withdrawal 1
6 Check Deposit - Peso 2
7 Check Encashment 1
8 Online Collection Payments 2
9 Reactivation/Closure of Dormant Deposit Account 1
10 Request for Checkbook 26
11 Request for Fund Transfer 2
12 Updating of Bank Records - Change in Account Details/Type 4
13 Updating of Bank Records - Change in Account Type 2
14 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
15 Release of Inward Returned Check 1

Total 54

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
1. Helped very much 45 84.91%
2. Somewhat helped 4 7.55%
3. Did not help - -
N/A 3.77%
Did not specify 3.77%
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Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC. 123 63.40%
2. I know what a CC is but | did not see this office’s CC. 6 3.09%
3. I learned of the CC only when | saw this office’s CC. 24 12.37%
4. I do not know what a CC is and | did not see this office’s CC. 25 12.89%
N/A 16 8.25%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 117 65.73%
2. Somewhat easy to see 22 12.36%
3. Difficult to see 1 0.56%
4. Not visible at all - -
N/A 26 14.61%
Did not specify 12 6.74%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 123 69.10%
2. Somewhat helped 21 11.80%
3. Did not help 2 1.12%
N/A 27 15.17%
Did not specify 5 2.81%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
{&Tf:\fg‘;gﬂ with the service |57 23 3 0 1 0 194 97.94%
Service Quality Dimensions
Responsiveness 150 36 4 1 3 0 194 95.88%
Reliability 164 26 3 0 0 1 194 98.45%
Access and Facilities 164 25 2 0 0 3 194 98.95%
Communication 154 29 8 0 0 3 194 95.81%
Costs 129 32 2 0 0 31 194 98.77%
Integrity 170 18 5 0 0 1 194 97.41%
Assurance 174 19 1 0 0 194 99.48%
Outcome 157 23 1 0 0 13 194 99.45%
Overall 1,262 208 26 1 3 52 1,552 98.00%

Opening of a Deposit Account through Digital Onboarding System

8

External Services Responses
1

Opening of other Deposit Account

82
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3 Release of Captured Card
4 Request for ATM PIN Change
5 Cash Deposit - (Peso/Foreign Currencies) 18
6 Cash Withdrawal
7 Check Deposit - Peso
8 Check Encashment
9 Closure of Deposit Account
10 Online Collection Payments 34
11 Reactivation/Closure of Dormant Deposit Account
12 Request for Fund Transfer
13 Updating of Bank Records - Change in Account Details/Type 11
14 Updating of Bank Records - Change in Account Type
15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
16 Request for Bank Certification/Statement of Account for Salary Loan
17 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)
Total 194
8. Batangas City Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 59 93.65%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 4 6.35%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 43 68.25%
2. Somewhat easy to see 5 7.94%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 15 23.81%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 44 69.84%
2. Somewhat helped 4 6.35%
3. Did not help - -
N/A - -
15 23.81%

Did not specify
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Neither

{haaTIS;fiasi{f(?_ with the service 59 4 0 0 0 0 63 100.00%

Service Quality Dimensions
Responsiveness 50 13 0 0 0 0 63 100.00%
Reliability 47 3 0 0 0 13 63 100.00%
Access and Facilities 46 2 0 0 0 15 63 100.00%
Communication 49 1 0 0 0 13 63 100.00%
Costs 34 1 0 0 1 27 63 97.22%
Integrity 47 3 0 0 0 13 63 100.00%
Assurance 61 2 0 0 0 0 63 100.00%
Outcome 45 5 0 0 0 13 63 100.00%
Overall 379 30 0 0 1 94 504 99.76%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 25
3 Request for ATM PIN Change 1
4 Request for Card Replacement 2
5 Cash Deposit - (Peso/Foreign Currencies) 9
6 Cash Withdrawal 8
7 Check Deposit - Peso 4
8 Check Encashment 6
9 Online Collection Payments 1
10 Updating of Bank Records - Change in Account Details/Type 1
11 Updating of Bank Records - Change in Account Type 1
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
13 Handling of Customer’s Complaint 1
14 Salary Loan 2
Total 63
9. Batangas Kumintang Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 28 75.68%

2. | know what a CC is but | did not see this office’s CC. 4 10.81%

3. I learned of the CC only when | saw this office’s CC. 3 8.11%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 2.70%

N/A 1 2.70%

Did not specify
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Neither

Strongly n Strongly Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Score
| am satisfied with the service 0
that | availed. 27 5 0 2 3 0 37 86.49%
Service Quality Dimensions
Responsiveness 24 7 2 2 2 0 37 83.78%
Reliability 21 3 3 2 0 8 37 82.76%
Access and Facilities 21 4 2 2 0 8 37 86.21%
Communication 21 4 1 1 1 9 37 89.29%
Costs 17 4 0 0 0 16 37 100.00%
Integrity 21 4 0 4 0 8 37 86.21%
Assurance 29 4 3 1 0 0 37 89.19%
Outcome 20 5 0 0 1 11 37 96.15%
Overall 174 35 11 12 4 60 296 88.56%

External Services Responses

Opening of a Deposit Account through Digital Onboarding System

1

Opening of other Deposit Account

[uy
~

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Online Collection Payments

Updating of Bank Records - Change in Account Details/Type

Olo|N[fo|jO|A~|W|N|F

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

=
o

Handling of Customer’s Complaint

I
[N

Salary Loan

RlRr|lkr|Rr|lw[dINM]| GO

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 21 58.33%

2. Somewhat easy to see 3 8.33%

3. Difficult to see 2 5.56%

4. Not visible at all 2 5.56%

N/A 1 2.78%

Did not specify 7 19.44%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 22 61.11%

2. Somewhat helped 2 5.56%

3. Did not help 4 11.11%

N/A 1 2.78%

Did not specify 7 19.44%
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External Services Responses

12 Request for Bank Certification/Statement of Account for Salary Loan

BAGCONG PILIPINAS

1

13 Electronic Fund Transfer and Purchase of Over-the-Counter Check

1

Total

37

10. Batangas LC (BTGLC)

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

100.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

Neither

Strongly . Strongly Overall
ee | Agree nor isagree . N/A
Agree 9 Dgi]sagree 9 Disagree Score
| am satisfied with the service o
that | availed. 1 0 0 0 0 0 1 100.00%
Service Quality Dimensions
Responsiveness 1 0 0 0 0 0 1 100.00%
Reliability 1 0 0 0 0 0 1 100.00%
Access and Facilities 1 0 0 0 0 0 1 100.00%
Communication 1 0 0 0 0 0 1 100.00%
Costs 1 0 0 0 0 0 1 100.00%
Integrity 1 0 0 0 0 0 1 100.00%
Assurance 1 0 0 0 0 0 1 100.00%
Outcome 1 0 0 0 0 0 1 100.00%
Overall 8 0 0 0 0 0 8 100.00%
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1 Inquiry, Counseling and Processing of Loan 1
Total 1
11. Bauan (Batangas) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 385 86.32%
2. I know what a CC is but | did not see this office’s CC. 3 0.67%
3. I learned of the CC only when | saw this office’s CC. 32 7.17%
4. | do not know what a CC is and | did not see this office’s CC. 12 2.69%
N/A 14 3.14%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 383 88.66%
2. Somewhat easy to see 22 5.09%
3. Difficult to see 1 0.23%
4. Not visible at all 1 0.23%
N/A 12 2.78%
Did not specify 13 3.01%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 366 84.72%
2. Somewhat helped 39 9.03%
3. Did not help 1 0.23%
N/A 13 3.01%
Did not specify 13 3.01%

Neither

Shord? mgree agreenor Dissgree SN A | Q)
{%Tf;}i;‘;fj_ with the service | 3g4 57 1 1 1 0 446 99.33%

Service Quality Dimensions
Responsiveness 320 119 5 1 1 446 98.43%
Reliability 356 79 1 1 0 446 99.54%
Access and Facilities 361 74 0 2 0 446 99.54%
Communication 350 78 2 1 1 14 446 99.07%
Costs 232 44 2 1 2 165 446 98.22%
Integrity 374 60 1 0 1 10 446 99.54%
Assurance 381 62 1 0 1 1 446 99.55%
Outcome 377 56 0 1 0 12 446 99.77%
Overall 2,751 572 12 7 6 220 3,568 99.25%
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1 Opening of other Deposit Account 14
2 Cash Deposit - (Peso/Foreign Currencies) 19
3 Cash Withdrawal 360
4 Check Deposit - Peso 4
5 Check Encashment 12
6 Online Collection Payments 15
7 Request for Fund Transfer 16
8 Updating of Bank Records - Change in Account Details/Type 4
9 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2
Total 446
12. Bifian Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 25 73.53%
2. | know what a CC is but | did not see this office’s CC. 1 2.94%
3. I learned of the CC only when | saw this office’s CC. 6 17.65%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 2.94%
N/A 1 2.94%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 25 75.76%
2. Somewhat easy to see 4 12.12%
3. Difficult to see 1 3.03%
4. Not visible at all - -
N/A 1 3.03%
Did not specify 2 6.06%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 25 75.76%
2. Somewhat helped 3 9.09%
3. Did not help 1 3.03%
N/A 2 6.06%
Did not specify 2 6.06%

Neither
S Agree | Agree nor | Disagree St_rongly
Agree Disagree Disagree
I am satlsfled with the service 29 3 0 1 1
that | availed.

N/A

Total
Responses

34

Overall
Score

94.12%
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Neither

Service Quality Dimensions

Responsiveness 26 6 1 0 1 0 34 94.12%
Reliability 26 5 2 0 0 1 34 93.94%
Access and Facilities 26 5 0 1 1 1 34 93.94%
Communication 25 6 1 0 1 1 34 93.94%
Costs 21 4 2 0 0 7 34 92.59%
Integrity 26 6 1 0 0 1 34 96.97%
Assurance 29 3 1 1 0 0 34 94.12%
Outcome 27 4 1 1 0 1 34 93.94%

Overall 206 39 9 3 3 12 272 94.23%

External Services Responses

Opening of other Deposit Account

Request for ATM PIN Change

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Olo|N|[o|jO|A~[W|N|F

Request for Checkbook

10 Request for Fund Transfer

11 Request for Passbook Replacement

12 Outgoing Remittance/Wire Transfer

13 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

14 Printing/Reprinting of Bank Statement/Snapshot

NfRP|RP[PIRP|IPINO[WGO|GOIN|RF|N

Total

w
N

13. Bifian Platero Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

89.16%

2. 1 know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

3.61%

4. | do not know what a CC is and | did not see this office’s CC.

4.82%

N/A

2.41%

Did not specify

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

1. Easy to see

66.67%

2. Somewhat easy to see

7.41%
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Neither

ordl agree agreenor Disagee S0 R
om satistieclwith the service 80 3 0 0 0 0 83 100.00%
Service Quality Dimensions
Responsiveness 68 10 3 0 0 2 83 96.30%
Reliability 70 3 0 0 0 10 83 100.00%
Access and Facilities 55 10 0 0 0 18 83 100.00%
Communication 52 16 1 0 0 14 83 98.55%
Costs 48 9 1 0 0 25 83 98.28%
Integrity 69 0 0 0 10 83 100.00%
Assurance 75 8 0 0 0 0 83 100.00%
Outcome 59 10 1 0 0 13 83 98.57%
Overall 496 70 6 0 0 92 664 98.95%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2
2 Opening of other Deposit Account 40
3 Release of Captured Card 5
4 Cash Deposit - (Peso/Foreign Currencies) 1
5 Cash Withdrawal 2
6 Online Collection Payments 2
7 Request for Checkbook 6
8 Updating of Bank Records - Change in Account Details/Type 1
9 Updating of Bank Records - Change in Account Type 1
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 8
11 Handling of Customer’s Complaint 1
12 Salary Loan 1
13 Request for Bank Certification/Statement of Account for Salary Loan 7
14 Sale/Purchase of Foreign Currencies 1
15 Trust/Treasury Placements 1
16 Printing/Reprinting of Bank Statement/Snapshot 4

Total 83

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

3. Difficult to see 1 1.23%
4. Not visible at all - -

N/A 5 6.17%
Did not specify 15 18.52%

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 54 66.67%
2. Somewhat helped 8 9.88%
3. Did not help - -

N/A 5 6.17%
Did not specify 14 17.28%
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14. Binangonan Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 85 81.73%

2. I know what a CC is but | did not see this office’s CC. 4 3.85%

3. I learned of the CC only when | saw this office’s CC. 6 5.77%

4. 1 do not know what a CC is and | did not see this office’s CC. 7 6.73%

N/A 2 1.92%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 64 62.75%

2. Somewhat easy to see 5 4.90%

3. Difficult to see - -

4. Not visible at all - -

N/A 8 7.84%

Did not specify 25 24.51%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 67 65.69%

2. Somewhat helped 4 3.92%

3. Did not help - -

N/A 8 7.84%

Did not specify 23 22.55%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
{&Tf:\fg‘;gﬂ with the service 83 21 0 0 0 0 104 100.00%
Service Quality Dimensions
Responsiveness 73 29 2 0 0 0 104 98.08%
Reliability 63 17 1 0 0 23 104 98.77%
Access and Facilities 50 30 1 0 0 23 104 98.77%
Communication 55 26 0 0 0 23 104 100.00%
Costs 50 27 0 0 0 27 104 100.00%
Integrity 67 14 0 0 0 23 104 100.00%
Assurance 88 16 0 0 0 0 104 100.00%
Outcome 56 25 0 0 0 23 104 100.00%
Overall 502 184 4 0 0 142 832 99.42%

Opening of other Deposit Account

External Services Responses
1

72

Cash Deposit - (Peso/Foreign Currencies)

5
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3 Cash Withdrawal 9
4 Check Deposit - Peso 2
5 Check Encashment 6
6 Request for Checkbook 2
7 Updating of Bank Records - Change in Account Details/Type 2
8 Salary Loan 6
9 Total 104
15. Cabuyao Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 68 80.95%
2. | know what a CC is but | did not see this office’s CC. 1 1.19%
3. I learned of the CC only when | saw this office’s CC. 8 9.52%
4. | do not know what a CC is and | did not see this office’s CC. 7 8.33%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 64 76.19%
2. Somewhat easy to see 5 5.95%
3. Difficult to see - -
4. Not visible at all 1 1.19%
N/A 8 9.52%
Did not specify 6 7.14%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 64 76.19%
2. Somewhat helped 6 7.14%
3. Did not help - -
N/A 9 10.71%
Did not specify 5 5.95%

Neither

Strongly ] Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
I am satlsfled with the service 76 7 0 0 1 0 84 08.81%
that | availed.

Service Quality Dimensions

Responsiveness 67 15 1 1 0 0 84 97.62%

Reliability 69 10 1 0 0 4 84 98.75%

Access and Facilities 70 9 1 0 0 4 84 98.75%

Communication 69 10 0 1 0 4 84 98.75%
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SIS agree Agreenor Disagree SITOY A ol | Qe
Costs 55 10 0 0 0 19 84 100.00%
Integrity 70 2 0 1 84 96.25%
Assurance 77 0 0 0 0 84 100.00%
Outcome 68 11 0 1 0 84 98.75%
Overall 545 79 5 3 1 39 672 98.58%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 27
3 Request for ATM PIN Change 5
4 Request for Card Replacement 3
5 Cash Deposit - (Peso/Foreign Currencies) 6
6 Cash Withdrawal 7
7 Check Deposit - Peso 4
8 Check Encashment 2
9 Updating of Bank Records - Change in Account Details/Type 12
10 Updating of Bank Records - Change in Account Type 2
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 7
12 Salary Loan 1
13 Request for Bank Certification/Statement of Account for Salary Loan 1
14 Servicing of Modified Disbursement System Transactions 3
15 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
16 Printing/Reprinting of Bank Statement/Snapshot 2
Total 84
16. Cainta Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 110 88.00%
2. | know what a CC is but | did not see this office’s CC. 2 1.60%
3. I learned of the CC only when | saw this office’s CC. 3 2.40%
4. | do not know what a CC is and | did not see this office’s CC. 9 7.20%
N/A 1 0.80%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 87 70.16%
2. Somewhat easy to see 7 5.65%
3. Difficult to see - -
4. Not visible at all - -
N/A 10 8.06%
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Citizen’s Charter Answers

Responses

BAGCONG PILIPINAS

Percentage

Did not specify 20 16.13%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 93 75.00%

2. Somewhat helped 4 3.23%

3. Did not help - -

N/A 11 8.87%

Did not specify 16 12.90%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo, U
{é’:‘f;\f;‘;gﬂ with the service |45, 2 0 0 0 1 125 100.00%
Service Quality Dimensions
Responsiveness 118 7 0 0 0 0 125 100.00%
Reliability 104 2 0 0 0 19 125 100.00%
Access and Facilities 105 0 0 0 0 20 125 100.00%
Communication 102 3 1 0 0 19 125 99.06%
Costs 78 4 0 0 0 43 125 100.00%
Integrity 103 0 1 0 0 21 125 99.04%
Assurance 123 2 0 0 0 0 125 100.00%
Outcome 99 1 0 0 0 25 125 100.00%
Overall 832 19 2 0 0 147 1,000 99.77%

External Services Responses

1 Opening of other Deposit Account 21
2 Request for ATM PIN Change
3 Request for Card Replacement
4 Cash Deposit - (Peso/Foreign Currencies) 20
5 Cash Withdrawal
6 Check Deposit - Peso
7 Check Encashment 30
8 Closure of Deposit Account 1
9 Online Collection Payments 14
10 Reactivation/Closure of Dormant Deposit Account 2
11 Request for Fund Transfer 2
12 Updating of Bank Records - Change in Account Details/Type 6
13 Updating of Bank Records - Change in Account Type 1
14 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 6
15 Request for Bank Certification/Statement of Account for Salary Loan 1
16 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
17 Printing/Reprinting of Bank Statement/Snapshot 1
Total 125
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17. Cainta Junction Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 48 71.64%
2. I know what a CC is but | did not see this office’s CC. 4 5.97%
3. I learned of the CC only when | saw this office’s CC. 8 11.94%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 4.48%
N/A 4 5.97%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 31 49.21%
2. Somewhat easy to see 11 17.46%
3. Difficult to see 1.59%
4. Not visible at all 1.59%
N/A 4 6.35%
Did not specify 15 23.81%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 33 52.38%
2. Somewhat helped 12.70%
3. Did not help 4.76%
N/A 6.35%
Did not specify 15 23.81%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
{&Tf:\fg‘;gﬂ with the service 59 5 2 0 1 0 67 95.52%
Service Quality Dimensions
Responsiveness 52 13 1 0 1 0 67 97.01%
Reliability 44 6 1 0 1 15 67 96.15%
Access and Facilities 39 12 0 0 1 15 67 98.08%
Communication 43 8 0 0 1 15 67 98.08%
Costs 39 9 0 0 1 18 67 97.96%
Integrity 45 6 0 0 1 15 67 98.08%
Assurance 61 5 0 0 1 0 67 98.51%
Outcome 41 9 0 0 1 16 67 98.04%
Overall 364 68 2 0 8 94 536 97.74%

Opening of a Deposit Account through Digital Onboarding System

External Services Responses
1

2

Opening of other Deposit Account

20
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3 Cash Deposit - (Peso/Foreign Currencies) 5
4 Cash Withdrawal 1
5 Check Deposit - Peso 3
6 Check Deposit - Foreign Currency 1
7 Check Encashment 4
8 Online Collection Payments 2
9 Reactivation/Closure of Dormant Deposit Account 1
10 Updating of Bank Records - Change in Account Details/Type 11
11 Updating of Bank Records - Change in Account Type 2
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5
13 Claim of Remittance Proceeds 1
14 Sale/Purchase of Foreign Currencies 2
15 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 3
16 Printing/Reprinting of Bank Statement/Snapshot 4
Total 67
18. Calamba Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 22 81.48%
2. | know what a CC is but | did not see this office’s CC. 2 7.41%
3. I learned of the CC only when | saw this office’s CC. 1 3.70%
4.1 do not know what a CC is and | did not see this office’s CC. - -
N/A 2 7.41%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 21 84.00%
2. Somewhat easy to see 1 4.00%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 3 12.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 21 84.00%
2. Somewhat helped 1 4.00%
3. Did not help - -
N/A - -
Did not specify 3 12.00%
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Neither

{haaTIS;fiasi{f(?_ with the service 26 1 0 0 0 0 27 100.00%

Service Quality Dimensions
Responsiveness 26 1 0 0 0 0 27 100.00%
Reliability 25 0 0 0 0 2 27 100.00%
Access and Facilities 25 0 0 0 0 2 27 100.00%
Communication 24 1 0 0 0 2 27 100.00%
Costs 20 0 0 0 0 7 27 100.00%
Integrity 25 0 0 0 0 2 27 100.00%
Assurance 27 0 0 0 0 0 27 100.00%
Outcome 24 0 0 0 0 3 27 100.00%
Overall 196 2 0 0 0 18 216 100.00%

External Services Responses

1 Opening of other Deposit Account 7

2 Request for Card Replacement 1

3 Cash Deposit - (Peso/Foreign Currencies) 3

4 Cash Withdrawal 3

5 Online Collection Payments 2

6 Updating of Bank Records - Change in Account Details/Type 2

7 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2

8 Salary Loan 6

9 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1

Total 27

19. Calamba City Hall Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 24 77.42%
2. | know what a CC is but | did not see this office’s CC. 2 6.45%
3. I learned of the CC only when | saw this office’s CC. 2 6.45%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 9.68%

N/A - -

Did not specify - -

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

1. Easy to see 23 74.19%
2. Somewhat easy to see 4 12.90%

3. Difficult to see

4. Not visible at all
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Citizen’s Charter Answers Responses Percentage
N/A 4 12.90%
Did not specify - -
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 22 70.97%
2. Somewhat helped 5 16.13%
3. Did not help - -
N/A 4 12.90%
Did not specify - -

Neither

oy | ngree  agreenor pisagree SINOY A oo, Qo
{é’:‘f;\f;‘;gﬂ with the service 23 6 0 2 0 0 31 93.55%
Service Quality Dimensions
Responsiveness 15 13 1 0 2 0 31 90.32%
Reliability 24 2 0 0 0 31 93.55%
Access and Facilities 20 9 1 0 0 1 31 96.67%
Communication 20 10 0 0 1 0 31 96.77%
Costs 12 9 0 0 0 10 31 100.00%
Integrity 19 10 1 0 0 1 31 96.67%
Assurance 23 7 1 0 0 31 96.77%
Outcome 19 10 2 0 0 0 31 93.55%
Overall 152 73 8 0 3 12 248 95.34%

External Services Responses

1 Opening of other Deposit Account 4
2 Cash Withdrawal 8
3 Check Deposit - Peso 5
4 Check Encashment 5
5 Online Collection Payments 1
6 Request for Fund Transfer 1
7 Updating of Bank Records - Change in Account Details/Type 1
8 Updating of Bank Records - Change in Account Type 1
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
10 Salary Loan 1
11 Printing/Reprinting of Bank Statement/Snapshot 2

Total 31
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20. Calamba Crossing Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 231 79.66%
2. I know what a CC is but | did not see this office’s CC. 1 0.34%
3. I learned of the CC only when | saw this office’s CC. 58 20.00%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 288 99.31%
2. Somewhat easy to see 0.34%
3. Difficult to see 0.34%
4. Not visible at all - -
N/A - -
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 288 99.31%
2. Somewhat helped 2 0.69%
3. Did not help - -
N/A - -
Did not specify - -

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree Disagree Disagree Score

| am satisfied with the service o
that | availed. 289 0 0 0 1 0 290 99.66%

Service Quality Dimensions

Responsiveness 289 0 0 0 1 0 290 99.66%
Reliability 289 0 1 0 0 0 290 99.66%
Access and Facilities 289 0 0 0 1 0 290 99.66%
Communication 289 0 0 0 1 0 290 99.66%
Costs 240 2 1 0 0 47 290 99.59%
Integrity 289 0 1 0 0 0 290 99.66%
Assurance 289 0 1 0 0 290 99.66%
Outcome 288 0 1 0 0 290 99.65%
Overall 2,262 2 5 0 3 48 2,320 99.65%

Opening of a Deposit Account through Digital Onboarding System

1

External Services Responses
1

Opening of other Deposit Account

19
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3 Release of Captured Card
4 Request for ATM PIN Change
5 Cash Deposit - (Peso/Foreign Currencies) 69
6 Cash Withdrawal 34
7 Check Deposit - Peso 18
8 Check Deposit - Foreign Currency 1
9 Check Encashment 85
10 Online Collection Payments 35
11 Reactivation/Closure of Dormant Deposit Account 1
12 R_enewal/_Pre-termination/Termination_of C(_artificate of Time_ Deposit (Peso and Dollar) and High 1
Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)
13 Request for Checkbook 4
14 Request for Fund Transfer 2
15 Updating of Bank Records - Change in Account Details/Type 6
16 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5
17 Salary Loan 3
18 Sale/Purchase of Foreign Currencies 1
19 Printing/Reprinting of Bank Statement/Snapshot 2
Total 290
21. Candelaria Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 233 89.27%
2. | know what a CC is but | did not see this office’s CC. 2 0.77%
3. I learned of the CC only when | saw this office’s CC. 12 4.60%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 0.77%
N/A 12 4.60%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 90 36.14%
2. Somewhat easy to see 5 2.01%
3. Difficult to see - -
4. Not visible at all - -
N/A 2 0.80%
Did not specify 152 61.04%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 85 34.14%
2. Somewhat helped 10 4.02%
3. Did not help - -
N/A 2 0.80%
Did not specify 152 61.04%
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Neither
Strongly . Strongly Total Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Responses
I am satls_fled with the service 235 29 5 1 1 0 261 08.47%
that | availed.

Service Quality Dimensions
Responsiveness 231 26 3 0 1 0 261 98.47%
Reliability 87 14 0 0 1 159 261 99.02%
Access and Facilities 83 16 1 0 1 160 261 98.02%
Communication 84 16 1 0 0 160 261 99.01%
Costs 37 14 0 1 0 209 261 98.08%
Integrity 85 14 3 0 1 158 261 96.12%
Assurance 241 17 2 0 1 0 261 98.85%
Outcome 81 18 2 0 1 159 261 97.06%
Overall 929 135 12 1 6 1,005 2,088 98.25%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 182
3 Request for Card Replacement 2
4 Cash Deposit - (Peso/Foreign Currencies) 11
5 Cash Withdrawal 17
6 Check Deposit - Peso 8
7 Check Encashment 15
8 Online Collection Payments 1
9 Request for Fund Transfer 2
10 Updating of Bank Records - Change in Account Details/Type 8
11 Updating of Bank Records - Change in Account Type 1
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 4
13 Salary Loan 8
14 Outgoing Remittance/Wire Transfer 1
Total 261
22. Catanauan (Quezon) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 105 76.09%
2. | know what a CC is but I did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 32 23.19%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
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“haree. Disagree DML VA peaponses
{%Tf;\f;‘;gf_ with the service | 44q 31 0 0 1 0 138 99.28%
Service Quality Dimensions
Responsiveness 97 40 0 0 1 0 138 99.28%
Reliability 103 33 0 0 1 1 138 99.27%
Access and Facilities 100 35 0 0 1 2 138 99.26%
Communication 90 43 3 0 1 1 138 97.08%
Costs 53 26 0 0 0 59 138 100.00%
Integrity 111 26 0 0 0 1 138 100.00%
Assurance 113 24 1 0 0 138 99.28%
Outcome 113 23 0 0 1 138 99.27%
Overall 780 250 4 0 5 65 1,104 99.13%

External Services Responses

1 Opening of other Deposit Account 1
2 Release of Captured Card 14
3 Request for ATM PIN Change 10
4 Request for Card Replacement 10
5 Cash Withdrawal

6 Check Deposit - Foreign Currency

7 Closure of Deposit Account 12
8 Reactivation/Closure of Dormant Deposit Account 15
9 R_enewaI/Pre—termination/Termination_of Cgrtificate of Time_ Deposit (Eeso and Dollar) and High 1

Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)

10 Request for Checkbook 10

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

N/A 1 0.72%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 105 76.64%

2. Somewhat easy to see 30 21.90%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 2 1.46%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 96 70.07%

2. Somewhat helped 40 29.20%

3. Did not help - -

N/A - -

Did not specify 1 0.73%
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11 Request for Passbook Replacement 6
12 Updating of Bank Records - Change in Account Type 2
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 13
14 Handling of Customer’s Complaint 5
15 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
16 Request for Bank Certification/Statement of Account for Salary Loan 17
17 Bond Redemption and Interest Payment 1
18 Claim of Remittance Proceeds 1
19 Outgoing Remittance/Wire Transfer 8
20 Release of Inward Returned Check 7
21 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 138
23. Cavite City Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 29 87.88%
2. I know what a CC is but | did not see this office’s CC. 1 3.03%
3. I learned of the CC only when | saw this office’s CC. 2 6.06%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 3.03%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 15 45.45%
2. Somewhat easy to see 3 9.09%
3. Difficult to see 1 3.03%
4. Not visible at all 1 3.03%
N/A 1 3.03%
Did not specify 12 36.36%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 15 45.45%
2. Somewhat helped 3 9.09%
3. Did not help 1 3.03%
N/A 2 6.06%
Did not specify 12 36.36%

Neither

Strongly . Strongly
Agree Agree %%gzzgc;r Disagree Disagree
I am satls_fled with the service 29 5 1 0 5
that | availed.

N/A

Total
Responses

33

Overall
Score

81.82%
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Neither

Service Quality Dimensions

Responsiveness 21 6 0 1 5 0 33 81.82%
Reliability 14 4 1 0 2 12 33 85.71%
Access and Facilities 14 2 1 0 4 12 33 76.19%
Communication 14 3 2 0 2 12 33 80.95%
Costs 14 3 0 0 1 15 33 94.44%
Integrity 13 2 2 0 4 12 33 71.43%
Assurance 23 5 2 0 3 0 33 84.85%
Outcome 14 3 1 0 2 13 33 85.00%

Overall 127 28 9 1 23 76 264 82.45%

External Services Responses

1 Opening of other Deposit Account 4

2 Request for Card Replacement 1

3 Cash Deposit - (Peso/Foreign Currencies) 7

4 Cash Withdrawal 8

5 Check Deposit - Peso 1

6 Check Encashment 6

7 Online Collection Payments 1

8 Request for Fund Transfer 1

9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3

10 Salary Loan 1

Total 33

24. Cavite LC (CAVLC)
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 5 71.43%
2. | know what a CC is but | did not see this office’s CC. 2 28.57%

3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -

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

1. Easy to see 5 71.43%
2. Somewhat easy to see 2 28.57%

3. Difficult to see

4. Not visible at all

N/A

Did not specify
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 5 71.43%
2. Somewhat helped 1 14.29%
3. Did not help 1 14.29%
N/A - -
Did not specify - -

Neither

Strongly " Strongly
Agree nor | Disagree - N/A
Disagree Disagree Responses
I am satls_fled with the service 5 > 0 0 0 0 7 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 4 3 0 0 0 0 7 100.00%
Reliability 4 3 0 0 0 0 7 100.00%
Access and Facilities 4 3 0 0 0 0 7 100.00%
Communication 5 2 0 0 0 0 7 100.00%
Costs 2 2 0 0 0 3 7 100.00%
Integrity 5 2 0 0 0 0 7 100.00%
Assurance 6 1 0 0 0 0 7 100.00%
Outcome 5 2 0 0 0 0 7 100.00%
Overall 35 18 0 0 0 3 56 100.00%
External Services Responses
1 Inquiry, Counseling and Processing of Loan 7
Total 7
25. Dasmarifias Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 49 77.78%
2. | know what a CC is but | did not see this office’s CC. 1 1.59%
3. I learned of the CC only when | saw this office’s CC. 8 12.70%
4. 1 do not know what a CC is and | did not see this office’s CC. 4 6.35%
N/A 1 1.59%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 49 79.03%
2. Somewhat easy to see 6 9.68%
3. Difficult to see 1 1.61%
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Neither

Strongly . Strongly Total Overall

Agree A %%gizrl%r RIS Disagree e Responses Score

| am satisfied with the service o
that | availed. 55 7 0 0 1 0 63 98.41%

Service Quality Dimensions

Responsiveness 46 13 2 0 2 0 63 93.65%
Reliability 51 8 1 0 1 2 63 96.72%
Access and Facilities 48 9 1 0 1 4 63 96.61%
Communication 49 8 1 0 1 4 63 96.61%
Costs 40 7 0 1 1 14 63 95.92%
Integrity 49 9 1 1 1 2 63 95.08%
Assurance 57 5 0 0 1 0 63 98.41%
Outcome 49 9 1 0 1 3 63 96.67%
Overall 389 68 7 2 9 29 504 96.21%

External Services Responses
7

1 Opening of other Deposit Account

2 Request for Card Replacement 1
3 Cash Deposit - (Peso/Foreign Currencies) 10
4 Cash Withdrawal 7
5 Check Deposit - Peso 2
6 Check Encashment 4
7 Reactivation/Closure of Dormant Deposit Account 1
8 Request for Checkbook 3
9 Updating of Bank Records - Change in Account Details/Type 4
10 Updating of Bank Records - Change in Account Type 2
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 6
12 Handling of Customer’s Complaint 1
13 Salary Loan 9
14 Bond Redemption and Interest Payment 2
15 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

4. Not visible at all -

N/A 6.45%
Did not specify 2 3.23%

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 49 79.03%
2. Somewhat helped 6 9.68%
3. Did not help 1 1.61%
N/A 4 6.45%
Did not specify 2 3.23%
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16 Servicing of Modified Disbursement System Transactions 1
17 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
Total 63
26. Dasmarifias Pala-Pala Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 11 78.57%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -
4. 1 do not know what a CC is and | did not see this office’s CC. 1 7.14%
N/A 2 14.29%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 7 58.33%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 1 8.33%
Did not specify 4 33.33%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 7 58.33%
2. Somewhat helped - -
3. Did not help - -
N/A 1 8.33%
Did not specify 4 33.33%

Neither

Strongly

Agree | Adree | Agresnor | Dissaree SR NiA Secore
I am satis_fied with the service 12 2 0 0 0 0 14 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 12 2 0 0 0 0 14 100.00%
Reliability 10 1 0 0 0 3 14 100.00%
Access and Facilities 1 1 0 0 3 14 90.91%
Communication 2 0 0 0 3 14 100.00%
Costs 2 0 0 0 4 14 100.00%
Integrity 2 0 0 0 4 14 100.00%
Assurance 13 1 0 0 0 0 14 100.00%
Outcome 7 2 0 0 0 5 14 100.00%
Overall 76 13 1 0 0 22 112 98.89%
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External Services Responses

1 Request for Card Replacement 1
2 Cash Deposit - (Peso/Foreign Currencies) 7
3 Check Deposit - Peso 1
4 Online Collection Payments 5

Total 14

27. Field Support Services Center IV-A — Laguna

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 20 100.00%
2. 1 know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 20 100.00%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -
N/A - -
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 17 85.00%
2. Somewhat helped 3 15.00%
3. Did not help - R
N/A - -

Did not specify - R

Neither

Strongly . Strongly Total Overall
Agree | Agree nor | Disagree " N/A
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 19 1 0 0 0 0 20 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 18 2 0 0 0 0 20 100.00%
Reliability 19 1 0 0 0 0 20 100.00%
Access and Facilities 18 2 0 0 0 0 20 100.00%
Communication 17 3 0 0 0 0 20 100.00%

395



&3 LANDBANK

SERVING THE NAT

Strone%'y Agree Aglig]ﬁ:)r Disagree gtlr:ag?ga ResT;;ﬁlses
Costs 8 0 0 12 20 100.00%
Integrity 20 0 0 0 0 20 100.00%
Assurance 20 0 0 0 0 20 100.00%
Outcome 18 2 0 0 0 20 100.00%
Overall 138 10 0 0 0 12 160 100.00%

External Services Responses

1 Adjustment of Valuation for PD 27 / EO 228 Claims 1
2 Payment of Land Transfer Claim Proceeds 8
3 Valuation of Landholdings under RA 6657/RA 9700 4
4 Issuance of Certificate of Full Payment and Release of Real Estate Mortgage 6
5 Bond Redemption and Interest Payment 1

Total 20

28. Field Support Services Center IV-B — Batangas

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 11 44.00%

2. 1 know what a CC is but | did not see this office’s CC. 1 4.00%

3. I learned of the CC only when | saw this office’s CC. - -

4. | do not know what a CC is and | did not see this office’s CC. - -

N/A 13 52.00%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 11 91.67%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A 1 8.33%

Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 11 91.67%

2. Somewhat helped - -

3. Did not help - -

N/A 1 8.33%

Did not specify - R
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Neither

{haaTIS;fiasi{f(?_ with the service 24 1 0 0 0 0 25 100.00%

Service Quality Dimensions
Responsiveness 22 3 0 0 0 0 25 100.00%
Reliability 23 2 0 0 0 0 25 100.00%
Access and Facilities 14 1 0 0 0 10 25 100.00%
Communication 22 2 0 0 0 1 25 100.00%
Costs 9 1 0 0 0 15 25 100.00%
Integrity 24 1 0 0 0 0 25 100.00%
Assurance 24 1 0 0 0 0 25 100.00%
Outcome 24 1 0 0 0 0 25 100.00%
Overall 162 12 0 0 0 26 200 100.00%

External Services Responses

1 Valuation of Landholdings under RA 6657/RA 9700 2
2 Issuance of Certificate of Full Payment and Release of Real Estate Mortgage 19
3 Issuance of Certificate of Payment/s 1
4 Refund of Excess Payment 3
Total 25
29. GMA (Cavite) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 15 65.22%
2. I know what a CC is but | did not see this office’s CC. 1 4.35%
3. I learned of the CC only when | saw this office’s CC. 4 17.39%
4.1 do not know what a CC is and | did not see this office’s CC. 3 13.04%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 15 65.22%
2. Somewhat easy to see 3 13.04%
3. Difficult to see - -
4. Not visible at all - -
N/A 4 17.39%
Did not specify 1 4.35%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 15 65.22%
2. Somewhat helped 3 13.04%
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Citizen’s Charter Answers Responses Percentage
3. Did not help -
N/A 4 17.39%
Did not specify 1 4.35%

Neither

orly agree ageenor Disagree DOMOY A | Qo
{&Tf;\f;‘;ﬁ with the service 17 0 1 3 2 0 23 73.91%

Service Quality Dimensions
Responsiveness 14 2 2 0 4 1 23 72.73%
Reliability 17 2 3 0 0 1 23 86.36%
Access and Facilities 15 3 2 0 0 3 23 90.00%
Communication 15 4 2 0 0 2 23 90.48%
Costs 12 4 1 0 0 6 23 94.12%
Integrity 15 2 1 2 1 2 23 80.95%
Assurance 19 2 1 0 0 1 23 95.45%
Outcome 16 3 1 1 0 2 23 90.48%
Overall 123 22 13 3 5 18 184 87.35%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Request for Checkbook

Updating of Bank Records - Change in Account Details/Type

Ol N|o|O|~[W|N|F

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

=
o

Handling of Customer’s Complaint

[E
[N

Salary Loan

RlRr(N|RP|RlW|[Rr|RP|lw|lo|w

Total

N
w

30. Gumaca Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. l know what a CC is and | saw this office’s CC.

168

90.32%

2. | know what a CC is but | did not see this office’s CC.

3.76%

3. I learned of the CC only when | saw this office’s CC.

4.30%
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Sggregel y Agree Ag?éter]ﬁgr Disagree gtlrs%gg“li Os\gi)r?:
Disagree

om satisieclwith the service | 44 43 0 1 2 0 186 98.39%

Service Quality Dimensions
Responsiveness 128 55 0 1 2 0 186 98.39%
Reliability 130 51 1 0 0 4 186 99.45%
Access and Facilities 126 52 3 0 0 5 186 98.34%
Communication 125 56 1 0 0 4 186 99.45%
Costs 121 18 0 0 0 47 186 100.00%
Integrity 132 48 0 1 1 4 186 98.90%
Assurance 138 46 1 0 1 186 98.92%
Outcome 134 47 1 0 0 186 99.45%
Overall 1,034 373 7 2 4 68 1,488 99.08%

External Services Responses

Opening of other Deposit Account

Release of Captured Card

Request for ATM PIN Change

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

(Nl |lwW[N|F

Check Encashment

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

4. I do not know what a CC is and | did not see this office’s CC. 2 1.08%

N/A - -

Did not specify 1 0.54%
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 151 81.62%

2. Somewhat easy to see 25 13.51%

3. Difficult to see - -

4. Not visible at all -

N/A 1.62%

Did not specify 3.24%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 162 87.57%

2. Somewhat helped 13 7.03%

3. Did not help 0.54%

N/A 5 2.70%

Did not specify 2.16%
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9 Closure of Deposit Account 14

10 Online Collection Payments

11 Reactivation/Closure of Dormant Deposit Account

12 Request for Checkbook

13 Request for Fund Transfer 1

14 Request for Passbook Replacement 11

15 Request for Stop Payment Order 2

16 Updating of Bank Records - Change in Account Details/Type 9

17 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 7

18 Handling of Customer’s Complaint 2

19 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 2

20 Salary Loan 5

21 Request for Bank Certification/Statement of Account for Salary Loan 5

22 Bond Redemption and Interest Payment 2

23 Domestic Bills Purchase Initiation/Availment 1

24 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2

25 Outgoing Remittance/Wire Transfer 3

26 Release of Inward Returned Check 3

27 Sale/Purchase of Foreign Currencies 3

28 Servicing of Modified Disbursement System Transactions 6

29 Trust/Treasury Placements 3

30 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 3

31 Printing/Reprinting of Bank Statement/Snapshot 10

Total 186
31. Imus Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 41 73.21%
2. I know what a CC is but | did not see this office’s CC. 6 10.71%
3. I learned of the CC only when | saw this office’s CC. 2 3.57%
4.1 do not know what a CC is and | did not see this office’s CC. 5 8.93%
N/A 2 3.57%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 38 70.37%
2. Somewhat easy to see 2 3.70%
3. Difficult to see 1 1.85%
4. Not visible at all 3 5.56%
N/A 7 12.96%
Did not specify 3 5.56%

CCa3. If aware of CC, how much did the CC help you in your transaction?
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Neither

Sforl? | ngree  agreenor pisagree SINOY A o, Qo
{&Tf;\f;‘;ﬁ with the service 45 7 0 0 4 0 56 92.86%
Service Quality Dimensions
Responsiveness 42 8 2 0 4 0 56 89.29%
Reliability 43 6 3 0 1 3 56 92.45%
Access and Facilities 42 7 0 3 1 3 56 92.45%
Communication 41 7 1 0 4 3 56 90.57%
Costs 31 7 4 0 0 14 56 90.48%
Integrity 40 9 0 3 2 2 56 90.74%
Assurance 47 4 3 0 2 56 91.07%
Outcome 42 8 3 0 1 2 56 92.59%
Overall 328 56 16 6 15 27 448 91.21%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 3
2 Opening of other Deposit Account 19
3 Release of Captured Card 1
4 Request for ATM PIN Change 1
5 Cash Deposit - (Peso/Foreign Currencies) 8
6 Cash Withdrawal 7
7 Check Deposit - Peso 3
8 Check Encashment 3
9 Online Collection Payments 2
10 Request for Fund Transfer 1
11 Updating of Bank Records - Change in Account Details/Type 3
12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
13 Handling of Customer’s Complaint 2
14 Trust/Treasury Placements 1
15 Printing/Reprinting of Bank Statement/Snapshot 1

Total 56

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage
1. Helped very much 39 72.22%
2. Somewhat helped 2 3.70%
3. Did not help 1 1.85%
N/A 9 16.67%
Did not specify 3 5.56%
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32. Infanta Branch

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC. 100.00%

2. I know what a CC is but | did not see this office’s CC. -

3. I learned of the CC only when | saw this office’s CC. -

4. I do not know what a CC is and | did not see this office’s CC. -

N/A -

Did not specify -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 100.00%

2. Somewhat easy to see -

3. Difficult to see -

4. Not visible at all -

N/A -

Did not specify -
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

Neither
Strongly ] Strongly Total Overall
Agree | Agree nor | Disagree . N/A
Agree Disagree Disagree Responses Score
I am satls_fled with the service 3 0 0 0 0 0 3 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 3 0 0 0 0 0 3 100.00%
Reliability 3 0 0 0 0 0 3 100.00%
Access and Facilities 3 0 0 0 0 0 3 100.00%
Communication 3 0 0 0 0 0 3 100.00%
Costs 3 0 0 0 0 0 3 100.00%
Integrity 3 0 0 0 0 0 3 100.00%
Assurance 3 0 0 0 0 0 3 100.00%
Outcome 3 0 0 0 0 0 3 100.00%
Overall 24 0 0 0 0 0 24 100.00%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1 2

Printing/Reprinting of Bank Statement/Snapshot

Total
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Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

80.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

20.00%

Did not specify

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

1. Easy to see

100.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

100.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
ihZTIS:\};{Ec? with the service 5 0 0 0 0 0 5 100.00%
Service Quality Dimensions
Responsiveness 4 1 0 0 0 0 5 100.00%
Reliability 4 1 0 0 0 0 5 100.00%
Access and Facilities 4 0 0 0 0 1 5 100.00%
Communication 5 0 0 0 0 0 5 100.00%
Costs 3 1 0 0 0 1 5 100.00%
Integrity 5 0 0 0 0 0 5 100.00%
Assurance 5 0 0 0 0 0 5 100.00%
Outcome 4 1 0 0 0 0 5 100.00%
Overall 34 4 0 0 0 2 40 100.00%

1 Inquiry, Counseling and Processing of Loan

External Services Responses
5

Total
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34. Lemery Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 321 77.16%

2. I know what a CC is but | did not see this office’s CC. 2 0.48%

3. I learned of the CC only when | saw this office’s CC. 63 15.14%

4. 1 do not know what a CC is and | did not see this office’s CC. 4 0.96%

N/A 26 6.25%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 355 91.03%

2. Somewhat easy to see 8 2.05%

3. Difficult to see - -

4. Not visible at all - -

N/A 5 1.28%

Did not specify 22 5.64%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 356 91.28%

2. Somewhat helped 8 2.05%

3. Did not help - -

N/A 5 1.28%

Did not specify 21 5.38%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
{&Tf:\fg‘;gﬂ with the service | 39, 19 2 0 0 1 416 99.52%
Service Quality Dimensions
Responsiveness 386 25 3 1 0 1 416 99.04%
Reliability 381 14 0 0 0 21 416 100.00%
Access and Facilities 366 22 2 0 0 26 416 99.49%
Communication 371 16 3 1 0 25 416 98.98%
Costs 207 23 2 0 0 184 416 99.14%
Integrity 380 14 0 1 0 21 416 99.75%
Assurance 400 16 0 0 0 0 416 100.00%
Outcome 376 18 1 0 0 21 416 99.75%
Overall 2,867 148 11 3 0 299 3,328 99.54%

External Services Responses
1

Opening of a Deposit Account through Digital Onboarding System

3

Opening of other Deposit Account

49
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3 Release of Captured Card 19

4 Request for ATM PIN Change

5 Request for Card Replacement

6 Cash Deposit - (Peso/Foreign Currencies) 28

7 Cash Withdrawal 177

8 Check Deposit - Peso 11

9 Check Encashment 39

10 Online Collection Payments

11 Request for Checkbook

12 Request for Fund Transfer

13 Request for Passbook Replacement 1

14 Updating of Bank Records - Change in Account Details/Type 54

15 Updating of Bank Records - Change in Account Type 4

16 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5

17 Servicing of Modified Disbursement System Transactions 1

18 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 4

19 Printing/Reprinting of Bank Statement/Snapshot 2
Total 416

35. Lemery llustre Avenue Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

Did not specify

1. I know what a CC is and | saw this office’s CC. 85 64.89%
2. I know what a CC is but | did not see this office’s CC. 1 0.76%
3. I learned of the CC only when | saw this office’s CC. 42 32.06%
4.1 do not know what a CC is and | did not see this office’s CC. 3 2.29%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 96 73.28%
2. Somewhat easy to see 2.29%
3. Difficult to see 0.76%
4. Not visible at all - -
N/A 3 2.29%
Did not specify 28 21.37%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 96 73.28%
2. Somewhat helped 4 3.05%
3. Did not help - -
N/A 3 2.29%
28 21.37%
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Neither
Shorl? mgree agreenor Dissgree JINOL A it | A

om satistieclwith the service | 55 6 0 0 0 0 131 100.00%
Service Quality Dimensions

Responsiveness 113 13 3 2 0 0 131 96.18%

Reliability 103 1 0 0 0 27 131 100.00%

Access and Facilities 102 2 0 0 0 27 131 100.00%

Communication 99 3 1 0 0 28 131 99.03%

Costs 64 4 0 0 0 63 131 100.00%

Integrity 102 2 0 0 0 27 131 100.00%

Assurance 124 6 0 0 0 1 131 100.00%

Outcome 98 5 0 0 0 28 131 100.00%

Overall 805 36 4 2 0 201 1,048 99.29%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 54
3 Request for ATM PIN Change 10
4 Cash Deposit - (Peso/Foreign Currencies) 32
5 Cash Withdrawal 5
6 Check Deposit - Peso 9
7 Check Encashment 7
8 Online Collection Payments 5
9 Request for Checkbook 3
10 Release of Inward Returned Check 1
11 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 2
12 Printing/Reprinting of Bank Statement/Snapshot 2
Total 131
36. Lipa Big Ben Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 12 85.71%
2. | know what a CC is but | did not see this office’s CC. 1 7.14%
3. I learned of the CC only when | saw this office’s CC. 1 7.14%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 11 78.57%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all 1 7.14%

N/A - -

Did not specify 2 14.29%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 11 78.57%

2. Somewhat helped - -

3. Did not help 1 7.14%

N/A - -

Did not specify 2 14.29%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree Disagree Disagree Score

| am satisfied with the service 0
that | availed. 12 1 0 0 1 0 14 92.86%

Service Quality Dimensions

Responsiveness 12 0 1 0 1 0 14 85.71%
Reliability 11 0 0 0 1 2 14 91.67%
Access and Facilities 11 0 0 0 1 2 14 91.67%
Communication 11 0 0 0 1 2 14 91.67%
Costs 11 0 0 0 1 2 14 91.67%
Integrity 11 0 0 0 1 2 14 91.67%
Assurance 13 0 0 0 1 0 14 92.86%
Outcome 11 0 0 0 1 2 14 91.67%
Overall 91 0 1 0 8 12 112 91.00%

External Services Responses

Opening of a Deposit Account through Digital Onboarding System

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Closure of Deposit Account

Online Collection Payments

O N|ofa|bhlwW[N|F

Updating of Bank Records - Change in Account Details/Type

RrIN[Rr|Rr|R[R|lo]|r

Total

[y
IS
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37. Lipa Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 77 93.90%

2. I know what a CC is but | did not see this office’s CC. 1 1.22%

3. I learned of the CC only when | saw this office’s CC. 1 1.22%

4. 1 do not know what a CC is and | did not see this office’s CC. 3 3.66%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 37 45.12%

2. Somewhat easy to see 8 9.76%

3. Difficult to see - -

4. Not visible at all - -

N/A 3 3.66%

Did not specify 34 41.46%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 41 50.00%

2. Somewhat helped 4 4.88%

3. Did not help - -

N/A 3 3.66%

Did not specify 34 41.46%

Neither

Strongly ] Strongly Total Overall
Agree | Agree nor | Disagree .
Agree Disagree Disagree Responses Score
I am satls_fled with the service 70 11 0 0 1 0 82 08.78%
that | availed.
Service Quality Dimensions
Responsiveness 67 13 0 0 2 0 82 97.56%
Reliability 44 5 1 0 1 31 82 96.08%
Access and Facilities 44 5 0 0 2 31 82 96.08%
Communication 43 6 0 0 1 32 82 98.00%
Costs 39 8 0 0 0 35 82 100.00%
Integrity 43 7 1 0 1 30 82 96.15%
Assurance 73 8 0 0 1 0 82 98.78%
Outcome 42 8 1 1 0 30 82 96.15%
Overall 395 60 3 1 8 189 656 97.43%
External Services Responses
1 Opening of other Deposit Account 22
Cash Deposit - (Peso/Foreign Currencies) 24
Cash Withdrawal 4
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4 Check Deposit - Peso 7
5 Check Encashment
6 Online Collection Payments 11
7 Request for Fund Transfer 5
8 Updating of Bank Records - Change in Account Details/Type 2
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
10 Salary Loan 1
11 Servicing of Modified Disbursement System Transactions 2
12 Printing/Reprinting of Bank Statement/Snapshot 1
Total 82
38. Lipa Recto Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 28 90.32%
2. | know what a CC is but | did not see this office’s CC. 2 6.45%
3. I learned of the CC only when | saw this office’s CC. 1 3.23%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 22 70.97%
2. Somewhat easy to see 1 3.23%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 3.23%
Did not specify 7 22.58%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 23 74.19%
2. Somewhat helped - -
3. Did not help - -
N/A 1 3.23%
Did not specify 7 22.58%

Neither
Strongly " Strongly Total Overall
Agree Agree %%gzzgc;r Disagree Disagree N/A Responses SEOIE
I am satlsfled with the service 30 1 0 0 0 0 31 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 29 2 0 0 0 | 0 | 31 100.00%
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Neither

Reliability 25 0 0 0 0 6 31 100.00%
Access and Facilities 24 1 0 0 0 6 31 100.00%
Communication 24 1 0 0 0 6 31 100.00%
Costs 24 1 0 0 0 6 31 100.00%
Integrity 24 1 0 0 0 6 31 100.00%
Assurance 30 1 0 0 0 0 31 100.00%
Outcome 24 1 0 0 0 6 31 100.00%

Overall 204 8 0 0 0 36 248 100.00%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 18
2 Opening of other Deposit Account 10
3 Cash Deposit - (Peso/Foreign Currencies) 2
4 Check Encashment 1
Total 31
39. Lopez (Quezon) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 32 82.05%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 6 15.38%
4.1 do not know what a CC is and | did not see this office’s CC. 1 2.56%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 33 84.62%
2. Somewhat easy to see 3 7.69%
3. Difficult to see - -
4. Not visible at all - -
N/A 2 5.13%
Did not specify 1 2.56%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 32 82.05%
2. Somewhat helped 4 10.26%
3. Did not help - -
N/A 2 5.13%
Did not specify 1 2.56%
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Sy Agree AZISelglﬁ:)r Disagree St_rongly

ee : Disagree
{herls;}iasifliee(;j. with the service 29 9 1 0 0 0 39 97 44%

Service Quality Dimensions

Responsiveness 26 9 2 2 0 0 39 89.74%
Reliability 31 7 1 0 0 0 39 97.44%
Access and Facilities 29 7 3 0 0 0 39 92.31%
Communication 31 7 1 0 0 0 39 97.44%
Costs 27 4 1 0 2 5 39 91.18%
Integrity 31 7 1 0 0 0 39 97.44%
Assurance 36 3 0 0 0 0 39 100.00%
Outcome 33 3 2 0 0 1 39 94.74%
Overall 244 a7 11 2 2 6 312 95.10%

External Services Responses

1 Opening of other Deposit Account 4
2 Release of Captured Card 5
3 Request for ATM PIN Change 2
4 Request for Card Replacement 1
5 Cash Deposit - (Peso/Foreign Currencies) 6
6 Cash Withdrawal 3
7 Check Deposit - Peso 2
8 Check Deposit - Foreign Currency 1
9 Check Encashment 1
10 Closure of Deposit Account 1
11 Request for Checkbook 1
12 Request for Passbook Replacement 1
13 Request for Stop Payment Order 1
14 Updating of Bank Records - Change in Account Details/Type 1
15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
16 Salary Loan 1
17 Bond Redemption and Interest Payment 1
18 Sale/Purchase of Foreign Currencies 1
19 Trust/Treasury Placements 1
20 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
21 Printing/Reprinting of Bank Statement/Snapshot 2

Total 39
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40. Lucban Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 15 83.33%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 1 5.56%

4. |1 do not know what a CC is and | did not see this office’s CC. 1 5.56%

N/A 1 5.56%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 4 23.53%

2. Somewhat easy to see - -

3. Difficult to see - -

4. Not visible at all - -

N/A 1 5.88%

Did not specify 12 70.59%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 4 23.53%

2. Somewhat helped - -

3. Did not help - -

N/A 1 5.88%

Did not specify 12 70.59%

Strongly

Neither

Agree | Adree  Agresnor Dissgree ol Seare
ihZTIS:\f;‘;fg with the service 13 4 1 0 0 0 18 94.44%
Service Quality Dimensions
Responsiveness 14 2 1 0 1 0 18 88.89%
Reliability 9 3 0 0 0 6 18 100.00%
Access and Facilities 10 1 1 0 0 6 18 91.67%
Communication 9 2 1 0 0 6 18 91.67%
Costs 2 0 0 0 8 18 100.00%
Integrity 9 2 0 1 0 6 18 91.67%
Assurance 15 2 1 0 0 0 18 94.44%
Outcome 7 3 1 0 0 7 18 90.91%
Overall 81 17 5 1 1 39 144 93.33%

External Services Responses
1 6

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal
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4 Check Deposit - Peso 1
5 Check Encashment 1
Total 18
41. Lucena Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 13 81.25%
2. I know what a CC is but | did not see this office’s CC. 2 12.50%
3. I learned of the CC only when | saw this office’s CC. 1 6.25%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 9 56.25%
2. Somewhat easy to see 1 6.25%
3. Difficult to see 3 18.75%
4. Not visible at all - -
N/A - -
Did not specify 3 18.75%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 8 50.00%
2. Somewhat helped 4 25.00%
3. Did not help 1 6.25%
N/A - -
Did not specify 3 18.75%

Neither

Strongly . Strongly Overall
ee | Agree nor isagree . N/A
Agree 9 Dgi]sagree 9 Disagree Score
| am satisfied with the service o
that | availed. 12 1 1 0 2 0 16 81.25%
Service Quality Dimensions
Responsiveness 11 0 1 1 3 0 16 68.75%
Reliability 10 1 0 1 1 3 16 84.62%
Access and Facilities 9 1 0 0 2 4 16 83.33%
Communication 11 1 1 0 0 3 16 92.31%
Costs 8 0 1 0 0 7 16 88.89%
Integrity 11 0 1 0 1 3 16 84.62%
Assurance 13 2 1 0 0 0 16 93.75%
Outcome 12 0 0 0 1 3 16 92.31%
Overall 85 5 5 2 8 23 128 85.71%
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1 Opening of other Deposit Account 5
2 Check Deposit - Peso 3
3 Check Encashment 2
4 Online Collection Payments 1
5 Updating of Bank Records - Change in Account Details/Type 1
6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
7 Salary Loan 3
Total 16
42. Lucena Cathedral Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 37 78.72%
2. | know what a CC is but | did not see this office’s CC. 2 4.26%
3. I learned of the CC only when | saw this office’s CC. 3 6.38%
4. | do not know what a CC is and | did not see this office’s CC. 2 4.26%
N/A 1 2.13%
Did not specify 2 4.26%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 29 65.91%
2. Somewhat easy to see 3 6.82%
3. Difficult to see 1 2.27%
4. Not visible at all - -
N/A 3 6.82%
Did not specify 8 18.18%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 31 70.45%
2. Somewhat helped 2 4.55%
3. Did not help 1 2.27%
N/A 2 4.55%
Did not specify 8 18.18%

Neither

Strongly " Strongly Total Overall
Agree Agree Alsg?;‘e;lzrr:g Disagree Disagree Responses Seore
I am sansﬁed with the service 24 5 0 0 1 47 97.87%
that | availed.
Service Quality Dimensions
Responsiveness 42 4 0 0 1 47 97.87%
Reliability 36 2 0 0 47 97.44%
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Sggpe%ly Agree Aglig]ﬁ:)r Disagree gtlr:ag?ga
Access and Facilities 35 3 0 0 1 8 a7 97.44%
Communication 34 4 0 1 47 97.44%
Costs 31 4 1 0 0 11 a7 97.22%
Integrity 36 2 0 0 1 47 97.44%
Assurance 44 2 0 0 1 47 97.87%
Outcome 33 4 0 0 1 47 97.37%
Overall 291 25 1 0 7 52 376 97.53%

External Services Responses
3

Opening of other Deposit Account

Request for ATM PIN Change

Cash Deposit - (Peso/Foreign Currencies) 26
Cash Withdrawal 10

Check Deposit - Peso

Check Encashment

Request for Fund Transfer
Electronic Fund Transfer and Purchase of Over-the-Counter Check
Total 47

O|lo|N(fo|jO|BA~|W[IN|F

1
3
Online Collection Payments 1
1
1

43. Lucena Guinto Branch

Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 37 90.24%
2. 1 know what a CC is but | did not see this office’s CC. 1 2.44%
3. I learned of the CC only when | saw this office’s CC. 2 4.88%
4.1 do not know what a CC is and | did not see this office’s CC. - -

N/A 1 2.44%

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 25 62.50%
2. Somewhat easy to see 8 20.00%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 2.50%

Did not specify 6 15.00%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 31 77.50%

2. Somewhat helped 2 5.00%

3. Did not help - -
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Citizen’s Charter Answers Responses Percentage
N/A 2.50%
Did not specify 6 15.00%

Neither

orly agree ageenor Disagree DOTOY NA | Qo
{&Tf;\f;‘;ﬁ with the service 38 3 0 0 0 0 41 100.00%

Service Quality Dimensions
Responsiveness 32 6 3 0 0 0 41 92.68%
Reliability 32 2 0 0 0 7 41 100.00%
Access and Facilities 32 2 0 0 0 7 41 100.00%
Communication 29 5 0 0 0 7 41 100.00%
Costs 24 2 0 0 0 15 41 100.00%
Integrity 31 3 0 0 0 41 100.00%
Assurance 39 2 0 0 0 0 41 100.00%
Outcome 29 3 0 0 0 9 41 100.00%
Overall 248 25 3 0 0 52 328 98.91%

External Services Responses

1 Opening of other Deposit Account 16
2 Request for ATM PIN Change 1
3 Cash Deposit - (Peso/Foreign Currencies) 2
4 Cash Withdrawal 9
5 Check Deposit - Peso 4
6 Check Encashment 2
7 Online Collection Payments 1
8 Request for Checkbook 1
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 5
Total 41
44. Mulanay Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 186 93.94%
2. | know what a CC is but | did not see this office’s CC. 2 1.01%
3. I learned of the CC only when | saw this office’s CC. 5 2.53%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 1.01%
N/A - -
Did not specify 3 1.52%
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Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 181 92.82%

2. Somewhat easy to see 8 4.10%

3. Difficult to see 0.51%

4. Not visible at all -

N/A 1.03%

Did not specify 1.54%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 186 95.38%

2. Somewhat helped 3 1.54%

3. Did not help 1 0.51%

N/A 2 1.03%

Did not specify 3 1.54%

Neither

orsly agree agreenor Disagree S0 oo
om satisted with the service | g9 6 2 1 0 0 198 98.48%
Service Quality Dimensions
Responsiveness 166 24 7 0 1 0 198 95.96%
Reliability 188 5 1 1 0 3 198 98.97%
Access and Facilities 188 6 0 1 0 3 198 99.49%
Communication 186 6 2 0 0 4 198 98.97%
Costs 48 8 1 1 0 140 198 96.55%
Integrity 189 4 1 0 1 3 198 98.97%
Assurance 189 8 1 0 0 198 99.49%
Outcome 186 6 1 0 0 198 99.48%
Overall 1,340 67 14 3 2 158 1,584 98.67%

External Services Responses

1 Opening of other Deposit Account 20
2 Release of Captured Card 14
3 Request for Card Replacement 3
4 Cash Deposit - (Peso/Foreign Currencies) 29
5 Cash Withdrawal 21
6 Check Deposit - Peso 17
7 Check Encashment 19
8 Closure of Deposit Account 10
9 Reactivation/Closure of Dormant Deposit Account

10 Request for Checkbook

11 Request for Passbook Replacement 15
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12 Updating of Bank Records - Change in Account Details/Type 10
13 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 8
14 Handling of Customer’s Complaint 1
15 Salary Loan 2
16 Request for Bank Certification/Statement of Account for Salary Loan 5
17 Release of Inward Returned Check 9
18 Servicing of Modified Disbursement System Transactions 1
19 Printing/Reprinting of Bank Statement/Snapshot 4
Total 198
45. Nagcarlan (L) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. ' know what a CC is and | saw this office’s CC. 72 92.31%
2. | know what a CC is but | did not see this office’s CC. 1 1.28%
3. I learned of the CC only when | saw this office’s CC. 4 5.13%
4. | do not know what a CC is and | did not see this office’s CC. 1 1.28%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 66 84.62%
2. Somewhat easy to see 4 5.13%
3. Difficult to see - -
4. Not visible at all - -
N/A 2 2.56%
Did not specify 6 7.69%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 65 83.33%
2. Somewhat helped 5 6.41%
3. Did not help - -
N/A 2 2.56%
Did not specify 6 7.69%

Neither
Strongly " Strongly Total Overall
Agree Agree %%gzzgc;r Disagree Disagree Responses Seore
I am satlsfled with the service 71 6 1 0 0 0 78 08.720
that | availed.

Service Quality Dimensions
Responsiveness 71 5 0 2 0 78 97.44%
Reliability 72 4 1 0 0 78 98.70%

418



&3 LANDBANK

SERVING THE NAT

Neither

Access and Facilities 70 6 1 0 0 1 78 98.70%
Communication 71 5 1 0 0 1 78 98.70%
Costs 66 2 0 1 0 9 78 98.55%
Integrity 72 4 1 0 0 1 78 98.70%
Assurance 75 3 0 0 0 0 78 100.00%
Outcome 70 6 0 0 0 2 78 100.00%

Overall 567 35 4 3 0 15 624 98.85%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 34
3 Request for ATM PIN Change 6
4 Request for Card Replacement 2
5 Cash Deposit - (Peso/Foreign Currencies) 8
6 Cash Withdrawal
7 Check Encashment 11
8 Online Collection Payments 1
9 Updating of Bank Records - Change in Account Details/Type 5
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
11 Request for Bank Certification/Statement of Account for Salary Loan 1
12 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
13 Printing/Reprinting of Bank Statement/Snapshot 4
Total 78
46. Nasugbu Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 68 94.44%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 4.17%
4.1 do not know what a CC is and | did not see this office’s CC. - -
N/A 1 1.39%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 60 84.51%
2. Somewhat easy to see 2 2.82%
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 9 12.68%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 57 80.28%
2. Somewhat helped 2 2.82%
3. Did not help 1.41%
N/A - -
Did not specify 11 15.49%

Neither

Sforl? | ngree  agreenor pisagree SINOY A o, Qo
{é’:‘f;\f;‘;gﬂ with the service 67 3 0 0 2 0 72 97.22%
Service Quality Dimensions
Responsiveness 63 6 1 0 2 0 72 95.83%
Reliability 66 4 2 0 0 0 72 97.22%
Access and Facilities 66 4 1 0 1 0 72 97.22%
Communication 64 6 1 1 0 0 72 97.22%
Costs 62 6 0 0 0 4 72 100.00%
Integrity 67 4 1 0 0 0 72 98.61%
Assurance 66 5 1 0 0 0 72 98.61%
Outcome 65 6 1 0 0 0 72 98.61%
Overall 519 41 8 1 3 4 576 97.90%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 14
3 Cash Deposit - (Peso/Foreign Currencies) 8
4 Cash Withdrawal 14
5 Check Deposit - Peso 16
6 Check Encashment 7
7 Online Collection Payments 5
8 Request for Fund Transfer 1
9 Updating of Bank Records - Change in Account Details/Type 1
10 Updating of Bank Records - Change in Account Type 1
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1
12 Salary Loan 1
13 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
14 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1

Total 72
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47. Paseo de Sta. Rosa Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 92 92.93%

2. I know what a CC is but | did not see this office’s CC. 2.02%

3. I learned of the CC only when | saw this office’s CC. 5.05%

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 87 87.88%

2. Somewhat easy to see 3 3.03%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 9 9.09%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 88 88.89%

2. Somewhat helped 2 2.02%

3. Did not help - -

N/A 1.01%

Did not specify 8 8.08%

Neither

Strongly . Strongly Overall
Agree | Agree nor | Disagree "

Agree Disagree Disagree Score

| am satisfied with the service o
that | availed. 96 3 0 0 0 0 99 100.00%

Service Quality Dimensions

Responsiveness 94 5 0 0 0 0 99 100.00%
Reliability 91 2 0 0 0 6 99 100.00%
Access and Facilities 92 1 0 0 0 6 99 100.00%
Communication 90 3 0 0 0 6 99 100.00%
Costs 89 0 1 0 0 9 99 98.89%
Integrity 93 0 0 0 0 6 99 100.00%
Assurance 97 2 0 0 0 0 99 100.00%
Outcome 92 1 0 0 0 6 99 100.00%
Overall 738 14 1 0 0 39 792 99.87%

Opening of other Deposit Account

41

External Services Responses
1

Request for ATM PIN Change

7
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Request for Card Replacement
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Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

Online Collection Payments

Reactivation/Closure of Dormant Deposit Account

N(fR|RP[O|DM|O

Updating of Bank Records - Change in Account Details/Type

=
~

Updating of Bank Records - Change in Account Type

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

Handling of Customer’s Complaint

Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS)

Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

Printing/Reprinting of Bank Statement/Snapshot

RPIN|INI[N|[O|F

Total

48. Quezon LC (QUELC)

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

50.00%

2. I know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

50.00%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

50.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

50.00%

. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

50.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

50.00%
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Neither

lhzrzlls;};siflieecﬂ with the service > 0 0 0 0 0 2 100.00%

Service Quality Dimensions
Responsiveness 2 0 0 0 0 0 2 100.00%
Reliability 2 0 0 0 0 0 2 100.00%
Access and Facilities 2 0 0 0 0 0 2 100.00%
Communication 2 0 0 0 0 0 2 100.00%
Costs 2 0 0 0 0 0 2 100.00%
Integrity 2 0 0 0 0 0 2 100.00%
Assurance 2 0 0 0 0 0 2 100.00%
Outcome 1 1 0 0 0 0 2 100.00%
Overall 15 1 0 0 0 0 16 100.00%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 2
Total 2
49. Real Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 20 80.00%
2. I know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 2 8.00%
4.1 do not know what a CC is and | did not see this office’s CC. 3 12.00%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 22 88.00%
2. Somewhat easy to see - -
3. Difficult to see - -
4. Not visible at all - -
N/A 3 12.00%
Did not specify - -
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 21 84.00%
2. Somewhat helped 1 4.00%
3. Did not help - -
N/A 3 12.00%

Did not specify
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Neither

Sforl? | ngree agreenor pisagree SINOY A oo, Qo
1.am satisfieclwith the service 24 1 0 0 0 0 25 100.00%
Service Quality Dimensions
Responsiveness 21 4 0 0 0 0 25 100.00%
Reliability 24 1 0 0 0 0 25 100.00%
Access and Facilities 23 2 0 0 0 0 25 100.00%
Communication 22 3 0 0 0 0 25 100.00%
Costs 21 2 0 0 0 2 25 100.00%
Integrity 23 2 0 0 0 0 25 100.00%
Assurance 24 1 0 0 0 0 25 100.00%
Outcome 23 2 0 0 0 0 25 100.00%
Overall 181 17 0 0 0 2 200 100.00%

External Services Responses

1 Opening of other Deposit Account 8

2 Request for ATM PIN Change 1

3 Cash Deposit - (Peso/Foreign Currencies) 2

4 Cash Withdrawal 7

5 Check Deposit - Peso 1

6 Check Encashment 2

7 Closure of Deposit Account 1

8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

9 Handling of Customer’s Complaint 1

10 Salary Loan 1

11 Total 25

50. Rizal LC (RIZLC)
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 9 75.00%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 25.00%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 3 25.00%
2. Somewhat easy to see 8 66.67%
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Citizen’s Charter Answers Responses Percentage
3. Difficult to see - -
4. Not visible at all - -
N/A - -
Did not specify 1 8.33%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 16.67%
2. Somewhat helped 75.00%
3. Did not help - -
N/A - -
Did not specify 1 8.33%

Neither

Strongly . Strongly Total Overall

Agree Helrss %%gzzpe%r PISEEIEE Disagree e Responses Score

| am satisfied with the service o
that | availed. 12 0 0 0 0 0 12 100.00%

Service Quality Dimensions

Responsiveness 5 7 0 0 0 0 12 100.00%
Reliability 5 6 0 0 0 1 12 100.00%
Access and Facilities 4 7 0 0 0 1 12 100.00%
Communication 3 6 2 0 0 1 12 81.82%
Costs 3 7 0 0 0 2 12 100.00%
Integrity 9 2 0 0 0 1 12 100.00%
Assurance 11 0 1 0 0 0 12 91.67%
Outcome 4 7 0 0 0 1 12 100.00%
Overall 44 42 3 0 0 7 96 96.63%

External Services Responses

1 Inquiry, Counseling and Processing of Loan 4

2 Issuance of Certificate of Outstanding Balances and Interest Paid 7

3 Issuance of Certificate of Full Payment 1

Total 12

51. Rosario (Batangas) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 152 84.92%
2. | know what a CC is but | did not see this office’s CC. 5 2.79%
3. I learned of the CC only when | saw this office’s CC. 14 7.82%
4. 1 do not know what a CC is and | did not see this office’s CC. 8 4.47%
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Citizen’s Charter Answers Responses Percentage

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 145 81.01%

2. Somewhat easy to see 11 6.15%

3. Difficult to see 0.56%

4. Not visible at all 2 1.12%

N/A 10 5.59%

Did not specify 10 5.59%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 148 82.68%

2. Somewhat helped 8 4.47%

3. Did not help - -

N/A 13 7.26%

Did not specify 10 5.59%

Neither

Strongly n Strongly Overall
Agree | Agree nor | Disagree "
Agree Disagree Disagree Score
I 'am satls_fled with the service 162 13 1 1 2 0 179 97.77%
that | availed.

Service Quality Dimensions

Responsiveness 139 35 2 1 2 179 97.21%

Reliability 152 18 1 3 0 179 97.70%

Access and Facilities 143 21 2 1 1 11 179 97.62%

Communication 142 15 3 1 0 18 179 97.52%

Costs 59 11 3 1 0 105 179 94.59%

Integrity 152 18 1 1 2 5 179 97.70%

Assurance 166 10 0 1 2 0 179 98.32%

Outcome 146 17 2 0 1 13 179 98.19%

Overall 1,099 145 14 9 8 157 1,432 97.57%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 27
3 Request for ATM PIN Change

4 Request for Card Replacement

5 Cash Deposit - (Peso/Foreign Currencies) 15
6 Cash Withdrawal 6
7 Check Deposit - Peso

8 Check Deposit - Foreign Currency

9 Check Encashment 10
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10 Closure of Deposit Account 14
11 Online Collection Payments 3
12 Reactivation/Closure of Dormant Deposit Account 4
13 Request for Passbook Replacement 12
14 Updating of Bank Records - Change in Account Details/Type 5
15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 4
16 Handling of Customer’s Complaint 12
17 Salary Loan 33
18 Request for Bank Certification/Statement of Account for Salary Loan 22
19 Printing/Reprinting of Bank Statement/Snapshot 1
Total 179
52. Rosario Cavite (CEZ) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 84 90.32%
2. | know what a CC is but | did not see this office’s CC. 3 3.23%
3. | learned of the CC only when | saw this office’s CC. 3 3.23%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 3.23%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 63 67.74%
2. Somewhat easy to see 5 5.38%
3. Difficult to see 2 2.15%
4. Not visible at all - -
N/A 6 6.45%
Did not specify 17 18.28%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 65 69.89%
2. Somewhat helped 6 6.45%
3. Did not help - -
N/A 6 6.45%
Did not specify 16 17.20%

| am satisfied with the service

Neither
Agree | Agree nor | Disagree
Disagree

Strongly
Disagree

Strongly
Agree

90 2 0 0 1

that | availed.

N/A

Total
Responses

93

Overall
Score

98.92%
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S Agree Agzg}ﬁgr Disagree St_rongly
ee : Disagree
Service Quality Dimensions

Responsiveness 83 8 0 0 2 0 93 97.85%
Reliability 73 3 0 0 0 17 93 100.00%
Access and Facilities 72 3 0 0 0 18 93 100.00%
Communication 72 3 1 0 0 17 93 98.68%
Costs 56 3 1 0 0 33 93 98.33%
Integrity 69 7 0 0 1 16 93 98.70%
Assurance 91 1 0 0 1 0 93 98.92%
Outcome 71 5 0 0 0 17 93 100.00%
Overall 587 33 2 0 4 118 744 99.04%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2

2 Opening of other Deposit Account 23

3 Cash Deposit - (Peso/Foreign Currencies) 11

4 Cash Withdrawal 8

5 Check Deposit - Peso 7

6 Check Encashment 13

7 Online Collection Payments 1

8 Reactivation/Closure of Dormant Deposit Account 1

9 Updating of Bank Records - Change in Account Details/Type 8

10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

11 Salary Loan 12

12 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1

13 Servicing of Modified Disbursement System Transactions 3

14 Printing/Reprinting of Bank Statement/Snapshot 2

Total 93

53. San Juan (Batangas) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 14 93.33%
2. | know what a CC is but I did not see this office’s CC. 1 6.67%

3. I learned of the CC only when | saw this office’s CC. - -

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -

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

1. Easy to see 9 60.00%
2. Somewhat easy to see 1 6.67%
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Citizen’s Charter Answers Responses Percentage
3. Difficult to see - -
4. Not visible at all 1 6.67%
N/A - -
Did not specify 4 26.67%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 8 53.33%
2. Somewhat helped 1 6.67%
3. Did not help 1 6.67%
N/A - -
Did not specify 5 33.33%

Neither

Strongly . Strongly Total Overall

Agree A %%gzzpe%r RIS Disagree e Responses Score

| am satisfied with the service o
that | availed. 12 2 0 0 1 0 15 93.33%

Service Quality Dimensions

Responsiveness 11 3 1 0 0 0 15 93.33%
Reliability 9 1 1 0 0 4 15 90.91%
Access and Facilities 8 1 1 1 0 4 15 81.82%
Communication 8 1 2 0 0 4 15 81.82%
Costs 7 2 1 0 0 5 15 90.00%
Integrity 8 2 0 0 1 4 15 90.91%
Assurance 13 1 0 0 1 0 15 93.33%
Outcome 8 1 0 1 0 5 15 90.00%
Overall 72 12 6 2 2 26 120 89.36%

External Services Responses

Opening of other Deposit Account

Cash Deposit - (Peso/Foreign Currencies)

Check Deposit - Peso

Check Encashment

Request for Passbook Replacement

Updating of Bank Records - Change in Account Details/Type

N~N[fojoa|h~h[fw|N|E
RPIAININININ|N

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
Total 15
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54. San Pablo (Laguna) Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 21 91.30%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 1 4.35%

4. 1 do not know what a CC is and | did not see this office’s CC. 1 4.35%

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 39.13%

2. Somewhat easy to see 8.70%

3. Difficult to see - -

4. Not visible at all - -

N/A 1 4.35%

Did not specify 11 47.83%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 39.13%

2. Somewhat helped 8.70%

3. Did not help - -

N/A 1 4.35%

Did not specify 11 47.83%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
ig{‘f:\fgfg with the service 18 2 1 0 1 1 23 90.91%
Service Quality Dimensions
Responsiveness 17 4 0 0 2 0 23 91.30%
Reliability 14 2 2 0 0 5 23 88.89%
Access and Facilities 12 3 1 0 1 6 23 88.24%
Communication 14 2 2 0 0 5 23 88.89%
Costs 8 2 2 0 0 11 23 83.33%
Integrity 13 3 0 1 1 5 23 88.89%
Assurance 20 1 1 1 0 23 91.30%
Outcome 13 2 1 0 1 23 88.24%
Overall 111 19 9 2 5 38 184 89.04%

External Services Responses
1 5

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)
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4 Cash Withdrawal 5
5 Check Encashment 1
6 Online Collection Payments 1
7 Request for Fund Transfer 2
8 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
9 Salary Loan 2
10 Servicing of Modified Disbursement System Transactions 1
11 Printing/Reprinting of Bank Statement/Snapshot 2
Total 23
55. San Pablo Rizal Avenue Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 36 63.16%
2. | know what a CC is but | did not see this office’s CC. 2 3.51%
3. I learned of the CC only when | saw this office’s CC. 16 28.07%
4. | do not know what a CC is and | did not see this office’s CC. 3 5.26%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 42 73.68%
2. Somewhat easy to see 7 12.28%
3. Difficult to see 1 1.75%
4. Not visible at all - -
N/A 4 7.02%
Did not specify 3 5.26%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 46 80.70%
2. Somewhat helped 4 7.02%
3. Did not help - -
N/A 4 7.02%
Did not specify 3 5.26%

Neither

Strongly " Strongly Total Overall
Agree | Agree nor | Disagree .
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 51 5 0 1 0 0 57 08.250
that | availed.
Service Quality Dimensions
Responsiveness 45 10 1 1 0 0 57 96.49%
Reliability 50 4 0 0 0 57 100.00%
Access and Facilities 49 57 100.00%
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Neither

Communication 46 8 0 0 0 3 57 100.00%
Costs 29 11 1 0 16 57 97.56%
Integrity 46 0 0 0 57 100.00%
Assurance 54 2 0 0 1 57 98.25%
Outcome 45 0 0 0 57 100.00%

Overall 364 56 2 1 1 32 456 99.06%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 2

2 Opening of other Deposit Account 16

3 Cash Deposit - (Peso/Foreign Currencies) 11

4 Cash Withdrawal 5

5 Check Deposit - Peso 2

6 Check Encashment 4

7 Reactivation/Closure of Dormant Deposit Account 3

8 R_enewal/_Pre-termination/Termination_of Cgrtificate of Time_ Deposit (P_eso and Dollar) and High 1

Yield Savings Account (HYSA) and High Yield US Dollar Time Deposit (HYUSDTD)

9 Request for Fund Transfer 1

10 Updating of Bank Records - Change in Account Details/Type 3

11 Updating of Bank Records - Change in Account Type 1

12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 4

13 Handling of Customer’s Complaint 2

14 Printing/Reprinting of Bank Statement/Snapshot 2

15 Total 57

56. San Pedro (Laguna) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 52 77.61%
2. | know what a CC is but | did not see this office’s CC. 4 5.97%
3. I learned of the CC only when | saw this office’s CC. 4 5.97%
4. 1 do not know what a CC is and | did not see this office’s CC. 6 8.96%
N/A 1 1.49%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 55 83.33%
2. Somewhat easy to see 4.55%
3. Difficult to see 3.03%
4. Not visible at all - -
N/A 6 9.09%
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Did not specify

Responses

BAGCONG PILIPINAS

Percentage

CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 56 84.85%
2. Somewhat helped - -

3. Did not help 1 1.52%
N/A 7 10.61%
Did not specify 2 3.03%

Neither

Sforl? | ngree agreenor pisagree SINOY A oo, U
{é’:‘f;\f;‘;gﬂ with the service 59 7 0 0 1 0 67 98.51%
Service Quality Dimensions
Responsiveness 56 9 1 0 1 0 67 97.01%
Reliability 58 8 0 0 1 0 67 98.51%
Access and Facilities 59 6 0 0 1 1 67 98.48%
Communication 58 8 0 0 1 0 67 98.51%
Costs 43 9 1 0 0 14 67 98.11%
Integrity 56 10 0 1 0 0 67 98.51%
Assurance 58 8 0 1 0 67 98.51%
Outcome 56 9 2 0 0 67 97.01%
Overall 444 67 4 2 4 15 536 98.08%

External Services Responses

1 Opening of other Deposit Account 8
2 Cash Deposit - (Peso/Foreign Currencies) 11
3 Cash Withdrawal 12
4 Check Deposit - Peso 2
5 Check Encashment 7
6 Closure of Deposit Account 1
7 Online Collection Payments 3
8 Request for Fund Transfer 1
9 Updating of Bank Records - Change in Account Details/Type 2
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 3
11 Salary Loan 11
12 Bond Redemption and Interest Payment 1
13 Domestic Bills Purchase Initiation/Availment 1
14 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2
15 Servicing of Modified Disbursement System Transactions 1
16 Trust/Treasury Placements 1

Total 67
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57. Siniloan Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. | know what a CC is and | saw this office’s CC. 38 74.51%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. 8 15.69%

4. 1 do not know what a CC is and | did not see this office’s CC. 2 3.92%

N/A 1 1.96%

Did not specify 2 3.92%
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 39 81.25%

2. Somewhat easy to see 4 8.33%

3. Difficult to see - -

4. Not visible at all - -

N/A 4.17%

Did not specify 6.25%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 41 85.42%

2. Somewhat helped 2 4.17%

3. Did not help - -

N/A 4.17%

Did not specify 6.25%

Neither

Strongly ] Strongly Total Overall
Agree | Agree nor | Disagree .
Agree Disagree Disagree Responses Score
I am satls_fled with the service 24 4 1 0 2 0 51 04.12%
that | availed.
Service Quality Dimensions
Responsiveness 36 10 2 1 2 0 51 90.20%
Reliability 42 4 2 0 0 3 51 95.83%
Access and Facilities 39 5 1 1 1 4 51 93.62%
Communication 38 9 1 0 0 3 51 97.92%
Costs 33 7 2 0 0 9 51 95.24%
Integrity 42 5 0 1 0 3 51 97.92%
Assurance 46 5 0 0 0 0 51 100.00%
Outcome 40 5 2 0 0 4 51 95.74%
Overall 316 50 10 3 3 26 408 95.81%
External Services Responses
1 Opening of a Deposit Account through Digital Onboarding System 1
Opening of other Deposit Account 14
Request for ATM PIN Change 2
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External Services Responses

4 Cash Deposit - (Peso/Foreign Currencies) 5
5 Cash Withdrawal 5
6 Check Deposit - Peso 6
7 Check Encashment 7
8 Online Collection Payments 1
9 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
10 Salary Loan 3
11 Request for Bank Certification/Statement of Account for Salary Loan 2
12 Electronic Fund Transfer and Purchase of Over-the-Counter Check 3

Total 51

58. Sta. Cruz (L) Branch
Citizen’s Charter Answers Responses Percentage

CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 22 84.62%

2. I know what a CC is but | did not see this office’s CC. - -

3. I learned of the CC only when | saw this office’s CC. - -

4. | do not know what a CC is and | did not see this office’s CC. 3 11.54%
N/A 1 3.85%

Did not specify - -

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

1. Easy to see 19 76.00%

2. Somewhat easy to see 3 12.00%

3. Difficult to see - -

4. Not visible at all - -

N/A 3 12.00%

Did not specify - R

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 18 72.00%
2. Somewhat helped 4 16.00%
3. Did not help - -

N/A 3 12.00%

Did not specify - R

Neither
Strongly " Strongly Total Overall
Agree AiEE %%;22292 RS Disagree e Responses Score
I am sansﬁed with the service 2 1 0 0 1 0 26 96.15%
that | availed.
Service Quality Dimensions
Responsiveness 24 1 0 0 1 | 0 | 26 96.15%
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Neither

Reliability 23 1 0 1 1 26 96.00%
Access and Facilities 23 1 1 0 0 1 26 96.00%
Communication 22 2 1 0 1 0 26 92.31%
Costs 19 1 0 0 0 6 26 100.00%
Integrity 24 1 0 0 1 0 26 96.15%
Assurance 24 1 0 1 0 0 26 96.15%
Outcome 23 1 0 0 1 1 26 96.00%

Overall 182 9 2 1 5 9 208 95.98%

External Services Responses

Opening of other Deposit Account

Request for Card Replacement

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Encashment

Online Collection Payments

Request for Fund Transfer

Updating of Bank Records - Change in Account Type

O|lo|N(foja|A~|W|N|PF

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

Handling of Customer’s Complaint

Salary Loan

Printing/Reprinting of Bank Statement/Snapshot

S R Y RN ARSI RS

Total

N
[e]

59. Sta. Cruz Capitol (L) Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC.

72.73%

2. | know what a CC is but | did not see this office’s CC.

9.09%

3. I learned of the CC only when | saw this office’s CC.

N[~ |0

18.18%

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

45.45%

2. Somewhat easy to see

27.27%

3. Difficult to see

4. Not visible at all

9.09%

N/A

Did not specify

18.18%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 6 54.55%
2. Somewhat helped 1 9.09%
3. Did not help 2 18.18%
N/A - -

Did not specify 2 18.18%

Neither

Sforl? | ngree  agreenor pisagree SINOY A o, Qo
{haaTlsE:la\}zl;g;i- with the service 8 0 1 0 2 0 11 72.73%
Service Quality Dimensions
Responsiveness 7 1 0 1 2 0 11 72.73%
Reliability 5 3 0 0 1 2 11 88.89%
Access and Facilities 3 3 1 0 1 3 11 75.00%
Communication 2 4 0 2 1 2 11 66.67%
Costs 3 1 2 0 1 4 11 57.14%
Integrity 5 1 1 1 1 2 11 66.67%
Assurance 8 1 1 0 1 0 11 81.82%
Outcome 6 2 0 0 1 2 11 88.89%
Overall 39 16 5 4 9 15 88 75.34%

External Services Responses
1 Opening of other Deposit Account 4
2 Request for Card Replacement 2
3 Cash Deposit - (Peso/Foreign Currencies) 1
4 Cash Withdrawal 1
5 Online Collection Payments 1
6 Updating of Bank Records - Change in Account Details/Type 2
7 Total 11
60. Sta. Cruz Poblacion Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 28 71.79%
2. | know what a CC is but I did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 6 15.38%
4. 1 do not know what a CC is and | did not see this office’s CC. 3 7.69%
N/A 2 5.13%
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Did not specify

Responses

BAGCONG PILIPINAS

Percentage

CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 30 81.08%
2. Somewhat easy to see 2 5.41%
3. Difficult to see - -
4. Not visible at all - -
N/A 8.11%
Did not specify 5.41%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 29 78.38%
2. Somewhat helped 3 8.11%
3. Did not help - -
N/A 8.11%
Did not specify 5.41%

Neither

orly agree agreenor Disagree D20 oo
jom satistieclwith the service 38 1 0 0 0 0 39 100.00%
Service Quality Dimensions
Responsiveness 34 4 0 1 0 0 39 97.44%
Reliability 36 2 0 0 0 1 39 100.00%
Access and Facilities 36 2 0 0 0 1 39 100.00%
Communication 35 3 0 0 0 1 39 100.00%
Costs 29 1 1 0 0 8 39 96.77%
Integrity 35 2 1 0 0 1 39 97.37%
Assurance 38 1 0 0 0 0 39 100.00%
Outcome 35 2 0 0 0 2 39 100.00%
Overall 278 17 2 1 0 14 312 98.99%

External Services Responses

Opening of a Deposit Account through Digital Onboarding System

2

Opening of other Deposit Account

[uy
)]

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Foreign Currency

Check Encashment

Request for Checkbook

Request for Fund Transfer

Olo|N[fo|jO|A~|W|N|F

Updating of Bank Records - Change in Account Details/Type

=
o

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

RPlRrlRr|Rr|N[R|MN
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11 Handling of Customer’s Complaint 1
12 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
13 Claim of Remittance Proceeds 1
14 Outgoing Remittance/Wire Transfer 1
Total 39
61. Sta. Rosa (L) Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 48 82.76%
2. | know what a CC is but | did not see this office’s CC. - -
3. I learned of the CC only when | saw this office’s CC. 3 5.17%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 3.45%
N/A 5 8.62%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 34 64.15%
2. Somewhat easy to see 2 3.77%
3. Difficult to see 1 1.89%
4. Not visible at all - -
N/A 2 3.77%
Did not specify 14 26.42%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 34 64.15%
2. Somewhat helped 3 5.66%
3. Did not help - -
N/A 2 3.77%
Did not specify 14 26.42%

Neither

Sporl) | agree agrenor Disagree JOMY Al Qo
om satistieclwith the service 52 4 2 0 0 0 58 96.55%
Service Quality Dimensions
Responsiveness 48 7 1 1 1 0 58 94.83%
Reliability 41 4 0 0 0 13 58 100.00%
Access and Facilities 41 3 0 0 1 13 58 97.78%
Communication 40 4 0 0 0 14 58 100.00%
Costs 26 2 1 0 0 29 58 96.55%
Integrity 41 3 0 1 0 13 58 97.78%
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External Services Responses

1 Opening of other Deposit Account 20
2 Request for ATM PIN Change 1
3 Cash Deposit - (Peso/Foreign Currencies)
4 Cash Withdrawal 10
5 Check Deposit - Peso 6
6 Check Encashment 2
7 Online Collection Payments 2
8 Request for Fund Transfer 1
9 Updating of Bank Records - Change in Account Details/Type 3
10 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
11 Domestic Bills Purchase Initiation/Availment 1
12 Servicing of Modified Disbursement System Transactions 6
13 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
14 Printing/Reprinting of Bank Statement/Snapshot 1
Total 58
62. Sta. Rosa Tagaytay Road Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 76 74.51%
2. I know what a CC is but | did not see this office’s CC. 3 2.94%
3. I learned of the CC only when | saw this office’s CC. 7 6.86%
4. 1 do not know what a CC is and | did not see this office’s CC. 11 10.78%
N/A 5 4.90%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 71 73.20%
2. Somewhat easy to see 4 4.12%
3. Difficult to see - -
4. Not visible at all - -
N/A 11 11.34%
Did not specify 11 11.34%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 71 73.20%
2. Somewhat helped 4 4.12%

BAGONG PILIPINAS
Neither
Strongly . Strongly QOverall
Agree Agiizs | Mg | Plsaics Disagree sponses Score
Assurance 56 1 1 0 0 0 58 98.28%
Outcome 39 4 0 0 0 15 58 100.00%
Overall 332 28 3 2 2 97 464 98.09%
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Citizen’s Charter Answers Responses Percentage
3. Did not help - -
N/A 11 11.34%
Did not specify 11 11.34%

Neither
Shord ngree Ageeror Diagree SN A oo
1.am satisfieclwith the service 96 4 2 0 0 0 102 98.04%
Service Quality Dimensions
Responsiveness 92 8 0 2 0 0 102 98.04%
Reliability 92 3 0 0 0 7 102 100.00%
Access and Facilities 91 4 0 0 0 7 102 100.00%
Communication 92 2 1 0 0 7 102 98.95%
Costs 75 1 1 0 0 25 102 98.70%
Integrity 90 5 0 0 0 102 100.00%
Assurance 100 2 0 0 0 0 102 100.00%
Outcome 81 3 0 0 0 18 102 100.00%
Overall 713 28 2 2 0 71 816 99.46%
1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 35
3 Cash Deposit - (Peso/Foreign Currencies) 18
4 Cash Withdrawal 3
5 Check Deposit - Peso 13
6 Check Encashment 3
7 Online Collection Payments 28
8 Request for Fund Transfer 1
9 Total 102

63. Sto. Tomas (Batangas) Branch

Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 21 53.85%
2. | know what a CC is but | did not see this office’s CC. 2 5.13%
3. I learned of the CC only when | saw this office’s CC. 7 17.95%
4. I do not know what a CC is and | did not see this office’s CC. 2 5.13%
N/A 5 12.82%
Did not specify 2 5.13%
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Sggregel y Agree Ag?éter]ﬁgr Disagree gtlrs%gg“li Os\gi)r?:
Disagree

ihlesaasiasifliee(?. with the service 31 5 0 3 3 0 39 84.62%

Service Quality Dimensions
Responsiveness 28 5 0 1 5 0 39 84.62%
Reliability 29 5 3 0 2 0 39 87.18%
Access and Facilities 29 4 1 2 3 0 39 84.62%
Communication 27 3 4 2 3 0 39 76.92%
Costs 20 7 1 0 1 10 39 93.10%
Integrity 27 5 2 3 2 0 39 82.05%
Assurance 30 4 2 2 1 39 87.18%
Outcome 29 4 3 0 1 39 89.19%
Overall 219 37 16 10 18 12 312 85.33%

External Services Responses

Opening of other Deposit Account

Release of Captured Card

Cash Deposit - (Peso/Foreign Currencies)

Cash Withdrawal

Check Deposit - Peso

Check Encashment

Online Collection Payments

Request for Fund Transfer

Ol |N[o|O|A~[W|N|[F

Updating of Bank Records - Change in Account Details/Type

=
o

Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)

[
[N

Sale/Purchase of Foreign Currencies

=
N

Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD)

PPN W|INO|W|F |0

Total

w
©

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 23 71.88%

2. Somewhat easy to see 2 6.25%

3. Difficult to see - -

4. Not visible at all 2 6.25%

N/A 3 9.38%

Did not specify 2 6.25%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 21 65.63%

2. Somewhat helped 3 9.38%

3. Did not help 3 9.38%

N/A 3 9.38%

Did not specify 2 6.25%
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64. Tagaytay Branch

Citizen’s Charter Answers

CCL1. Which of the following describes your awareness of the CC?

Responses

BAGCONG PILIPINAS

Percentage

1. I know what a CC is and | saw this office’s CC.

100.00%

2. | know what a CC is but | did not see this office’s CC.

3. I learned of the CC only when | saw this office’s CC.

4. | do not know what a CC is and | did not see this office’s CC.

N/A

Did not specify

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

1. Easy to see

40.00%

2. Somewhat easy to see

3. Difficult to see

4. Not visible at all

N/A

Did not specify

60.00%

CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much

40.00%

2. Somewhat helped

3. Did not help

N/A

Did not specify

60.00%

Neither

Sforl? ngree agreenor Dissgree JINOL A ol
lhi\Tlsgiasifliee(?. with the service 5 0 0 0 0 0 5 100.00%
Service Quality Dimensions
Responsiveness 5 0 0 0 0 0 5 100.00%
Reliability 2 0 0 0 0 3 5 100.00%
Access and Facilities 2 0 0 0 0 3 5 100.00%
Communication 2 0 0 0 0 3 5 100.00%
Costs 2 0 0 0 0 3 5 100.00%
Integrity 2 0 0 0 0 3 5 100.00%
Assurance 5 0 0 0 0 0 5 100.00%
Outcome 2 0 0 0 0 3 5 100.00%
Overall 22 0 0 0 0 18 40 100.00%

Cash Deposit - (Peso/Foreign Currencies)

External Services Responses
1

Cash Withdrawal

Check Deposit - Peso

Total

|l |lWw|kFr
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65. Tanauan Branch
Citizen’s Charter Answers Responses Percentage

CCL1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 37 94.87%

2. I know what a CC is but | did not see this office’s CC. 2.56%

3. I learned of the CC only when | saw this office’s CC. 2.56%

4. 1 do not know what a CC is and | did not see this office’s CC. - -

N/A - -

Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 29 74.36%

2. Somewhat easy to see 1 2.56%

3. Difficult to see - -

4. Not visible at all - -

N/A - -

Did not specify 9 23.08%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 27 69.23%

2. Somewhat helped 3 7.69%

3. Did not help - -

N/A - -

Did not specify 9 23.08%

Neither

“hgree’ | Adres | Agreenor Disagres il Seore
I am satis_fied with the service 38 1 0 0 0 0 39 100.00%
that | availed.
Service Quality Dimensions
Responsiveness 38 0 1 0 0 39 97.44%
Reliability 29 1 0 0 0 39 100.00%
Access and Facilities 27 0 1 0 0 11 39 96.43%
Communication 29 1 0 0 0 9 39 100.00%
Costs 27 0 0 0 0 12 39 100.00%
Integrity 29 1 0 0 0 39 100.00%
Assurance 37 2 0 0 0 39 100.00%
Outcome 29 0 1 0 0 39 96.67%
Overall 245 5 3 0 0 59 312 98.81%

Opening of other Deposit Account

External Services Responses
1 5

Cash Deposit - (Peso/Foreign Currencies)
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3 Cash Withdrawal 3
4 Check Deposit - Peso 3
5 Check Encashment 3
6 Closure of Deposit Account 17
7 Electronic Fund Transfer and Purchase of Over-the-Counter Check 1
Total 39
66. Tanay Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. | know what a CC is and | saw this office’s CC. 24 85.71%
2. | know what a CC is but | did not see this office’s CC. 1 3.57%
3. I learned of the CC only when | saw this office’s CC. 3 10.71%
4. 1 do not know what a CC is and | did not see this office’s CC. - -
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 17 60.71%
2. Somewhat easy to see 2 7.14%
3. Difficult to see - -
4. Not visible at all - -
N/A 1 3.57%
Did not specify 8 28.57%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 15 53.57%
2. Somewhat helped 3 10.71%
3. Did not help 1 3.57%
N/A 1 3.57%
Did not specify 8 28.57%

Neither

Strongly . Strongly Total Overall

Agree ARITEE %%gzzg%r RS Disagree e Responses Score

| am satisfied with the service o
that | availed. 23 5 0 0 0 0 28 100.00%

Service Quality Dimensions

Responsiveness 19 9 0 0 0 0 28 100.00%
Reliability 15 5 0 0 0 8 28 100.00%
Access and Facilities 15 5 0 0 0 8 28 100.00%
Communication 13 7 0 0 0 8 28 100.00%
Costs 12 7 0 0 0 9 28 100.00%
Integrity 13 7 0 0 0 8 28 100.00%
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External Services Responses

1 Opening of other Deposit Account 8
2 Release of Captured Card 1
3 Cash Deposit - (Peso/Foreign Currencies) 9
4 Cash Withdrawal 3
5 Check Deposit - Peso 2
6 Check Encashment 3
7 Online Collection Payments 1
8 Salary Loan 1
Total 28
67. Tayabas Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 5 41.67%
2. | know what a CC is but | did not see this office’s CC. 4 33.33%
3. I learned of the CC only when | saw this office’s CC. 1 8.33%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 16.67%
N/A - -
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 3 25.00%
2. Somewhat easy to see 3 25.00%
3. Difficult to see 1 8.33%
4. Not visible at all 1 8.33%
N/A 3 25.00%
Did not specify 1 8.33%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 4 33.33%
2. Somewhat helped 2 16.67%
3. Did not help 2 16.67%
N/A 3 25.00%
Did not specify 1 8.33%

BAGCONG PILIPINAS
Neither
Strongly " Strongly Total Overall
Agree Agiizs | Mg | Plsaics Disagree Responses Score
Assurance 23 4 0 0 0 28 96.43%
Outcome 14 6 0 0 8 28 100.00%
Overall 124 50 0 0 49 224 99.43%
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Neither

lhzrzlls;};siflieecﬂ with the service 6 0 0 1 5 0 12 50.00%

Service Quality Dimensions
Responsiveness 6 0 0 1 5 0 12 50.00%
Reliability 5 0 3 0 3 1 12 45.45%
Access and Facilities 5 0 2 0 4 1 12 45.45%
Communication 5 1 1 0 3 2 12 60.00%
Costs 6 2 1 0 1 2 12 80.00%
Integrity 5 1 1 0 4 1 12 54.55%
Assurance 6 0 1 1 4 0 12 50.00%
Outcome 5 0 2 0 4 1 12 45.45%
Overall 43 4 11 2 28 8 96 53.41%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1

2 Opening of other Deposit Account 6

3 Cash Deposit - (Peso/Foreign Currencies) 2

4 Check Deposit - Peso 1

5 Updating of Bank Records - Change in Account Details/Type 1

6 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 1

Total 12

68. Taytay Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 9 64.29%
2. I know what a CC is but | did not see this office’s CC. 1 7.14%
3. I learned of the CC only when | saw this office’s CC. 2 14.29%
4. | do not know what a CC is and | did not see this office’s CC. 2 14.29%

N/A - -

Did not specify - -

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

1. Easy to see 4 28.57%
2. Somewhat easy to see 3 21.43%
3. Difficult to see 2 14.29%
4. Not visible at all 1 7.14%
N/A 2 14.29%
Did not specify 2 14.29%
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Citizen’s Charter Answers Responses Percentage
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 6 42.86%
2. Somewhat helped 2 14.29%
3. Did not help 2 14.29%
N/A 2 14.29%
Did not specify 2 14.29%

Neither

strongly %%;23 nor  Disagree Efé%'&?éye N/A Responses e
ihZTlsj\l:iasifliee(?_ with the service 9 0 1 1 3 0 14 64.29%
Service Quality Dimensions
Responsiveness 6 3 0 0 5 0 14 64.29%
Reliability 6 2 1 0 3 2 14 66.67%
Access and Facilities 6 1 1 1 3 2 14 58.33%
Communication 5 2 0 1 4 2 14 58.33%
Costs 5 1 3 0 3 2 14 50.00%
Integrity 5 3 0 1 3 2 14 66.67%
Assurance 7 3 2 0 2 0 14 71.43%
Outcome 5 2 1 0 4 2 14 58.33%
Overall 45 17 8 3 27 12 112 62.00%

External Services Responses

1 Opening of other Deposit Account 7

2 Cash Deposit - (Peso/Foreign Currencies) 1

3 Closure of Deposit Account 1

4 Updating of Bank Records - Change in Account Details/Type 2

5 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2

6 Printing/Reprinting of Bank Statement/Snapshot 1

7 Total 14

69. Taytay Manila East Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?

1. I know what a CC is and | saw this office’s CC. 418 87.63%
2. | know what a CC is but | did not see this office’s CC. 16 3.35%
3. I learned of the CC only when | saw this office’s CC. 20 4.19%
4. I do not know what a CC is and | did not see this office’s CC. 16 3.35%
N/A 7 1.47%
Did not specify - -
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Neither

Shorly | agree  agreenor pisagree SINOY A o, Qo
{%Tf;}i;‘;f(f_ with the service | 45 59 1 0 0 2 477 99.79%
Service Quality Dimensions
Responsiveness 393 77 4 1 1 1 477 98.74%
Reliability 396 63 0 0 0 18 477 100.00%
Access and Facilities 396 63 0 0 0 18 477 100.00%
Communication 380 74 3 1 0 19 477 99.13%
Costs 359 65 6 1 0 46 477 98.38%
Integrity 405 56 0 0 0 16 477 100.00%
Assurance 418 56 2 0 0 1 477 99.58%
Outcome 396 57 5 0 0 19 477 98.91%
Overall 3,143 511 20 3 1 138 3,816 99.35%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 9

2 Opening of other Deposit Account 107
3 Request for ATM PIN Change 10
4 Request for Card Replacement 3

5 Cash Deposit - (Peso/Foreign Currencies) 74
6 Cash Withdrawal 31
7 Check Deposit - Peso 20
8 Check Encashment 46
9 Closure of Deposit Account 4

10 Online Collection Payments 20
11 Request for Checkbook 100
12 Request for Fund Transfer 10

BAGCONG PILIPINAS
Citizen’s Charter Answers Responses Percentage

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

1. Easy to see 336 71.49%

2. Somewhat easy to see 84 17.87%

3. Difficult to see 2 0.43%

4. Not visible at all - -

N/A 20 4.26%

Did not specify 28 5.96%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 375 79.79%

2. Somewhat helped 51 10.85%

3. Did not help 1 0.21%

N/A 20 4.26%

Did not specify 23 4.89%
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External Services

BAGCONG PILIPINAS

Responses

13 Updating of Bank Records - Change in Account Details/Type 7
14 Updating of Bank Records - Change in Account Type 1
15 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions)
16 Handling of Customer’s Complaint 18
17 Salary Loan 2
18 Request for Bank Certification/Statement of Account for Salary Loan 3
19 Release of Inward Returned Check 3
20 Sale/Purchase of Foreign Currencies 1
21 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 1
22 Printing/Reprinting of Bank Statement/Snapshot 5
Total 477

70. Trece Martires Branch

Citizen’s Charter Answers

CC1. Which of the following describes your awareness of the CC?

Responses

Percentage

1. I know what a CC is and | saw this office’s CC. 96 72.18%
2. 1 know what a CC is but | did not see this office’s CC. 3 2.26%
3. I learned of the CC only when | saw this office’s CC. 23 17.29%
4. I do not know what a CC is and | did not see this office’s CC. 9 6.77%
N/A 2 1.50%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 91 69.47%
2. Somewhat easy to see 11 8.40%
3. Difficult to see - -
4. Not visible at all - -
N/A 13 9.92%
Did not specify 16 12.21%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 94 71.76%
2. Somewhat helped 9 6.87%
3. Did not help 1 0.76%
N/A 11 8.40%
Did not specify 16 12.21%

Neither
Strongly " Strongly Total Overall
Agree | Agree nor | Disagree .
Agree Disagree Disagree Responses Score
I am sansﬁed with the service 124 8 0 0 1 133 99,2506
that | availed.
Service Quality Dimensions
Responsiveness 114 18 0 0 1 133 99.25%
Reliability 112 11 1 0 0 133 99.19%
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Neither

Access and Facilities 112 11 1 0 0 9 133 99.19%
Communication 111 13 0 0 0 9 133 100.00%
Costs 90 8 1 0 0 34 133 98.99%
Integrity 115 8 1 0 0 9 133 99.19%
Assurance 130 2 1 0 0 0 133 99.25%
Outcome 115 6 2 0 0 10 133 98.37%

Overall 899 77 7 0 1 80 1,064 99.19%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1

2 Opening of other Deposit Account 90

3 Request for ATM PIN Change 3

4 Request for Card Replacement 3

5 Cash Deposit - (Peso/Foreign Currencies) 5

6 Check Deposit - Peso 6

7 Check Encashment 1

8 Online Collection Payments 1

9 Reactivation/Closure of Dormant Deposit Account 1

10 Updating of Bank Records - Change in Account Details/Type 7

11 Updating of Bank Records - Change in Account Type 4

12 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 7

13 Handling of Customer’s Complaint 1

14 Electronic Fund Transfer and Purchase of Over-the-Counter Check 2

15 Printing/Reprinting of Bank Statement/Snapshot 1

Total 133
71. UP Los Bafios Branch
Citizen’s Charter Answers Responses Percentage
CC1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 66 69.47%
2. | know what a CC is but | did not see this office’s CC. 7 7.37%
3. I learned of the CC only when | saw this office’s CC. 8 8.42%
4. 1 do not know what a CC is and | did not see this office’s CC. 12 12.63%
N/A 2 2.11%
Did not specify - -
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 49 52.69%
2. Somewhat easy to see 12 12.90%
3. Difficult to see 2 2.15%
4. Not visible at all 2 2.15%
N/A 15 16.13%
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Citizen’s Charter Answers

Responses

BAGCONG PILIPINAS

Percentage

Did not specify 13 13.98%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 45 48.39%

2. Somewhat helped 20 21.51%

3. Did not help - -

N/A 16 17.20%

Did not specify 12 12.90%

Neither

“hgree’ | Adres Agreenor Disagree [l NA  pedpinces | ‘Soore
om satisted with the service | 75 16 2 0 2 0 95 95.79%
Service Quality Dimensions
Responsiveness 66 24 3 0 2 0 95 94.74%
Reliability 64 17 0 0 1 13 95 98.78%
Access and Facilities 67 14 0 0 1 13 95 98.78%
Communication 58 18 3 0 0 16 95 96.20%
Costs 42 12 0 0 0 41 95 100.00%
Integrity 65 13 4 0 1 12 95 93.98%
Assurance 81 12 2 0 0 0 95 97.89%
Outcome 63 19 0 0 0 13 95 100.00%
Overall 506 129 12 0 5 108 760 97.39%

External Services Responses

1 Opening of a Deposit Account through Digital Onboarding System 1
2 Opening of other Deposit Account 38
3 Request for Card Replacement 1
4 Cash Deposit - (Peso/Foreign Currencies) 10
5 Cash Withdrawal 8
6 Check Deposit - Peso 6
7 Check Encashment 7
8 Online Collection Payments 1
9 Reactivation/Closure of Dormant Deposit Account 2
10 Request for Fund Transfer 2
11 Enrolment to/Updating of iAccess (Non-Financial/Financial Transactions) 2
12 Handling of Customer’s Complaint 1
13 Loan Against Hold-Out on Deposit/ Assignment of Government Securities (GS) 1
14 Salary Loan 6
15 Servicing of Modified Disbursement System Transactions 5
16 Bank Certificate of Deposit/Bank Guarantee Deposit (BGAD) 3
17 Printing/Reprinting of Bank Statement/Snapshot 1
Total 95

452



&3 LANDBANK

SERVING THE NATION

Neither

Agree nor

Disagree

CSM Results - Region IV B

Strongly Total
Disagree

Responses

BAGCONG PILIPINAS

Qverall
Score

Strongly
| am satisfied
with the 1,627 | 166
service that |
availed.

Disagree

6 1,828

98.41%

Service Quality
Dimensions

Strongly

Agree A

Neither
Agree
nor

Disagree

Strongly Total
Disagree

Responses

Overall
Score

Disagree

Responsiveness 1,490 278 27 3 1,828 96.88%
Reliability 1,466 169 9 172 1,828 98.73%
Access and 1,451 170 13 4 181 1,828 98.42%
Facilities
Communication 1,424 197 19 3 176 1,828 98.12%
Costs 985 167 11 0 656 1,828 98.29%
Integrity 1,444 178 17 5 172 1,828 97.95%
Assurance 1,652 151 11 4 3 1,828 98.79%
Outcome 1,417 191 17 5 193 1,828 98.35%

Overall 11,329 1,501 124 30 1,556 14,624 98.18%
Citizen’s Charter Answers Responses  Percentage External Services Responses

Overall

Score

CC1. Which of the following describes your awareness of the CC? Opening of a Deposit 850 08.28%
1. I know what a CC is and | saw this office’s CC. 1,455 79.60% Accounts
2. | know what a CC is but | did not see this office’s CC. 35 1.91% ATM Card Requests 82 97.44%
3. I learned of the CC only when | saw this office’s CC. 109 5.96% Branch Over-the-Counter 625 08.17%
4. 1 do not know what a CC is and | did not see this 136 7.44% Transactions 07
office’s CC. Enrolment to/Updating of
N/A - - iAccess (Non-Financial/ 107 97.47%
Did not specify 93 5.09% Financial Transactions)
- - 5 -
CC2. If aware of CC, would you say that the CC of this office was...? gran_cr_\ Banking Loan 54 100.00%
1. Easy to see 1,273 73.37% ervicing
Other Branch
0, 0,
i. [S).c;frhe\:vhat easy to see 11012 322; Products/Services 22 99.39%
. Difficult to see . 0
Request for Bank o
4. Not visible at all 8 0.46% Documents 26 97.00%
N/A 147 8.47% Regular Loan Processing 57 98.64%
Did not specify 194 11.18%
CCa3. If aware of CC, how much did the CC help you in your transaction? Complaints Management 5 86.49%
1. Helped very much 1,265 72.91%
2. Somewhat helped 111 6.40%
3. Did not help 13 0.75%
N/A 156 8.99%
Did not specify 190 10.95%
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1. Boac Branch
Citizen’s Charter Answers Responses Percentage
CCL1. Which of the following describes your awareness of the CC?
1. I know what a CC is and | saw this office’s CC. 46 85.19%
2. | know what a CC is but | did not see this office’s CC. 3 5.56%
3. I learned of the CC only when | saw this office’s CC. 7.41%
4. | do not know what a CC is and | did not see this office’s CC. - -
N/A 1 1.85%
Did not specify - -
CC2. If aw