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l. Overview:

The Fertilizer and Pesticide Authority (FPA) is a technical regulatory government
agency attached to the Department of Agriculture (DA). By virtue of Presidential
Decree 1144, the Authority is mandated to assure the agricultural sector of safe and
quality fertilizers, pesticides and other agricultural chemicals through the issuance of
licenses, registrations and permits.

In compliance with Republic Act 11032, or the Ease of Doing Business and Efficient
Government Service Delivery Act of 2018, and in conformance with Clause 9.1.2 of
ISO 9001:2015 Quality Management System (QMS), the FPA continues to
implement the Customer Satisfaction Measurement (CSM) surveys. These surveys
aim to gather feedback from clients and stakeholders as a basis for improving the
implementation of regulatory services, in line with the Anti-Red Tape Authority
(ARTA) Memorandum Circular No. 2022-05, which outlines the guidelines for the
Harmonized Client Satisfaction Measurement, as amended.

The Agency remains committed to the continuous enhancement of its regulatory
services to better serve its clients and stakeholders. Having achieved ISO 9001:2015
certification for its Quality Management System and consistently receiving a “Very
Satisfactory” rating in previous years, the FPA ensures that its services meet the
needs and expectations of its clients and stakeholders. As part of maintaining its ISO
certification, the Agency regularly assesses client satisfaction. The feedback
gathered through these evaluations not only fulfills this requirement but also serves
as a critical input for improving service delivery.

For the fiscal year 2025, the highlights of the results of FPA’s client measurement are
as follows:

CC Awareness: 92.83%
CC Visibility: 87.56%
CC Helpfulness: 88.97%
Response Rate: 30.05%
Overall Score: 97.35%

Table 1.1 FY 2025 CSM Results

The FY 2025 client measurement results reflect strong performance, with an overall
score of 97.35%, indicating high client satisfaction. CC Awareness (92.83%),
Helpfulness (88.97%), and Visibility (87.56%) all show positive results, with
opportunities to further strengthen accessibility. While the response rate is relatively
low at 30.05%, the required sampling size for each service was still met, ensuring
the reliability of the results.



Il. Scope:
A. Period Covered

FPA conducted the survey from January 1, 2025 until December 31, 2025 through
online, paper-based, and other means of survey such as telephone call. For 2025,
the external and internal services of the agency both at the Central Office and
Regional Field Units (RFUs) were surveyed.

The survey adopted elements from its Citizen/Client Satisfaction Survey feedback
mechanism and integrated the CSM tool provided by ARTA. The CSM form included
questions that solicited information about the clients’ 1) demographic background; 2)
service availed from FPA; 3) awareness of the Citizen’'s Charter; 4) overall
satisfaction and rating of FPA's service according to the prescribed Service Quality
Dimensions; 5) likelihood of repeat engagement and recommendation; and 6)
suggestions to improve FPA’s services. For ease of facilitation, internal, external, and
RFUs services each have a corresponding CSM form. Images of the physical survey
instrument presented in this report as INDEX A.

B. Geographic and Office coverage

The Agency’s external and internal services under the following Divisions/Units were
covered:

Fertilizer Regulations Division (FRD)

Pesticide Regulatory Services Division (PRD)

Laboratory Services Division (LSD)

Planning, Management and Information Division (PMID)

Office of the Executive (OED) - Legal Unit and Field Operations Coordinating
Unit (FOCU)

Finance and Administrative Division (FAD)

e 16 Regional Field Units (Region 1-12, CARAGA, NCR, CAR, and NIR)

FPA also adhered to the eight Service Quality Dimensions (SQDs) required by
ARTA:

1. Responsiveness — My requested service is delivered in a timely manner.

2. Reliability — The procedures of services are clearly indicated in the Citizen’s
Charter displayed in the lobby.

3. Access and Facilities — The facilities are easily accessible and convenient
for transactions.

4. Communication — My queries/ needs are answered in a language that can
be easily understood.

5. Costs — | paid an acceptable amount of fees for my transaction. (If service
was free, mark the N/A column.)

6. Integrity — The FPA personnel is honest and fair in his/her delivery of the FPA
programs/services.

7. Assurance — The FPA personnel is knowledgeable, understanding, and
helpful with the citizen/ client’s needs

8. Outcome — | am satisfied with the service rendered.



C. List of services, responses, and total number of transacting clients

A total of 11,539 survey responses were received by the Agency from 36,533
transactions for its external regulatory services, while 4,966 responses were
received from 18,281 for internal services.

Total
External Services Responses [ransactions

FRD - Fertilizer Certificate of Product Registration 535 960
FRD - Fertilizer License to Operate (LTO) as Handler 313 848
FRD - Fertilizer Experimental Use Clearance (EUC) 98 132
FRD - Fertilizer VAT Exemption, Export, and Other 323 1,971
Certificates
FRD - Other Fertilizer Regulatory Services/Confirmatory 530 2,034
Analysis
PRD - Pesticide Certificate of Product Registration 802 1,982
PRD - Pesticide License to Operate (LTO) as Handler 315 529
PRD - Pesticide Experimental Use Clearance (EUC) 328 2,246
PRD - Certificate Authorizing Importation of Pesticide 1,823 5,824
(CAIP)
PRD - Other Pesticide Regulatory Services 118 118
LSD - Registration of Plant Incorporated Protectant 5 5
(Issued with Certificate)
LSD - Laboratory Recognition 6 6
LSD - Laboratory Analysis 655 1,644
OED-FOCU - Permit to Purchase Methyl Bromide 47 54
PMID - Accreditation of Researcher, Safety Dispenser, 762 3,499
ARCO, CPA, and Training Associations
PMID - Administration of FPA Exam and Release of 204 234
Passers
PMID - Provision of Data and Information/Feedback to 66 66
Citizen Inquiry
PMID - Provision of IEC Materials 12 12
FAD - Cashiering/ Payment 776 8,672
RFU - Issuance of License 2,965 4,096




External Services

Total

Responses Tlransactions

Internal Services

Responses

RFU - Warehouse Registration 693 1,464
RFU - Others 163 242
External Service Total 11,539 36,638

Total
Transactions

OED - Legal - Legal Service/Assistance 386 386
PMID - Provision of IT/Zoom Assistance 287 494
PMID - Posting on the FPA Website 122 179
PMID - Provision of Communications Related Assistance 3 3
PMID - Request for Social Media Posting 6 6
LSD - Laboratory Analysis (Internal Service) 345 345
FAD - Processing of Claims(Budgeting Services, 1,322 4,618
Accounting Services)

FAD - Central Receiving/ Mailing 1,611 10,171
FAD - General Services (Repair and Maintenance) 127 127
FAD - General Service (Driver and Vehicle Services) 296 422
FAD - General Service (Inventory and other supply 161 161
service)

FAD - Human Resource Related Services 300 1,369
Internal Service Total 4,966 18,281
OVERALL TOTAL 16,505 54,919

Table 2.1 Total Number of Transactions and Responses in FY 2025

A single transaction may necessitate the client’s repeated visits, thereby resulting in
multiple CSM responses for the same transaction. Out of 54,919 transactions in CY
2025, a total of 16,505 clients completed the CSS forms, resulting in an overall
response rate of 30.05%. This reflects a 2% decrease in response rate compared
to the previous year. However, it is important to note that the total number of

transactions also declined during the same period.

Despite the slight decrease in response rate, the total number of responses still met
and, in some cases, exceeded the minimum required sample size based on the
sampling calculator prescribed under the Harmonized CSM guidelines. This
indicates that the survey results remain statistically sufficient and reliable for
assessing client satisfaction and informing service improvements.




D. Sampling

The number of clients served varied across different services, which may have led to
some overrepresentation or underrepresentation in the responses. Rather than using
systematic random sampling, the survey utilized a convenience sampling method—a
non-probability approach that gathered feedback from clients (both external and
internal) who were readily available and willing to participate. Although all clients
were encouraged to complete the survey, participation was voluntary. Consequently,
this method may have resulted in an uneven distribution of respondents across
services.

The minimum number of respondents per service (sampling size) was determined
using the online calculator using this link https://tinyurl.com/samplesize ensuring that
the sample for each service remains statistically sufficient for reliable analysis.

Responses Number of Minimum
transactions Number of

annually respondents

FRD - Fertilizer Certificate of Product Registration

1 (CPR) for Local / Imported Products 960 275
FRD - Fertilizer License to Operate (LTO) as

2 Handler 848 265
FRD - Fertilizer Experimental Use Clearance

3 (EUC) 132 98
FRD - Fertilizer VAT Exemption, Export, and Other

4 Certificates 1,971 322
FRD - Other Fertilizer Regulatory

5 Services/Confirmatory Analysis 2,034 323
PRD - Pesticide Certificate of Product Registration
(CPR) 1,982 322
PRD - Pesticide License to Operate (LTO) 529 223
PRD - Pesticide Experimental Use Clearance

8 (EUC) 2,246 328
PRD - Certificate Authorizing Importation of

9 Pesticide (CAIP) 5,824 360

10 PRD - Other Pesticide Regulatory Services 118 90
LSD - Registration of Plant Incorporated

1" Protectant 5 5

12 LSD - Laboratory Analysis (External Service) 1,644 312

13 FLRC - Laboratory Recognition 6 6

14 OED-FOCU - Permit to Purchase Methyl Bromide 54 47
PMID - Accreditation of Researcher, Safety

15 Dispenser, RCO, and CPA 3,499 346
PMID - Administration of FPA Exam and Release

16 of Passers 234 146

17 PMID - Provision of IEC Materials 12 12
PMID - Provision of Data and

18 Information/Feedback to Citizen Inquiry 66 56

19 FAD - Cashiering/ Payment 8,672 368



https://tinyurl.com/samplesize

Service Responses Number of Minimum

No. transactions Number of
annually respondents

20 RFU - Issuance of Licenses 4,059 351

21 RFU - Issuance of Warehouse Registration 1,464 304

22 RFU - Others 242 149

23 OED - Legal Service/Assistance 386 193

24 PMID - Provision of IT/Zoom Assistance 494 216

25 PMID - Posting on the FPA Website 179 122
PMID - Provision of Communications Related

26 Assistance 3 3

27 PMID - Request for Social Media Posting 6 6

28 LSD - Laboratory Analysis (Internal Service) 345 182
FAD - Processing of Claims(Budgeting Services,

29 Accounting Services) 4,618 355

30 FAD - Central Receiving/ Mailing 10,171 370

31 FAD - General Services (Repair and Maintenance) 127 96
FAD - General Service (Driver and Vehicle

32 Services) 422 201
FAD - General Service (Inventory and other supply

33 service) 161 114

34 FAD - Human Resource Related Services 1,369 300

Table 2.2 FY 2025 Minimum Number of Respondents using Sampling Calculator

lll. Methodology

A. Mode of Survey Implementation

The FPA implemented three types of survey methods with breakdown as follows:
5,052 (30.61%) were paper-based, 11,273 (68.30%) were online-based, and 180
(1.09%) were other methods included phone interviews.

Paper-based 4,479 573 30.61%
Online-based 6,880 4,393 68.30%
Others 180 0 1.09%
Total 11,539 4,966 100%

Table 3.1 Survey Methods



B. Feedback and Collection Mechanism

Clients may answer the Customer Satisfaction Measurement (CSM) survey using
different Google Form links, depending on the type of service availed:

e External Services: https://forms.qgle/xDZRrD3fBgKeRcjw5
e |[nternal Services: https://forms.gle/Cb7D5PA5SQEw7VvLKLA
e RFU Services: https://forms.gle/vaVrcGLfEgAMHkwm9

Clients also had the option to respond using the printed version of the CSM forms,
prepared by the Planning, Management, and Information Division (PMID). The forms
allowed clients to select multiple services they availed and indicate the number of
transactions completed. These enhancements were designed to ensure that the
required number of respondents was achieved and to generate more comprehensive
data on client satisfaction.

The data analysis for this report was performed by the lead of the Customer
Satisfaction Evaluation and Monitoring Team (CSEMT) under the Quality
Management System (QMS) Committee.The CSEMT members and Regional
Officers were mandated to submit their FY 2025 Customer Satisfaction
Measurement (CSM) Reports every semester, including the consolidation of
paper-based surveys conducted by each operating divisions/units.

To reinforce compliance, an FPA memorandum issued on February 5, 2026,
reiterated the deadline for submission of compliance reports under R.A. 11032,
including the CSM Report. The deadline was set for February 20, 2026, and all
reports were to be submitted to the PMID via email at management@fpa.da.gov.ph.

C. Scoring System

The FPA adopted the 5-point Likert Scale with the following interpretation:

Scale Rating

5 Strongly Agree

4 Agree

3 Neither Agree nor Disagree
2 Disagree

1 Strongly Disagree

D. How Numerical results will be interpreted
The Overall score for the 8 SQDs were computed based on the following formula:

Number of 'Strongly Agree’ answers + Number of 'Agree’ answers

Overall Score = —
Total Number of Respondents - Number of 'N/A" answers


https://forms.gle/xDZRrD3fBgKeRcjw5
https://forms.gle/Cb7D5PA5QEw7vLkLA
https://forms.gle/vaVrcGLfEqAmHkwm9
mailto:management@fpa.da.gov.ph

The interpretation of the results are 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

IV. Data and Interpretation

A. Demographic Profile

The age distribution shows that the majority of respondents are between 20-34 years
old, making up 45.50% of the total, followed by those aged 35-49 at 34.82%.
Respondents aged 50-64 account for 15.10%, while very few participants are 65 or
older (1.35%) or 19 and younger (0.05%). Additionally, 3.19% of respondents did not
specify their age.

In terms of sex, 51.37% of the respondents are female, making them the majority,
while 46.13% are male. A small portion, 2.51%, did not specify their sex.

D1. Age and D2. Sex External Internal Overall
1. 19 or lower 0.06% 0.02% 0.05%
2.20-34 43.23% 50.79% 45.50%
3.35-49 36.18% 31.66% 34.82%
4. 50-64 15.75% 13.59% 15.10%
5. 65 or higher 1.92% 0.02% 1.35%
6. Did not specify 2.87% 3.93% 3.19%
1. Male 43.65% 51.87% 46.13%
2. Female 54.91% 43.13% 51.37%
3. Did not specify 1.44% 4.99% 2.51%

Table 4.1 FY 2025 Distribution of Respondents by Age Group and Sex



The table below presents the distribution of respondents by region. The National
Capital Region (NCR) recorded the highest share of respondents at 30.52%,
reflecting the location of the FPA Central Office, where most services are processed.
This is followed by Region IV-A, accounting for 22.50% of respondents. All other
regions reported response rates below 10%.

D3. Region External Internal Overall
1. Region | 0.94% 1.67% 1.16%
2. Region Il 1.20% 2.46% 1.58%
3. Region llI 3.69% 0.66% 2.78%
4. Region IV-A 27.62% 10.59% 22.50%
5. MIMAROPA 1.99% 0.02% 1.40%
6. Region V 3.53% 0.20% 2.53%
7. Region VI 2.26% 4.95% 3.07%
8. Region VI 4.02% 5.82% 4.56%
9. Region VI 0.94% 0.30% 0.75%
10. Region IX 1.37% 1.37% 1.37%
11. Region X 5.52% 4.19% 5.12%
12. Region XI 7.19% 1.87% 6.01%
13. Region XII 5.82% 10.63% 7.26%
14. Region XIlI 2.18% 13.33% 5.54%
15. NCR 27.31% 38.00% 30.52%
16. CAR 1.06% 0.28% 0.82%
17. BARMM 0.02% 0% 0.01%
18. NIR 0.56% 0.18% 0.45%
19. Did not specify 2.18% 3.46% 2.57%

Table 4.2 FY 2025 Distribution of Respondents by Region of Residence

In terms of customer type, the majority of respondents (44%) are from the business
sector, which is expected given that the FPA primarily issues licenses and
registrations to fertilizer and pesticide companies. This is followed by government
clients at 34.59%, and individual citizens at 18.05%. An additional 3.36% of
respondents did not indicate the sector to which they belong.



Customer Type External Internal Overall

D4. Citizen 24.44% 3.20% 18.05%
D4. Business 62.43% 1.19% 44.00%
D4. Government 10.10% 4.11% 34.59%
D4. Did not specify 3.03% 91.50% 3.36%

Table 4.3 FY 2025 Distribution of Respondents by Customer Type

The majority of respondents are young to middle-aged adults, with 45.50% aged
20-34 and 34.82% aged 35-49. Respondents aged 50-64 make up 15.10%, while
those 65 and older (1.35%) and 19 and younger (0.05%) represent a small fraction.
An additional 3.19% did not specify their age. This indicates that FPA's client base is
predominantly within the working-age population, who are likely the primary
individuals submitting applications and availing regulatory services.

Female respondents constitute a slight majority at 51.37%, compared to 46.13%
male respondents, with 2.51% not specifying their sex, suggesting relatively
balanced engagement across genders.

Geographically, the highest proportion of respondents is from the National Capital
Region (NCR) at 30.52%, reflecting the concentration of services at the FPA Central
Office. This is followed by Region IV, while all other regions recorded response rates
below 10%, highlighting the need for continued outreach to clients in more remote
areas.

In terms of customer type, the business sector comprises the largest group of
respondents at 44.00%, consistent with FPA's role in regulating fertilizer and
pesticide companies. Government clients account for 34.59%, and individual citizens
for 18.05%, with 3.36% not specifying their sector. The predominance of business
and government respondents underscores the importance of maintaining efficient
and responsive regulatory services, while also ensuring accessibility for individual
clients.

B. Count of CC and SQD results

The survey results demonstrate a high level of awareness, visibility, and perceived
usefulness of the Citizen’s Charter (CC), indicating its effective integration into
frontline service delivery.

A significant majority (83.31%) of respondents are already aware of the CC and have
seen it displayed in the office. Meanwhile, 3.19% of respondents only learned about
the CC upon seeing it, and a small percentage (4.20%) remain unaware of the CC.

In terms of visibility, the findings are strongly positive, with 84.33% of respondents
reporting that the CC is easy to locate. A smaller portion who found it only somewhat
visible (2.07%), difficult to locate (1.16%), or not visible at all (2.07%) indicates that
visibility may not be consistent across all service areas.
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The perceived usefulness of the CC is also notably high, with 82.17% of respondents
finding it very helpful in facilitating their transactions. This reinforces the CC'’s role as
a critical tool in promoting transparency and guiding clients through procedures. The
minimal proportion of respondents who found it only somewhat helpful is 5.51% and
not helpful at all (1.29%).

Overall, the results affirm that the Citizen’s Charter is well-implemented and serves
its intended purpose. However, the presence of small but notable gaps in awareness
and visibility underscores the need for continuous improvement. Strengthening client
orientation efforts, expanding digital access through the FPA website, and
maximizing the use of visual display tools such as televisions in Regional Field Units
and interactive kiosks at the Central Office have been implemented to further
enhance reach and engagement. These initiatives are expected to contribute to even
higher levels of awareness and utilization in the coming years.

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. 13,751 83.31%
2. I know what a CC is but | did not see this office’s CC. 1,044 6.33%
3. I learned of the CC only when | saw this office’s CC. 527 3.19%
4.1 do not know what a CC is and | did not see this office’s CC. 693 4.20%
5. Did not specify 490 2.97%

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

1. Easy to see 13,919 84.33%
2. Somewhat easy to see 341 2.07%
3. Difficult to see 192 1.16%
4. Not visible at all 341 2.07%
5. N/A 1,349 8.17%
6. Did not specify 363 2.20%

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

1. Helped very much 13,562 82.17%
2. Somewhat helped 910 5.51%
3. Did not help 213 1.29%
4. N/A 1,535 9.30%
5. Did not specify 285 1.73%

Table 4.4 FY 2025 Clients’ Responses to CC Questions
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The Client Satisfaction Measurement Survey results indicate a very high level of
overall client satisfaction. Out of 7,052 responses, 96.41% rated the services
positively, with the majority selecting “Agree” or “Strongly Agree,” reflecting strong
approval of service quality and delivery.

Neutral responses were minimal (1.33%), while negative feedback was negligible
(0.21%), suggesting that dissatisfaction is rare and likely limited to isolated cases.

Overall, the findings highlight the agency’s strong performance in meeting client
expectations, while also pointing to the need for continuous improvement to address
the few neutral and negative experiences.

Neither
Strongly Agree nor Strongly Total

Agree  Agree Disagree Disagree Disagree N/A Responses Overall

SQDO0 2,336 593 94 5 10 4,014 7,052 96.41%

Table 4.5 FY 2025 Clients’ Responses for SQD0O

This table presents survey results evaluating various dimensions of service quality,
including responsiveness, reliability, access and facilities, communication, costs,
integrity, assurance, and outcome. Each dimension is assessed using a scale
ranging from "Strongly Agree" to "Strongly Disagree," with an additional "N/A" option.
The "Overall" column summarizes the percentage of positive responses for each
dimension, showing an overall service quality rating of 97.52%.

Ser-vice Quality Strongly Agree A';::;hzror Disagree S.trongly N/A okl Overall
Dimensions Agree Disagree Disagree Responses

Responsiveness | 13,083 |2,982 | 204 25 194 17 16,505 97.43%
Reliability 12,823 | 3,180 | 260 31 174 37 16,505 97.18%
Access and 12,748 (3,278 | 243 27 184 25 16,505 97.25%
Facilities
Communication | 12,928 (2,917 | 506 20 65 69 16,505 96.40%
Costs 12,711 2904 (178 29 63 620 | 16,505 98.30%
Integrity 13,803 [2,399 | 198 29 55 21 16,505 98.29%
Assurance 13,541 (2,567 | 175 25 180 17 16,505 97.70%
Outcome 12,989 (3,006 | 169 27 190 124 ] 16,505 97.64%
Overall 104,626 | 23,233 | 1,933 213 1,105 930 [ 132,040 |97.52%

Table 4.6 FY 2025 Clients’ Responses for SQDs 1-8

The FPA achieved an “Outstanding” rating across all eight SQDs. The highest rating
was for SQDS (Costs) at 98.30%, indicating that clients paid acceptable fees for their
transactions. The fees charged by the FPA are based on the Administrative Order
No. 13 Series of 2000. Conversely, SQD4 (Communication) received the lowest
rating at 96.40%, although it still falls within the "Outstanding" range. Among the
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respondents, 127,859 indicated “Strongly Agree” or “Agree,” resulting in a 96.83%
score, which remains within the “Outstanding” range.

Given the consistently high scores across all SQDs, it can be concluded that the
agency has effectively met or exceeded client expectations across the various
dimensions of service quality.

C. Overall score per service

External Services Overall
Rating
FRD - Fertilizer Certificate of Product Registration 91.95%
FRD - Fertilizer License to Operate (LTO) as Handler 96.57%
FRD - Fertilizer Experimental Use Clearance (EUC) 99.23%
FRD - Fertilizer VAT Exemption, Export, and Other Certificates 98.68%
FRD - Other Fertilizer Regulatory Services / Confirmatory Analysis 99.49%
PRD - Pesticide Certificate of Product Registration 90.25%
PRD - Pesticide License to Operate (LTO) as Handler 95.20%
PRD - Pesticide Experimental Use Clearance (EUC) 98.39%
PRD - Certificate Authorizing Importation of Pesticide (CAIP) 99.48%
PRD - Other Pesticide Regulatory Services 96.92%
LSD - Registration of Plant Incorporated Protectant (Issued with 100%
Certificate)
LSD - Laboratory Recognition 100%
LSD - Laboratory Analysis 98.84%
OED-FOCU - Permit to Purchase Methyl Bromide 98.62%
PMID - Accreditation of Researcher, Safety Dispenser, ARCO, and CPA | 84.52%
PMID - Administration of FPA Exam and Release of Passers 87.50%
PMID - Provision of Data and Information/Feedback to Citizen Inquiry 100%
PMID - Provision of IEC Materials 100%
FAD - Cashiering/ Payment 97.93%
RFU - Issuance of License 97.09%
RFU - Warehouse Registration 99.56%
RFU - Others 96.27%
External Service Total 96.89%
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Internal Services Overall

Rating
OED - Legal - Legal Service/Assistance 95.22%
PMID - Provision of IT/Zoom Assistance 100%
PMID - Posting on the FPA Website 96.04%
PMID - Provision of Communications Related Assistance 97.75%
PMID - Request for Social Media Posting 99.65%
LSD - Laboratory Analysis (Internal Service) 95.22%
FAD - Processing of Claims(Budgeting Services, Accounting Services) 99.37%
FAD - Central Receiving/ Mailing 99.60%
FAD - General Services (Repair and Maintenance) 100%
FAD - General Service (Driver and Vehicle Services) 100%
FAD - General Service (Inventory and other supply service) 97.45%
FAD - Human Resource Related Services 92.49%
Internal Service Total 98.32%
OVERALL TOTAL 97.35%

The results indicate consistently strong performance across both External and
Internal Services, reflecting the FPA's commitment to efficiency and service quality.

In the External Services category, which covers core regulatory functions such as
licensing, registration, permits, accreditation, and laboratory services, ratings are
exceptionally high, with most exceeding 99%. This demonstrates a high level of
efficiency, reliability, and client satisfaction in frontline service delivery. The
attainment of perfect scores (100%) in several services further highlights areas of
outstanding performance and effective process implementation.

Similarly, the Internal Services category which supports organizational operations
through IT, legal, finance, and administrative functions also posted strong results.
Most services scored above 95%, with several achieving perfect ratings, indicating
that internal processes are well-managed and effectively support overall service
delivery.

Overall, the combined rating of 97.35% “Outstanding” reflects the agency’s ability to
maintain high standards across both client-facing and internal operations. These
results underscore a well-balanced performance, while also suggesting opportunities
to sustain excellence and further enhance consistency across all service areas.
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VL.

Results of the Agency Action Plan reported in the previous:

The FPA continues to uphold its “Very Satisfactory” rating while maintaining its
ISO 9001:2015 certification. Through the successful conduct of its
surveillance audit, the Agency has retained its certification, demonstrating its
sustained commitment to the continuous improvement of its Quality
Management System (QMS) and the consistent delivery of quality public
service.

To further strengthen client feedback mechanisms, particularly alongside the
implementation of online services such as the FPA Trade System which
covers the issuance of Licenses to Operate (LTO) as fertilizer handlers and
accreditation, the Agency has integrated automated email notifications which
include a link to the Client Satisfaction Survey (CSS) form. These notifications
are sent once applications are approved and accessible to encourage timely
and convenient feedback. Moreover, the “Overall Satisfaction” Service Quality
Dimension Overall (SQDO0) indicator has been incorporated into the CSS
forms to ensure compliance with prescribed standards and to capture a more
comprehensive assessment of client experience.

To ensure that the required sample size for client feedback is consistently
achieved, updates on the status of client satisfaction surveys are regularly
included in the Management Review. Divisions are reminded to actively
disseminate the survey forms to their clients and encourage completion after
each transaction. In addition, members of the Client Satisfaction
Measurement Evaluation Team (CSMET) submit their CSM Report every
semester prior to the submission of the Division Performance Commitment
and Review (DPCR) and Individual Performance Commitment and Review
(IPCR). This initiative helps facilitate faster consolidation of the CSM reports
across divisions and ensures timely submission.

Continuous Agency Improvement Plan for the following year:

The Continuous Agency Improvement Plan for CY [Insert Year] aims to
enhance client satisfaction monitoring, ensure compliance with the required
sampling size, and improve the accuracy and completeness of Client
Satisfaction Measurement (CSM) data. Following each Management Review,
a Memorandum will be issued indicating the list of services, number of
transactions, and corresponding number of CSM feedback received per
service. This will serve as a monitoring mechanism and a reminder to all
divisions to comply with the required sampling size.

In addition, the online CSM survey form will be improved to allow clients to
select multiple services availed, similar to the hardcopy CSM form. This
enhancement will ensure more accurate data capture and contribute to
achieving the required number of responses. Furthermore, all
persons-in-charge of services and frontline personnel will be regularly
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reminded to ensure that clients completely fill out the CSM survey form,
emphasizing the importance of complete and accurate information for
effective monitoring and reporting.

These initiatives will be continuously monitored through regular tracking of
CSM response rates in relation to the number of transactions, as well as
through discussions during Management Review meetings. Overall, the
implementation of these measures is expected to result in improved
compliance with sampling requirements, increased completeness of CSM
data, and more reliable client satisfaction reporting across all services.
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ANNEX A. Survey Questionnaire/s Used

CSM Survey for External Services (FPA Central Office)

FERTILIZER AND PESTICIDE AUTHORITY

CLIENT SATISFACTION MEASUREMENT (CSM) SURVEY | FPA-QMS-F9
External Seyvices (FFA Central Ojfice)

BACONE PILIPINAS  Maiagandsg |
Mauniad na

This Client Satisfacticn Measirement [CSM] tracks the customers’ experience of transacting with government cffices. Your Feedback will
help ueimaprove cur public sevvice delivery. Rest assured that pereonal information sharved will be kept confidential in compliance with
the Data Privacy Act. ¥ou bave the vight net to answer this form.

Client Type: O Citizen O Business O Govermment [Eriployee ov from another agency}  Date:

Age: ___ Sexy O male 0O Female Region of vesidence:

IMSTRUCTIONS: Pleace put a checkrnark [} on the box of the service/s you have availed and indicate the nenber of traneactions on the
box beside the checkbox,

[ e Type of External Service Availed T Type of Extarnal Service Availed
PR - Fertilizer Product Registration [ BCT - Registration of Flant mcorporated Protectant
OJFRD - Fertilizer Licetseto Operate (LTH 0 PMIC - Accreditation of Researcher, ASD, ARCD, and CPA
[IFRE: - Fertilizer Experimental Use Clearance (EUC) I BMIC - Accreditation of Training Assoriation
OFRC - VAT Exewmption Certificate [J BMID - Cnline Administration of FEA Exam and Belease of Passers
OIFRD - Other Fertlizer Regulatovy Services 0 FMIC - R eedowm of kfemation [FO) Requests
[TPRE - Pesticide Registration [T PMIC - Provision of [EC Materials
[TPRE - Pesticide License to Opevate (LTO) [J FAL - Humnan Resources
LIFRE - Festicide Experimental Use Fermit [EUF] LT FAD - Cachiering Fayment
D[E%?Pi Cettificate Authovizing buportation of Pesticide [T FAL - Central Receivings Mailing
O PRE - Other Pesticide Regulatory Services [ FOCU - Permit to Put chase Methyl Bromide
[JLED - Laboeatory Analysis [0 OTHERE. please specify

AWARENESE OF FPA'S CITIZEN'S CHARTER. Put a check marlk [[) beside the statementthat best describes your awareness of our Citizen’s Charter. The
Citizen’s Charter |CC] is one of the primary tools that gowernment agencies use to communicate their service standards on the delivery of government
services to their citizens or clieats,
CC1, Do you knowaboutthe Citizen’s Charter?
O 1. know whata CCisand | saw thic office’s CC.
O 2 | know whata CCis butldid HOT seethis office’s CC.
O 2 |learned ofthe CC only when lsaw this office’s CC.
CC2E. fyour answer to the previous question is Yes, did you see this office’s CC?
O 1, Ves, the CCwas easyto find, O 4, Wot visible atall
O 2 ves, hut the CCwas hard to find, OG5 Mfa
O 3. Mo, | did notseethis pffice’s CC.
CC3, Hyour answer to the previous question is Tes, did youuse the CC ac 2 guide fov the cervices you availed?
O 1, Helped verymuch O 2. Cid not help
0 2, Somewhat helped O4.M4/4

Instructons: For the following itemne, put a check wiark ([ on the cmlumn that covresponds to your answet,

OTQT™
Steonsly | Cisagree MeitherAgree | fgree Sromgly Mot
Cicagree nor Cicagree Asree applicahle

EQDL Myrequested serviceis deliver ed in a timely manuer,

EQD2, Theprocedures of services ave clearlyindicated in the
Citizen’s Charter displayed in the lobby.

80 D3, Thefacilities are easily accescible and convenient for
feaneartione,

EQD4. My gueries/ needs ave answered inalanguage that can he
easilyunderstood,

B0DS. [ paid an acceptable awount of fees for my transaction, [(if
rervice wes fres mari the /i calumn,]

50 D4, The FRApersonnel is honest and fair in his her delivery of
the FPA pr ograms /services,

BQD7. The FRA persotnel is knowledgeable, understanding, and
helpful with the citizeny client’s need=

EQ D3 [ am saticfied with the service tendered.

Suggestions on how we can further improve our services [optional):

Bmail address [optional):

@ https:fifpa.da.gov.ph/ 0- (FPAnlficialpage
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CSM Survey for Internal Services (FPA Central Office)

FPA-QNMS-F2

FERTILIZER AND PESTICIDE AUTHORITY

CLIENT SATISFACTION MEASUREMENT {C5M) SURVEY
Tternal Services (FPA Ceniral O)fice]

BAGONS PILIFINAS  Mawganong 3
Mauniad ma

e
Thiz Client Satsfacticn Measwremment [C5M) tracks the custoimers’ experience of ransacting with govertiment offices. Your Feedbaclk will
help usimprove cur public sevvice delivery. Rest assured that personal information shared will be kept confidential in compliance with
the Data Privacy Act. You have the right et to answer this form.

Client Type: O Citizen O Business O Gowvernwent (Employee ovfrom ancther agency}  Date:

Aper ____ Sem O Male 0O Femnale Region of residence:

INSTRUCTIONS: Please purt a checkwnark [} o the box of the service /= you have availed and indicate the nmnber of tranzactions on the
box beride the checkbox,

Transsfions Tyvpe of Internal Service Availed Tra.\i‘s%{ﬂﬁms Type of Internal Service Availed
[T LEC - Laboratory Analysis I PMIC - Esuance of Accreditation of Cards
[T EAD — Budseting Services [T EMIC - Provision of [T/Zoowm Assistance
[T EAD - Acoountitg Setvices [J PMIC - Poeting on the FEA Wehsite
[0 EAD - Centeal Receiving/ Mailing [J BMID - Provisicn of [EC Materials
[0 EAD - Hurman Resour ces-Related Sevvices [T PMIC - Covmunication-Related Assistance
[T EAD - General Services [Repair and Maintenance] [0 CEG - Legal Services
[T EAD - General Services [Criver and Vehicle Servicer] [0 FAD - Cachiering/ Payment
IJS FAD - G]e‘neral Serviees [[mventoryand Cther Supply LT OTHERS, pleaze epecify
ervices

AWARENESS OF FPA'S CITIZEN'S CHARTER. Put a check mark [0} beside the statement that best describes your awareness of our
Citizen’s Charter. The Citizen’s Charter [CC} iz che of the primary teels that government agencies wge to communicate their service
standards on the delivery of government services to their citizens or clients
CCL. Do you know about the Citzen's Charter?
O 1. I knew what a CC iz and | zaw thiz office’s CC.
O 2. 1kmow what a CCizbut ] did NOT 2ee thiz office’s CC.
O 3. llearned of the CC ohly when | saw thiz office’s CC.
CC2. IF your answer to the previouws questiconis Yes, did you see this office’s CC?
01, ¥es, the CC was eagy to find,
0O 2 Yes, but the CCwas hard to find.
O 3. Mo, | did net see this office’s CC.
O 4. Mot visible at all

O5.N6/4

CC3. K your answer to the previous question is Yes, did you use the CC as a guide for the services you availed?
0O 1. Helped vety tuch 0O 3. Did net help
0O 2 somewhathelped O4.H/4

Instructions: For the following iterns, put a checl mark (0} on the column that corresponde to your answer,

@ @ @ @ M4

Stromgly | Digagree | Weither Agree Agree | stromply Mot
Dicagree netr Dizagree Agree | applicable

SOD1. My vecuested service is delivered in a timely manner

S0D2Z, The procedhwres of services are clearly indicated in
the Citizen's Charter displayed i the lobby.

8003, The facilitiesare easily accessible and convenient for
fransactone.

SQD4, My gueries/ needeare answered in a langnage that
tan be easily understoed.

S0QD5. 1paid an acceptable ameunt of fees for my
travsaction. (i frenvice was free, mark the NA4 column,)
8006, The FPA perscnnel iz honest and faivin hisfher
delivery of the FPA programs/ services.

SQD7, The FPA persennel is knowledgeable, imderstanding,
md helpful with the cibzen/ client'sneeds

SQDE. 1am satisfied with the service rendered.

Buggestions on how we can further improve our services [optional):

Email address [optional):

@ https:fffpa.da.gov.phf 0 fFPAofficialpage
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CSM Survey for External Services (FPA Regional Field Units/RFU)

FERTILIZER AND PESTICIDE AUTHORITY
CLIENT SATISFACTION MEASUREMENT {C5M) SURVEY

FPA-DMS-F3

External Services (FEA Regional Field Units /RFU}
BACONE PILIPINAS  Mawganang 3

Mauniad ma

Thie Client Satisfaction Measwremment [C5M} tracksthe customers' experience of ransacting with government offices. Yeur Feedback will
help ue improve cur public sevvice delivery. Rest azsured that pereonal information shared will be kept confidential i compliance with
the Data Privacy Act. You have the right ot to answer this form,

Client Type: O Citizen O Business O Govertetnt [Employee orfrom ancther agency}  Date:

#Age: ___ _ Sexs OMale OFemale Region ofresidence:

INSTRUCTIONS: Pleace put a checkwark [} on the box of the service /¢ you have availed and indicate the nnber of transactions on the
box beside the checkbox,

Mo, of Tranzactions Type of External Service Availed
OORFU - Licensing
ORFU - Warehouse Registration

O OTHERS, please specify

AWARENESS OF FPA'S CITIZEN'S CHARTER. Put a check mark [0} beside the statement that best describes your awareness of our
Citizen’s Charter. The Citizen’s Charter [CC} iz che of the primary teels that government agencies wge te communicate their service
standards on the delivery of government services to their citizens or clients,
CCL. Do you know about the Citizen's Charter?
O1. I knew what a CCisand | saw this cffice’s CC.
O 2. I knew what a CCisbur | did NOT see thiz office’s CC.
O 3, llearned of the CC chly when | saw thigoffice’s CC.
CC2. IF your answer to the previouws gquesticnis Yes, did you see thig office’s CCY
01, ¥es, the CC was eagy to find, 0O 4, Mot visible at all
0 2. Ves, but the CCwas hard te find, 05 MN/4a
O 3. Mo, | did not see this office’s CC.
CC3 K your answer to the previows guestion is Yes, did you use the CC as a pwide for the services you availed?
0O 1. Helped very tuch O 3. Did not help
O 2. Somewhat helped O4.4/4

mstructions: For the following itetns put a check mark (I} on the colunn that corresponds to your answer,

KA
Strongly Dizagree Meither Agree Agree Strongly Mot
Disagree nor Disagree Agree | applicable

SOD1, My vecuested service is delivered in a timely manner.

S0D2, The procedhwres of services are clearly indicated in
the Cifizen's Charter displayed in the lehby.

S0D3. The facilities are earily accessible and convenient for
transactions.

SQD4. My gueries/ needsare answered in a langnage that
tan be easily understood.

SQDS. Ipaid an acceptable ameunt of fees for ty
trancaction. (i frensios was free, mark the MAA celumn,)
S0D5. The FPA persentel iz honest and faivin hisfher
delivery of the FPA programes/ services.

S0D7, The FPA perscnnel is nowledeeable, understanding,
md helpful with the cidzen/ client'sneeds

SQDE. | am satisfied with the service rendered.

Suppestions en how we can further imprave our services (optional):

Email address
[eptienal):

@ hittps:ffpa.da.gov.phy o [FRAofficialpage
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ANNEX B. List of Regional and Satellite Offices (If Consolidated

Report)

Office

Responses

Total
Completed

Transactions

Central Office
e Fertilizer Regulations Division (FRD) 1,799 5,945
e Pesticide Regulations Division (PRD) 3,386 10,699
e Laboratory Services Division (LSD) 1,011 2,000
e Office of the Executive Director (OED) - 386 386
Legal Unit
e Office of the Executive Director (OED) - 47 54
Field Operations Coordinating Unit
(FOCU)
e Planning, Management and Information 1,462 4,493
Division (PMID)
e Finance and Administrative Division 4,593 25,540
Regional Field Unit (RFU)
RFU CAR 94 157
RFU 1 52 553
RFU 2 39 388
RFU 3 216 573
RFU 4 357 570
RFU 5 365 380
RFU 6 177 285
RFU 7 285 288
RFU 8 93 150
RFU 9 152 162
RFU 10 289 480
RFU 11 682 729
RFU 12 541 443
RFU CARAGA 126 168
RFU NCR 304 248
RFU NIR 49 228
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ANNEX C. CSM Results Per Office (If Consolidated Report)

1. Central Office

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. 10,560 82.93%
2. I know what a CC is but | did not see this office’s CC. 991 7.78%
3. I learned of the CC only when | saw this office’s CC. 251 1.97%
4.1 do not know what a CC is and | did not see this office’s CC. 582 4.57%
5. Did not specify 349 2.74%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 10,800 84.82%
2. Somewhat easy to see 1 0.01%
3. Difficult to see 170 1.34%
4. Not visible at all 331 2.60%
5. Did not specify 221 1.74%
6. N/A 1,210 9.50%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 10,515 82.58%
2. Somewhat helped 473 3.711%
3. Did not help 205 1.61%
4. Did not specify 146 1.15%
5. N/A 1,394 10.95%
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FPA Central Office - Overall

Neither

Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree Responses Overall
Responsiveness 9,728 2,578 195 24 192 16 12,733 96.77%
Reliability 9,422 2,825 247 31 173 35 12,733 96.45%
Access and 9,512 2,766 229 25 183 18 12,733 96.56%
Facilities
Communication 9,665 2,450 486 19 64 49 12,733 95.51%
Costs 9,409 2,555 155 27 62 525 12,733 98.00%
Integrity 10,300 2,152 180 29 54 18 12,733 97.93%
Assurance 10,044 2,315 156 24 179 15 12,733 97.18%
Outcome 9,510 2,744 146 27 189 117 12,733 97.13%
Overall 77,590 20,385 1,794 206 1,096 793 101,864 96.94%

FPA Central Office - External Services

Service Quality Strongly Ag?:ehﬁgr Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree Responses Overall
Responsiveness 5,759 1,688 191 23 163 16 7,840 95.18%
Reliability 5720 | 1,677 233 21 154 35 7,840 94.77%
Access and 5,550 1,878 216 25 154 17 7,840 94.95%
Facilities
Communication 5,770 1,687 285 18 35 45 7,840 95.66%
Costs 5723 | 1,828 141 27 30 91 7,840 97.44%
Integrity 6,149 1,448 172 19 35 17 7,840 97.11%
Assurance 6,025 1,482 136 24 160 13 7,840 95.91%
Outcome 5,702 1,702 141 27 160 108 7,840 95.76%
Overall 46,398 13,390 1,515 184 891 342 62,720 95.85%

FPA Central Office - Internal Services

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree Responses Overall
Responsiveness 3,925 885 4 1 29 0 4,844 99.30%
Reliability 3663 | 1,138 14 10 19 0 4,844 99.11%
Access and 3,923 878 13 0 29 1 4,844 99.13%
Facilities
Communication 3,851 758 201 1 29 4 4,844 95.23%
Costs 3,642 722 14 0 32 434 4,844 98.96%
Integrity 4,106 700 8 10 19 1 4,844 99.24%
Assurance 3,971 832 20 0 19 2 4,844 99.19%
Outcome 3,764 1,037 5 0 29 9 4,844 99.30%
Overall 30,845 6,950 279 22 205 451 38,752 98.68%
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Total

External Services Responses Transactions

FRD - Fertilizer Certificate of Product Registration 535 960
FRD - Fertilizer License to Operate (LTO) as Handler 313 848
FRD - Fertilizer Experimental Use Clearance (EUC) 98 132
FRD - Fertilizer VAT Exemption, Export, and Other Certificates 323 1,971
FRD - Other Fertilizer Regulatory Services/Confirmatory Analysis 530 2,034
PRD - Pesticide Certificate of Product Registration 802 1,982
PRD - Pesticide License to Operate (LTO) as Handler 315 529
PRD - Pesticide Experimental Use Clearance (EUC) 328 2,246
PRD - Certificate Authorizing Importation of Pesticide (CAIP) 1,823 5,824
PRD - Other Pesticide Regulatory Services 118 118
LSD - Registration of Plant Incorporated Protectant (Issued with Certificate) 5 5
LSD - Laboratory Recognition 6 6
LSD - Laboratory Analysis 655 1,644
OED-FOCU - Permit to Purchase Methyl Bromide 47 54
PMID - Accreditation of Researcher, Safety Dispenser, ARCO, and CPA 762 3,499
PMID - Administration of FPA Exam and Release of Passers 204 234
PMID - Provision of Data and Information/Feedback to Citizen Inquiry 66 66
PMID - Provision of IEC Materials 12 12
FAD - Cashiering/ Payment 776 8,672

Internal Services

OED - Legal - Legal Service/Assistance 386 386
PMID - Provision of IT/Zoom Assistance 287 494
PMID - Posting on the FPA Website 122 179
PMID - Provision of Communications Related Assistance 3 3
PMID - Request for Social Media Posting 6 6
LSD - Laboratory Analysis (Internal Service) 345 345
FAD - Processing of Claims(Budgeting Services, Accounting Services) 1,322 4,618
FAD - Central Receiving/ Mailing 1,611 10,171
FAD - General Services (Repair and Maintenance) 127 127
FAD - General Service (Driver and Vehicle Services) 296 422
FAD - General Service (Inventory and other supply service) 161 161
FAD - Human Resource Related Services 300 1,369
OVERALL TOTAL 12,684 49,117
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2. FPA Regional Field Unit CAR

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 24.47%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. | learned of the CC only when | saw this office’s CC. 3 3.19%
4.1 do not know what a CC is and | did not see this office’s CC. 0 0%
5. Did not specify 68 72.34%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 25 26.60%
2. Somewhat easy to see 1 1.06%
3. Difficult to see 0 0%
4. Not visible at all 0 0%
5. Did not specify 68 72.34%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 25 26.60%
2. Somewhat helped 1 1.06%
3. Did not help 0 0%
4. Did not specify 68 72.34%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall
Responsiveness 91 3 0 0 0 0 94 100%
Reliability 87 6 0 0 0 1 94 100%
Access and 87 5 0 0 0 2 94 100%
Facilities
Communication 93 1 0 0 0 0 94 100%
Costs 66 0 0 0 0 28 94 100%
Integrity 92 2 0 0 0 0 94 100%
Assurance 92 2 0 0 0 0 94 100%
Outcome 93 1 0 0 0 0 94 100%
Overall 701 20 0 0 0 31 752 100%
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Total

External Services Responses Transactions
131
RFU - Issuance of Warehouse Registration 3 16
RFU - Others 7 10

3. FPA Regional Field Unit |

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 88.46%
2. 1 know what a CC is but | did not see this office’s CC. 6 11.54%
3. I learned of the CC only when | saw this office’s CC. 0 0%
4.1 do not know what a CC is and | did not see this office’s CC. 0 0%

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

1. Easy to see 40 76.92%
2. Somewhat easy to see 12 23.08%
3. Difficult to see 0 0%
4. Not visible at all 0 0%

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

1. Helped very much 46 88.46%
2. Somewhat helped 5 9.62%
3. Did not help 1 1.92%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall
Responsiveness 35 15 2 0 0 0 52 96.15%
Reliability 38 14 0 0 0 0 52 100%
Access and 32 20 0 0 0 0 52 100%
Facilities
Communication 35 17 0 0 0 0 52 100%
Costs 38 14 0 0 0 0 52 100%
Integrity 39 12 0 0 0 1 52 100%
Assurance 39 13 0 0 0 0 52 100%
Outcome 38 14 0 0 0 0 52 100%
Overall 294 119 2 0 0 1 416 99.52%
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Total

External Services Responses Transactions
RFU - Issuance of Licensing 50 468
RFU - Issuance of Warehouse Registration 1 84
RFU - Others 1 1

4. FPA Regional Field Unit I

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. 39 100%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. I learned of the CC only when | saw this office’s CC. 0 0%
4. 1 do not know what a CC is and | did not see this office’s CC. 0 0%

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

1. Easy to see 38 97.43%
2. Somewhat easy to see 0 0%
3. Difficult to see 0 0%
4. Not visible at all 1 2.57%

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

1. Helped very much 39 100%
2. Somewhat helped 0 0%
3. Did not help 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall

Responsiveness 38 0 1 0 0 0 39 97.44%
Reliability 38 0 1 0 0 0 39 97.44%
Access and 38 0 1 0 0 0 39 97.44%
Facilities

Communication 38 1 0 0 0 0 39 100%
Costs 38 0 1 0 0 0 39 97.44%
Integrity 38 0 1 0 0 0 39 97.44%
Assurance 38 1 0 0 0 0 39 100%
Outcome 38 0 1 0 0 0 39 97.44%
Overall 304 2 6 0 0 0 312 98.08%
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External Services

Responses

Total

Transactions

RFU - Issuance of Licensing 23 258
RFU - Issuance of Warehouse Registration 2 56
RFU - Others 14 74

5. FPA Regional Field Unit Il

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. 159 73.61%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. | learned of the CC only when | saw this office’s CC. 57 26.39%
4. 1 do not know what a CC is and | did not see this office’s CC. 0 0%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 216 100%
2. Somewhat easy to see 0 0%
3. Difficult to see 0 0%
4. Not visible at all 0 0%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 215 99.54%
2. Somewhat helped 1 0.46%
3. Did not help 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall
Responsiveness 216 0 0 0 0 0 216 100%
Reliability 215 1 0 0 0 0 216 100%
Access and 215 1 0 0 0 0 216 100%
Facilities
Communication 215 1 0 0 0 0 216 100%
Costs 213 3 0 0 0 0 216 100%
Integrity 215 1 0 0 0 0 216 100%
Assurance 215 1 0 0 0 0 216 100%
Outcome 211 1 0 0 0 4 216 100%
Overall 1,715 9 0 0 0 4 1,728 100%
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External Services

Responses

Total

Transactions

RFU - Issuance of Licensing 164 372
RFU - Issuance of Warehouse Registration 52 201
RFU - Others 0 0

6. FPA Regional Field Unit IV

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. 269 73.35%
2. 1 know what a CC is but | did not see this office’s CC. 24 6.72%
3. I learned of the CC only when | saw this office’s CC. 24 6.72%
4. 1do not know what a CC is and | did not see this office’s CC. 32 8.96%
5. Did not specify 8 2.24%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 279 78.15%
2. Somewhat easy to see 13 3.64%
3. Difficult to see 1 0.28%
4. Not visible at all 0 0%
5. Did not specify 8 2.24%
6. N/A 56 15.69%
CCa. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 273 76.47%
2. Somewhat helped 19 5.32%
3. Did not help 0 0%
4. Did not specify 6 1.68%
5. N/A 59 16.53%
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Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall

Responsiveness 335 22 0 0 0 0 357 100%
Reliability 330 25 2 0 0 0 357 99.44%
Access and 305 48 3 0 0 0 357 99.16%
Facilities
Communication 336 19 2 0 0 0 357 99.44%
Costs 326 31 0 0 0 1 357 100%
Integrity 340 16 0 0 0 0 357 100%
Assurance 337 18 2 0 0 0 357 99.44%
Outcome 332 23 2 0 0 0 357 99.44%
Overall 2,641 202 11 0 0 1 2,855 99.61%
Total
External Services Responses Transactions
RFU - Issuance of Licensing 269 351
RFU - Issuance of Warehouse Registration 80 199
RFU - Others 8 20

7. FPA Regional Field Unit V

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. 241 66.03%
2. I know what a CC is but | did not see this office’s CC. 0 0%

3. I learned of the CC only when | saw this office’s CC. 57 15.62%
4. 1 do not know what a CC is and | did not see this office’s CC. 2 0.55%
5. Did not specify 65 17.81%

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

1. Easy to see 296 81.10%
2. Somewhat easy to see 0 0%
3. Difficult to see 2 0.55%
4. Not visible at all 0 0%
5. Did not specify 65 17.81%
6. N/A 2 0.55%
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CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 294 80.55%
2. Somewhat helped 4 1.10%
3. Did not help 0 0%

4. Did not specify 65 17.81%
5. N/A 2 0.55%

Neither
Service Quality Strongly Agree nor Strongly Total
Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall
Responsiveness 313 52 0 0 0 0 365 100%
Reliability 301 64 0 0 0 0 365 100%
Access and 310 55 0 0 0 0 365 100%
Facilities
Communication 313 50 2 0 0 0 365 99.45%
Costs 315 48 2 0 0 0 365 99.45%
Integrity 325 38 2 0 0 0 365 99.45%
Assurance 328 35 2 0 0 0 365 99.45%
Outcome 329 34 2 0 0 0 365 99.45%
Overall 2,534 376 10 0 0 0 2,920 99.66%
Total
External Services Responses Transactions
RFU - Issuance of Licensing 346 346
RFU - Issuance of Warehouse Registration 19 34
RFU - Others 0 0

8. FPA Regional Field Unit VI

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. 176 99.44%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. | learned of the CC only when | saw this office’s CC. 0 0%
4. 1 do not know what a CC is and | did not see this office’s CC. 1 0.56%
5. Did not specify 0 0%

CC2. If aware of CC, would you say that the CC of this office was...?
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1. Easy to see 176 99.44%
2. Somewhat easy to see 0 0%
3. Difficult to see 0 0%
4. Not visible at all 0 0%
5. Did not specify 0 0%
6. N/A 1 0.56%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 176 99.44%
2. Somewhat helped 0 0%
3. Did not help 0 0%
4. Did not specify 0 0%
5. N/A 1 0.56%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall

Responsiveness 104 0 0 0 99.44%
Reliability 124 50 3 0 0 0 177 98.31%
Access and 123 50 4 0 0 0 177 97.74%
Facilities

Communication 126 43 7 1 0 0 177 95.48%
Costs 114 53 10 0 0 0 177 94.35%
Integrity 131 39 7 0 0 0 177 96.05%
Assurance 127 41 8 1 0 0 177 94.92%
Outcome 130 37 10 0 0 0 177 94.35%
Overall 979 385 50 2 0 0 1,416 96.33%

Total
External Services Responses Transactions
RFU - Issuance of Licensing 151 225
RFU - Issuance of Warehouse Registration 25 57
RFU - Others 1 3
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9. FPA Regional Field Unit VII

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. 269 94.39%
2. I know what a CC is but | did not see this office’s CC. 2 0.70%
3. I learned of the CC only when | saw this office’s CC. 14 4.91%
4. 1 do not know what a CC is and | did not see this office’s CC. 0 0%
5. Did not specify 0 0%
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 270 94.74%
2. Somewhat easy to see 15 5.26%
3. Difficult to see 0 0%
4. Not visible at all 0 0%
5. Did not specify 0 0%
CCa3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 258 90.53%
2. Somewhat helped 27 9.47%
3. Did not help 0 0%
4. Did not specify 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall
Responsiveness 267 18 0 0 0 0 285 100%
Reliability 268 17 0 0 0 0 285 100%
Access and 268 15 1 0 0 1 285 99.65%
Facilities
Communication 269 15 1 0 0 0 285 99.65%
Costs 260 21 0 2 0 2 285 99.29%
Integrity 272 13 0 0 0 0 285 100%
Assurance 271 13 0 0 0 1 285 100%
Outcome 272 11 0 0 0 2 285 100%
Overall 2,147 123 2 2 0 6 2,280 99.82%
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External Services

Responses

Total
Transactions

RFU - Issuance of Licensing 203 203
RFU - Issuance of Warehouse Registration 70 70
RFU - Others 12 15

10. FPA Regional Field Unit VIII

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. 93 100%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. I learned of the CC only when | saw this office’s CC. 0 0%
4. 1do not know what a CC is and | did not see this office’s CC. 0 0%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 93 100%
2. Somewhat easy to see 0 0%
3. Difficult to see 0 0%
4. Not visible at all 0 0%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 93 100%
2. Somewhat helped 0 0%
3. Did not help 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall
Responsiveness 93 0 0 0 0 0 93 100%
Reliability 93 0 0 0 0 0 93 100%
Access and 90 3 0 0 0 0 93 100%
Facilities
Communication 93 0 0 0 0 0 93 100%
Costs 93 0 0 0 0 0 93 100%
Integrity 93 0 0 0 0 0 93 100%
Assurance 93 0 0 0 0 0 93 100%
Outcome 93 0 0 0 0 0 93 100%
Overall 741 3 0 0 0 0 744 100%
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External Services

Total

Responses Transactions

RFU - Issuance of Licensing 93 142
RFU - Issuance of Warehouse Registration 0 8
RFU - Others 0 0

11. FPA Regional Field Unit IX

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. 151 99.34%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. I learned of the CC only when | saw this office’s CC. 1 0.66%
4. 1do not know what a CC is and | did not see this office’s CC. 0 0%
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 152 100%
2. Somewhat easy to see 0 0%
3. Difficult to see 0 0%
4. Not visible at all 0 0%
CCa. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 139 91.45%
2. Somewhat helped 10 6.58%
3. Did not help 3 1.97%

Neither
Service Quality Strongly Agree nor Strongly

Dimensions Agree Agree Disagree Disagree Disagree

Total

N/A Responses Overall

Responsiveness 149 3 0 0 0 0 152 100%
Reliability 141 11 0 0 0 0 152 100%
Access and 144 8 0 0 0 0 152 100%
Facilities

Communication 150 2 0 0 0 0 152 100%
Costs 144 8 0 0 0 0 152 100%
Integrity 147 5 0 0 0 0 152 100%
Assurance 149 3 0 0 0 0 152 100%
Outcome 146 6 0 0 0 0 152 100%
Overall 1,170 46 0 0 0 0 1,216 100%
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Total

External Services Responses Transactions

RFU - Issuance of Licensing 141 148
RFU - Issuance of Warehouse Registration 11 14
RFU - Others 0 0

12. FPA Regional Field Unit X

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. 289 100%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. I learned of the CC only when | saw this office’s CC. 0 0%
4.1 do not know what a CC is and | did not see this office’s CC. 0 0%

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

1. Easy to see 289 100%
2. Somewhat easy to see 0 0%
3. Difficult to see 0 0%
4. Not visible at all 0 0%

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

1. Helped very much 288 99.65%
2. Somewhat helped 1 0.35%
3. Did not help 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall

Responsiveness 260 28 0 0 0 289 100%
Reliability 286 2 0 0 0 1 289 100%
Access and 231 55 0 0 0 3 289 100%
Facilities

Communication 262 7 0 0 0 20 289 100%
Costs 279 3 0 0 0 7 289 100%
Integrity 285 3 0 0 0 1 289 100%
Assurance 286 2 0 0 0 1 289 100%
Outcome 278 10 0 0 0 1 289 100%
Overall 2,167 110 0 0 0 35 2,312 100%
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Total

External Services Responses Transactions

RFU - Issuance of Licensing 191 300
RFU - Issuance of Warehouse Registration 59 141
RFU - Others 39 39

13.FPA Regional Field Unit XI

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. 587 86.07%
2. I know what a CC is but | did not see this office’s CC. 1 0.15%
3. I learned of the CC only when | saw this office’s CC. 94 13.78%
4.1 do not know what a CC is and | did not see this office’s CC. 0 0%

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

1. Easy to see 582 85.34%
2. Somewhat easy to see 94 13.78%
3. Difficult to see 6 0.88%
4. Not visible at all 0 0%

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

1. Helped very much 576 84.46%
2. Somewhat helped 106 15.54%
3. Did not help 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall

Responsiveness 665 0 0 0 0 682 100%
Reliability 662 20 0 0 0 0 682 100%
Access and 601 81 0 0 0 0 682 100%
Facilities

Communication 657 25 0 0 0 0 682 100%
Costs 628 54 0 0 0 0 682 100%
Integrity 664 18 0 0 0 0 682 100%
Assurance 660 22 0 0 0 0 682 100%
Outcome 674 8 0 0 0 0 682 100%
Overall 5,211 245 0 0 0 0 5,456 100%
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Total

External Services Responses Transactions

RFU - Issuance of Licensing 437 417
RFU - Issuance of Warehouse Registration 245 312
RFU - Others 0 0

14.FPA Regional Field Unit XII

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. 541 100%
2. I know what a CC is but | did not see this office’s CC. 0 0%
3. I learned of the CC only when | saw this office’s CC. 0 0%
4.1 do not know what a CC is and | did not see this office’s CC. 0 0%

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

1. Easy to see 338 62.48%
2. Somewhat easy to see 203 39.37%
3. Difficult to see 0 0%
4. Not visible at all 0 0%

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

1. Helped very much 328 62.48%
2. Somewhat helped 213 39.37%
3. Did not help 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall

Responsiveness 64 0 0 0 0 541 100%
Reliability 511 30 0 0 0 0 541 100%
Access and 503 38 0 0 0 0 541 100%
Facilities

Communication 356 185 0 0 0 0 541 100%
Costs 524 17 0 0 0 0 541 100%
Integrity 525 16 0 0 0 0 541 100%
Assurance 522 19 0 0 0 0 541 100%
Outcome 522 19 0 0 0 0 541 100%
Overall 3,940 388 0 0 0 0 4,328 100%
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Total

External Services Responses Transactions
RFU - Issuance of Licensing 535 365
RFU - Issuance of Warehouse Registration 6 78
RFU - Others 0 0

15.FPA Regional Field Unit XIlI

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. 104 82.54%
2. I know what a CC is but | did not see this office’s CC. 7 5.56%
3. I learned of the CC only when | saw this office’s CC. 15 11.90%
4. 1do not know what a CC is and | did not see this office’s CC. 0 0%

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

1. Easy to see 119 94.44%
2. Somewhat easy to see 2 1.59%
3. Difficult to see 5 3.97%
4. Not visible at all 0 0%

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

1. Helped very much 11 88.10%
2. Somewhat helped 15 11.90%
3. Did not help 0 0%

Neither
Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall

Responsiveness 68 56 0 0 126 98.41%
Reliability 71 54 1 0 0 0 126 99.21%
Access and 72 53 1 0 0 0 126 99.21%
Facilities

Communication 77 48 1 0 0 0 126 99.21%
Costs 40 28 0 0 0 58 126 100%
Integrity 86 40 0 0 0 0 126 100%
Assurance 91 35 0 0 0 0 126 100%
Outcome 84 42 0 0 0 0 126 100%
Overall 589 356 3 1 1 58 1,008 99.50%
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Total

External Services Responses Transactions
RFU - Issuance of Licensing 92 118
RFU - Issuance of Warehouse Registration 0 16
RFU - Others 34 34
16. FPA Regional Field Unit NCR
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. 204 67.11%
2. 1 know what a CC is but | did not see this office’s CC. 13 4.28%
3. I learned of the CC only when | saw this office’s CC. 1" 3.62%
4.1 do not know what a CC is and | did not see this office’s CC. 76 25%
5. Did not specify 0 0%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy to see 206 67.76%
2. Somewhat easy to see 0 0%
3. Difficult to see 8 2.63%
4. Not visible at all 9 2.96%
5. Did not specify 1 0.33%
6. N/A 80 26.32%
CCa3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much 186 61.18%
2. Somewhat helped 35 11.51%
3. Did not help 4 1.32%
4. Did not specify 0 0%
5. N/A 79 25.99%
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Service Quality

Dimensions

Strongly
Agree

Agree

Neither
Agree nor
Disagree

Disagree

Total

N/A Responses

Overall

Responsiveness 244 54 5 0 0 304 98.03%

Reliability 236 61 6 0 0 304 97.70%

Access and 217 80 4 2 0 304 97.70%

Facilities

Communication 243 53 7 0 0 304 97.37%

Costs 224 69 10 0 0 304 96.38%

Integrity 251 44 8 0 0 304 97.04%

Assurance 249 47 7 0 0 304 97.37%

Outcome 239 56 0 8 0 304 97.04%

Overall 1,903 464 47 10 0 2,432 97.33%
Total

External Services Responses Transactions

RFU - Issuance of Licensing 155 92

RFU - Issuance of Warehouse Registration 103 110

RFU - Others 46 46

17.FPA Regional Field Unit NIR
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. 49 100%

2. I know what a CC is but | did not see this office’s CC. 0 0%

3. I learned of the CC only when | saw this office’s CC. 0 0%

4. 1 do not know what a CC is and | did not see this office’s CC. 0 0%

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

1. Easy to see 49 100%

2. Somewhat easy to see 0 0%

3. Difficult to see 0 0%

4. Not visible at all 0 0%

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

1. Helped very much 49 100%

2. Somewhat helped 0 0%

3. Did not help 0 0%
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Neither

Service Quality Strongly Agree nor Strongly Total

Dimensions Agree Agree Disagree Disagree Disagree N/A Responses Overall
Responsiveness 44 5 0 0 0 0 49 100%
Reliability 39 10 0 0 0 0 49 100%
Access and 39 10 0 0 0 0 49 100%
Facilities
Communication 44 5 0 0 0 0 49 100%
Costs 44 5 0 0 0 0 49 100%
Integrity 45 4 0 0 0 0 49 100%
Assurance 48 1 0 0 0 0 49 100%
Outcome 44 5 0 0 0 0 49 100%
Overall 347 45 0 0 0 0 392 100%

Total
External Services

Responses Transactions

RFU - Issuance of Licensing 31 160

RFU - Issuance of Warehouse Registration 18 68

RFU - Others 0 0
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