


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Client Satisfaction Measurement Report 

 

Consolidated 
 

    2025 (1st Edition) 



 
 
 
 

1 

 

TABLE OF CONTENTS 

 

 

I. Overview 2 

II. Scope 4 

III. Methodology 17 

IV. Data and Interpretation 20 

V. Results of the Agency Action Plan  34 

VI. Continuous Agency Improvement Plan 38 

  

Annex A. Survey Questionnaire Used 

 

41 

Annex B. List of Regional and Satellite Office 

 (If Consolidated Report) 

43 

Annex C. CSM Results  

 

 

 

 

44 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 
 
 

2 

 

I. Overview: 

 

Poro Point Management Corporation (PPMC) is a government owned and controlled 

corporation and wholly-owned subsidiary of the Bases Conversion and Development Authority 

(BCDA). It was authorized to be created pursuant to Executive Order No. 132, dated October 

3, 2002. PPMC was registered with the Securities and Exchange Commission (SEC) as the 

operating and implementing arm of BCDA over the Poro Point Special Economic and Freeport 

Zone, now Poro Point Freeport Zone (PPFZ) pursuant to Republic Act No. 9400 (An Act 

Amending Republic Act No. 7227, as amended, otherwise known as the Bases Conversion and 

Development Act Of 1992, and for Other Purposes). The PPMC was mandated to develop and 

manage the Poro Point Freeport Zone (PPFZ) into a self-sustaining and environmentally sound 

industrial, commercial, financial, tourism, transshipment, and investment center with the end 

view of generating employment opportunities, attracting and promoting productive 

investments, accelerating the sound and balanced conversion into alternative productive uses 

of the former Wallace Air Station, the San Fernando International Seaport and San Fernando 

Airport, consistent with the socioeconomic development of Northern Luzon in particular and 

of the country in general. 

 

Moreover, the corporation is guided by its vision that “By 2028, the Poro Point Freeport Zone 

shall be an Innovative Economic Engine of Growth in the North,” and a mission to “develop 

and manage the Poro Point Freeport Zone; promote the economic and social development of 

Northern Luzon in particular and the country in general; ensure conservation and protection 

of our environment and natural resources; and promote a Culture of Organizational 

Excellence and institutionalize Business Resilience anchored on  Strategic, and Equitable and 

Inclusive partnership.” It encourages and accepts both foreign and domestic investments 

through long-term leases or joint venture agreements. The PPMC monitors and regulates the 

locators inside the PPFZ to ensure that they are in accordance with the applicable laws, rules, 

and regulations. Furthermore, PPMC serves as an active partner of the government in national 

development by delivering public services, and creating revenue and employment which 

supports key government initiatives. The PPMC’s office is located at the Governor Joaquin L. 

Ortega Avenue, Poro Point Freeport Zone, San Fernando City, La Union.  
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To effectively and efficiently address the requirements and expectations of customers, and 

pursuant to the ARTA-GCG Joint Memorandum Circular (JMC) No. 1, Series of 2023, dated 

April 12, 2023, entitled “Supplemental Guidelines to ARTA Memorandum Circular No. 2022-

05 or the Guidelines on the Implementation of the Harmonized Client Satisfaction 

Measurement specific for GOCCs covered by Republic Act No. 10149,” PPMC conducted  

Client Satisfaction Measurement (CSM) survey to both external and internal clients who have 

completed transactions with the Agency. Per 4.1, 4.4, and 5.1.3 of ARTA-GCG JMC No. 1, 

Series of 2023, pertinent portion of which states that, to wit: 

 

“4.1. All GOCCs shall conduct their respective 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. 

4.4. GOCCs shall submit their respective CSM report to the Authority not later than April 15 

of each year. 

5.1.3. All covered GOCCs shall submit their CSM Report duly approved and signed by the 

Head of the Committee on Anti-Red Tape (CART) to attest that the report is accurate and 

compliant with the applicable guidelines.”  

 

Furthermore, as stated in the Anti-Red Tape Authority (ARTA) Memorandum Circular No. 

2022-05 as amended by Memorandum Circular No. 2023-05, all government agencies and 

offices covered under Section 3 of R.A No. 11032 including Local Government Units (LGUs), 

Government-Owned or-Controlled Corporations (GOCCs), Local Water Districts, State 

Universities and Colleges (SUCs), and other Government Instrumentalities shall administer the  

harmonized Client Satisfaction Measurement (CSM) survey to all clients with completed 

transactions. The purpose of this CSM is to adopt a harmonized and standardized framework 

for measuring client satisfaction across all levels of the government, ensuring continual 

improvement and enhancement of service promise towards a more meaningful client-centered 

Citizen’s Charter. The ARTA developed the harmonized CSM for agencies as an after-service 

availment survey tool to assess clients’ overall satisfaction and their perceptions of the 

government services they have availed. Through CSM, the agency receives valuable feedback 

about the quality of service they are providing.  Hence, this report.  
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For the year 2025, summary of the CSM Survey Results is as follows:  

 

 

 

 

 

II. Scope: 

 

a. Period Covered. The survey covered the period from January to December 2025.  

 

b. Geographic and Office Coverage. PPMC used the standard harmonized CSM survey 

form and administered it directly to all clients who availed of PPMC’s external and 

internal services with completed transactions in the year 2025, as outlined in the 

PPMC’s Citizen’s Charter, whether onsite or online. As such, clients were given the 

opportunity to accomplish the CSM survey form for each service they availed of.  

 

Out of six thousand six hundred eighteen (6,618) transactions, a total of six thousand 

four hundred twelve (6,412 or 96.89%) external and internal clients participated in the 

survey. Of these, two thousand nine hundred forty-three (2,943) were external clients, 

while three thousand four hundred sixty-nine (3,469) were internal clients who 

responded to the CSM Survey. External clients of PPMC consists of walk-in clients 

who avail of various PPMC services; locators within the PPFZ; impact communities in 

the PPFZ; various business enterprises; and other PPMC stakeholders. On the other 

hand, the internal clients of PPMC consist of its personnel or employees—whether 

regular or contractual—who avail various support services from the organization. 

 

For external services, the survey covered the following Offices: Office of the President 

and CEO, Community Development, Office for Business Development, Office for 

Regulatory Services: Enterprise Regulations, Zone Security and Public Safety, Office 

 Score 

CC Awareness: 99.78% 

CC Visibility: 98.43% 

CC Helpfulness: 97.86% 

Response Rate: 96.89% 

Overall Score: 99.79% 

Table 1. Summary of the CSM Survey Results 
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for Airport Management, Office for HR and Administration, Office of the Legal 

Counsel, Office for Infrastructure Management, and Seaport Office. 

 

For internal services, the survey covered the following Offices: Board of Directors-

Board Secretariat, Office for Regulatory Services-Zone Security and Public Safety, 

Office for HR and Administration: Human Resources Management and Development, 

Property and General Services, Procurement, IT Services, Office of the Legal Counsel, 

and Office for Finance. 

c. List of services surveyed, responses, and total number of transacting clients.  To 

ensure clarity and accurate answers, the CSM survey form was translated into English 

and Filipino using the prescribed questionnaire that is affixed to ARTA Memorandum 

Circular No. 2023-05. The survey form contained questions that solicited information 

about the clients’ demographic background; external and internal services availed from 

PPMC; three (3) questions related to Citizen’s Charter;  eight (8) questions about the 

Service Quality Dimensions (SQD): 1) Responsiveness; 2) Reliability; 3) Access and 

Facilities; 4) Communication; 5) Costs; 6) Integrity; 7) Assurance; and 8 ) Outcome; 

one (1) question related to the client’s overall satisfaction with the service availed of 

(SQD0); and  one (1) open-ended question, which provide clients an opportunity to 

share their suggestions on how the agency can improve its services. 

 

Following PPMC’s Citizens Charter 2025 (1st Edition), Table 2 shows the PPMC’s 

external and internal services surveyed, the number of clients who participated in the 

CSM survey, and the total number of transactions for each specific service during the 

year: 

 

EXTERNAL SERVICES RESPONSES 

TOTAL 

TRANSACTIONS 

OFFICE OF THE PRESIDENT AND CEO 

External Request for Information 22 23 

COMMUNITY DEVELOPMENT 

External Approval of Community Projects 13 13 

OFFICE FOR BUSINESS DEVELOPMENT 

External Application for Lease or Sublease of Areas and 

Approval of the Business Proposals and Projects 4 4 
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External Application for PPFZ Registration and Grant of 

Incentives listed in the Strategic Investment Priority Plan 

(SIPP) using the Fiscal Incentives Registration and 

Monitoring System (FIRMS) 0 0 

External Generation and Issuance of PPFZ Certificate of 

Registration (COR) using the Fiscal Incentives Registration 

and Monitoring System (FIRMS) 0 0 

External Granting of Request for Events at the Poro Point 

Baywalk Events Center and other areas inside the Poro Point 

Freeport Zone 27 27 

OFFICE FOR REGULATORY SERVICES 

Enterprise Regulations   

External Application for Certificate of Entitlement to Tax 

Incentives(CETI) using FIRMS 6 6 

External Renewal of Existing Certificate of Registration 1 1 

External Granting of New and Renewal of Existing 

Certificate of Accreditation or Permit to Operate 50 56 

External Issuance of Permit to Bring-In Local Articles 777 850 

External Issuance of Permit to Bring-In Imported Articles 2 2 

External Issuance of Permit to Bring-Out Local Articles 14 14 

External Issuance of Permit to Bring-Out Imported Articles 3 3 

External Issuance of Import Permit 24 25 

External Issuance of Export Clearance 1 1 

External Issuance of Gate Pass 846 942 

External Issuance of Certified True Copy of permit(s) issued 

at the Customs Clearance Area 1 1 

External Request for inspection of imported articles 

procedure 26 26 

Zone Security and Public Safety   

External Conduct of Incident Investigation 1 1 

External Submission of Vessel Status Report to the PNP and 

Other Government Agencies 5 5 

OFFICE FOR AIRPORT MANAGEMENT 

External Approval of Request for Extension of Operating 

Hours 34 34 

External Approval of Request to Enter Vehicle at Airside 294 294 

External Issuance of Notice to Airmen (NOTAM) 0 0 

OFFICE FOR HUMAN RESOURCES AND ADMINISTRATION 

External Registration in the Labor Center 214 243 

OFFICE OF THE LEGAL COUNSEL 

External Handling of Whistleblowing Reports 0 0 

External Handling Data Privacy Breach and Complaints 0 0 

External Granting Request for Access or Correction of 

Personal Information 0 0 
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OFFICE FOR INFRASTRUCTURE MANAGEMENT 

External Issuance of Building Permit 4 4 

External Issuance of Occupancy Permit 3 3 

External Processing of Work Permit for Telecommunication 

Companies/Individuals 2 2 

External Processing of Billing of Various Infra Related 

Requests (CAPEX Projects) 1 1 

SEAPORT OFFICE 

External Application for Berthing/Anchorage Permit (Vessel 

Entrance) 288 288 

External Application for Undocking Permit (Vessel 

Departure) 280 280 

External Services Total 2943 3149 

INTERNAL SERVICES 

BOARD OF DIRECTORS 

Internal Provision of Secretary’s Certificate 59 59 

OFFICE FOR REGULATORY SERVICES 

Zone Security and Public Safety   

Internal Conduct of Background Investigation 5 5 

OFFICE FOR HUMAN RESOURCES AND ADMINISTRATION 

Human Resources Management and Development   

Internal Approval of Request for Change of Work Schedule 125 125 

Internal Approval of Overtime/Compensatory Time Request 943 943 

Internal Approval of Application for Leave of Absence 606 606 

Internal Approval of the Release of Benefits after Employee 

Resignation 3 3 

Internal Approval of Retirement Benefits 0 0 

Property and General Services 

Internal Issuance of Supplies, Materials, Properties and 

Equipment  374 374 

Internal Approval of Repair and Maintenance of Vehicles 5 5 

Internal Approval of Request for Use of Vehicles 520 520 

Internal Approval of Request for Gas and Oil 215 215 

Procurement 

Internal Procurement of Goods and Services with an 

Approved 

Budget for the Contract Above 1 Million through Public 

Bidding 1 1 

Internal Procurement of Infrastructure Projects with an 

Approved 

Budget for the Contract Above 1 Million through Public 

Bidding 0 0 

Internal Procurement of Consulting Services with an 

Approved Budget 0 0 
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for the Contract Above 1 Million through Public 

Bidding  

Internal Procurement of Goods and Consulting Services 

Through 

Limited Source Bidding  0 0 

Internal Procurement of Goods through Direct Contracting  3 3 

Internal Procurement of Goods through Repeat Order 0 0 

Internal Procurement of Goods through Shopping Above 

PhP50,000.00  3 3 

Internal Procurement of Goods through Shopping Below 

PhP50,000.00  14 14 

Internal Procurement of Goods through Unforeseen 

Contingency  0 0 

Internal Procurement through Negotiated Procurement 

Highly 

Technical Consultants  0 0 

Internal Procurement through Negotiated Procurement 

Adjacent or 

Contiguous  0 0 

Internal Procurement through Negotiated Procurement after 

Two 

Failed Biddings  0 0 

Internal Procurement through Negotiated Procurement 

Agency to 

Agency  2 2 

Internal Procurement through Negotiated Procurement 

Emergency 

Cases  3 3 

Internal Procurement through Negotiated Procurement Lease 

of Real 

Property or Venue 1 1 

Internal Procurement through Negotiated Procurement 

Scientific, 

Scholarly or Artistic Work, Exclusive Technology and Media 

Services 2 2 

Internal Procurement through Negotiated Procurement Small 

Value 

Procurement Above PhP50,000.00 33 33 

Internal Procurement through Negotiated Procurement Small 

Value 

Procurement Below PhP50,000.00 195 195 

Internal Procurement through Negotiated Procurement Take 

Over 

Contracts  0 0 

IT Services  

Internal Repair and Maintenance of Defective IT Equipment 54 54 

Internal Request for Website Posting 16 16 

OFFICE OF THE LEGAL COUNSEL 
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Internal Provision of Legal Documents 1 1 

Internal Rendering of Legal Opinion 34 34 

OFFICE FOR FINANCE 

Internal Granting of Cash Advance for Travel  90 90 

Internal Granting of Petty Cash Advance 162 162 

Internal Services Total 3469 3469 

OVERALL TOTAL 6,412 6,618 

Table 2. List of Services Surveyed, Breakdown of Responses, and Transactions per Service 

The following services had no clients in CY 2025: 

External Services 

1.  Application for PPFZ Registration and Grant of Incentives listed in the Strategic 

Investment Priority Plan (SIPP) using the Fiscal Incentives Registration and 

Monitoring System (FIRMS) 

2. Generation and Issuance of PPFZ Certificate of Registration (COR) using the Fiscal 

Incentives Registration and Monitoring System (FIRMS) 

3.  Issuance of Notice to Airmen (NOTAM) 

4.  Handling of Whistleblowing Reports 

5. Handling Data Privacy Breach and Complaints 

6. Granting Request for Access or Correction of Personal Information 

Internal Services 

 

1. Approval of Retirement Benefits 

2. Procurement of Infrastructure Projects with an Approved Budget for the Contract 

Above 1 Million through Public Bidding 

3. Procurement of Consulting Services with an Approved Budget for the Contract Above 

1 Million through Public Bidding 

4.. Procurement of Goods and Consulting Services Through Limited Source Bidding 

5. Procurement of Goods through Repeat Order 

6. Procurement of Goods through Unforeseen Contingency  

7. Procurement through Negotiated Procurement Highly Technical Consultants 

8. Procurement through Negotiated Procurement Adjacent or Contiguous 

9. Procurement through Negotiated Procurement after Two Failed Biddings 
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12. Procurement through Negotiated Procurement Take Over Contracts 

Table 3. Services with No Clients for CY 2025 

d. Sampling 

i. Applied confidence level and margin of error 

PPMC utilized the sample size calculator provided by the ARTA to determine the 

minimum number of respondents per service. To assure result reliability, a 95% 

confidence interval was used, along with a 5% margin of error. Details of the sampling 

size are shown in Table 4.  

In order to improve PPMC's services and ensure that they meet the minimum number 

of respondents required by the Sample Size Calculator, some of PPMC’s services 

collected more than the minimum sample size. 

Service 

No. 

Service Name 

Internal 

or 

External 

Service? 

Number of 

transactions 

annually 

Confiden

ce 

Interval 

Margin 

of 

Error 

Minimum 

number of 

respondents 

Actual No. of 

Respondents 

1 

Request for 

Information 
External 23 95% 5% 22 22 

2 

Approval of 

Community Projects 
External 13 95% 5% 13 13 

3 

Provision of 

Secretary's Certificate 
Internal 59 95% 5% 51 59 

4 

Application for Lease 

or Sublease of Areas 

and Approval of the 

Business Proposals 

and Projects External 4 95% 5% 4 4 

5 

Application for PPFZ 

Registration and 

Grant of Incentives 

listed in the Strategic 

Investment Priority 

Plan (SIPP) using the External 0 95% 5% 0 
NO 

TRANSACTION 
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Fiscal Incentives 

Registration and 

Monitoring System 

(FIRMS) 

6 

Generation and 

Issuance of PPFZ 

Certificate of 

Registration (COR) 

using the Fiscal 

Incentives 

Registration and 

Monitoring System 

(FIRMS) External 0 95% 5% 0 
NO 

TRANSACTION 

7 

Granting of Request 

for Events at the Poro 

Point Baywalk Events 

Center and other areas 

inside the Poro Point 

Freeport Zone External 27 95% 5% 25 27 

8 

Application for 

Certificate of 

Entitlement to Tax 

Incentives(CETI) 

using FIRMS External 6 95% 5% 6 6 

9 

Renewal of Existing 

Certificate of 

Registration External 1 95% 5% 1 1 

10 

Granting of New and 

Renewal of Existing 

Certificate of 

Accreditation or 

Permit to Operate External 56 95% 5% 49 50 

11 

Issuance of Permit to 

Bring-In Local 

Articles External 850 95% 5% 265 777 

12 

Issuance of Permit to 

Bring-In Imported 

Articles External 2 95% 5% 2 2 

13 

Issuance of Permit to 

Bring-Out Local 

Articles External 14 95% 5% 14 14 

14 

Issuance of Permit to 

Bring-Out Imported 

Articles External 3 95% 5% 3 3 

15 

Issuance of Import 

Permit 
External 25 95% 5% 24 24 

16 

Issuance of Export 

Clearance 
External 1 95% 5% 1 1 
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17 

Issuance of Gate Pass 

External 942 95% 5% 273 846 

18 

Issuance of Certified 

True Copy of 

permit(s) issued at the 

Customs Clearance 

Area External 1 95% 5% 1 1 

19 

Request for inspection 

of imported articles 

procedure External 26 95% 5% 24 26 

20 

Conduct of Incident 

Investigation 
External 1 95% 5% 1 1 

21 

Submission of Vessel 

Status Report to the 

PNP and Other 

Government Agencies External 5 95% 5% 5 5 

22 

Conduct of 

Background 

Investigation Internal 5 95% 5% 5 5 

23 

Approval of Request 

for Extension of 

Operating Hours External 34 95% 5% 31 34 

24 

Approval of Request 

to Enter Vehicle at 

Airside External 294 95% 5% 167 294 

25 

Issuance of Notice to 

Airmen (NOTAM) 
External 0 95% 5% 0 

NO 

TRANSACTION 

26 

Registration in the 

Labor Center 
External 243 95% 5% 149 214 

27 

Approval of Request 

for Change of Work 

Schedule Internal 125 95% 5% 94 125 

28 

Approval of 

Overtime/Compensat

ory Time Request Internal 943 95% 5% 273 943 

29 

Approval of 

Application for Leave 

of Absence Internal 606 95% 5% 235 606 

30 

Approval of the 

Release of Benefits 

after Emplotee 

Resignation Internal 3 95% 5% 3 3 

31 

Approval of 

Retirement Benefits 
Internal 0 95% 5% 0 

NO 

TRANSACTION 
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32 

Issuance of Supplies, 

Materials, Properties 

and Equipment Internal 374 95% 5% 190 374 

33 

Approval of Repair 

and Maintenance of 

Vehicles Internal 5 95% 5% 5 5 

34 

Approval of Request 

for Use of Vehicles 
Internal 520 95% 5% 221 520 

35 

Approval of Request 

for Gas and Oil 
Internal 215 95% 5% 138 215 

36 

Procurement of 

Goods and Services 

with an Approved 

Budget for the 

Contract Above 1 

Million through 

Public 

Bidding Internal 1 95% 5% 1 1 

37 

Procurement of 

Infrastructure Projects 

with an Approved 

Budget for the 

Contract Above 1 

Million through 

Public 

Bidding Internal 0 95% 5% 0 
NO 

TRANSACTION 

38 

Procurement of 

Consulting Services 

with an Approved 

Budget 

for the Contract 

Above 1 Million 

through Public 

Bidding Internal 0 95% 5% 0 

NO 

TRANSACTION 

39 

Procurement of 

Goods and Consulting 

Services Through 

Limited Source 

Bidding Internal 0 95% 5% 0 

NO 

TRANSACTION 

40 

Procurement of 

Goods through Direct 

Contracting Internal 3 95% 5% 3 3 

41 

Procurement of 

Goods through Repeat 

Order Internal 0 95% 5% 0 
NO 

TRANSACTION 

42 

Procurement of 

Goods through 

Shopping Above 

PhP50,000.00 Internal 3 95% 5% 3 3 
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43 

Procurement of 

Goods through 

Shopping Below 

PhP50,000.00 Internal 14 95% 5% 14 14 

44 

Procurement of 

Goods through 

Unforeseen 

Contingency Internal 0 95% 5% 0 

NO 

TRANSACTION 

45 

Procurement through 

Negotiated 

Procurement Highly 

Technical Consultants Internal 0 95% 5% 0 

NO 

TRANSACTION 

46 

Procurement through 

Negotiated 

Procurement Adjacent 

or 

Contiguous Internal 0 95% 5% 0 

NO 

TRANSACTION 

47 

Procurement through 

Negotiated 

Procurement after 

Two 

Failed Biddings Internal 0 95% 5% 0 

NO 

TRANSACTION 

48 

Procurement through 

Negotiated 

Procurement Agency 

to 

Agency Internal 2 95% 5% 2 2 

49 

Procurement through 

Negotiated 

Procurement 

Emergency 

Cases Internal 3 95% 5% 3 3 

50 

Procurement through 

Negotiated 

Procurement Lease of 

Real 

Property or Venue Internal 1 95% 5% 1 1 

51 

Procurement through 

Negotiated 

Procurement 

Scientific, 

Scholarly or Artistic 

Work, Exclusive 

Technology and 

Media 

Services Internal 2 95% 5% 2 2 

52 

Procurement through 

Negotiated 

Procurement Small 

Value 

Procurement Above 

PhP50,000.00 Internal 33 95% 5% 30 33 
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53 

Procurement through 

Negotiated 

Prourement Small 

Value 

Procurement Below 

PhP50,000.00 Internal 195 95% 5% 130 195 

54 

Procurement through 

Negotiated 

Procurement Take 

Over 

Contracts Internal 0 95% 5% 0 
NO 

TRANSACTION 

55 

Repair and 

Maintenance of 

Defective IT 

Equipment 
Internal 54 95% 5% 47 54 

56 

Request for Website 

Posting 

Internal 16 95% 5% 15 16 

57 

Handling of 

Whistleblowing 

Reports 
External 0 95% 5% 0 

NO 

TRANSACTION 

58 

Handling Data 

Privacy Breach and 

Complaints 
External 0 95% 5% 0 

NO 

TRANSACTION 

59 

Granting Request for 

Access or Correction 

of Personal 

Information 
External 0 95% 5% 0 

NO 

TRANSACTION 

60 

Provision of Legal 

Documents 

Internal 1 95% 5% 1 1 

61 

Rendering of Legal 

Opinion 

Internal 34 95% 5% 31 34 

62 

Granting of Cash 

Advance for Travel 

Internal 90 95% 5% 73 90 
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Table 4. Sample Size of PPMC’s External and Internal Services 

ii. Discussion of response rates 

 

In aggregate, six thousand four hundred twelve (6,412) were able to answer the survey 

out of six thousand six hundred eighteen (6,618) total transactions involving both 

external and internal clients. This resulted to 96.89% overall response rate for the CSM 

2025. The response rate for PPMC’s external services was 93.46%, and 100% for the 

internal services. 

 

The high response rate for both external and internal services is the result of PPMC’s 

63 

Granting of Petty 

Cash Advance 

Internal 162 95% 5% 114 162 

64 

Issuance of Building 

Permit 

External 4 95% 5% 4 4 

65 

Issuance of 

Occupancy Permit 

External 3 95% 5% 3 3 

66 

Processing of Work 

Permit for 

Telecommunication 

Companies/Individual

s External 2 95% 5% 2 2 

67 

Processing of Billing 

of Various Infra 

Related Requests 

(CAPEX Projects) 
External 1 95% 5% 1 1 

68 

Application for 

Berthing/Anchorage 

Permit (Vessel 

Entrance) 
External 288 95% 5% 165 288 

69 

Application for 

Undocking Permit 

(Vessel Departure) 
External 280 95% 5% 162 280 

TOTAL (External and Internal Services) 6,618 95% 5% 3,102 6,412 
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unwavering efforts to reach out to clients with completed transactions, the continued 

implementation of harmonized CSM, and the cooperation of PPMC’s clients in 

answering the CSM Survey.  

 

Two hundred six (206) or 3.11% of the clients did not respond to the survey due to 

the following reasons: a) clients opted not to answer the survey, and/or (b) not 

responding to the survey invitation.  

 

Notably, as shown in Table 4, none of external and internal services fell short of the 

minimum number of respondents prescribed by the ARTA’s sample size calculator. 

The agency’s overall response rate of 96.89% reflects its commitment to ensuring that 

needs and expectations of both external and internal clients are met.  

 

III. Methodology: 

 

a. Mode of Survey Implementation. The CSM survey form was strategically 

distributed across all offices of PPMC to ensure complete coverage. PPMC utilized 

both paper and electronic surveys depending on the clients' availability and 

accessibility.  

 

The CSM survey form was exclusively administered to all clients who successfully 

completed their transactions. PPMC personnel provided the CSM tool to the client 

upon completion of the transaction, specifically when the final step of the service, 

as outlined in the Citizen’s Charter, has been fulfilled. A transaction is deemed 

completed by the time PPMC has rendered due action on the application or request 

either through approval, in the form or issuance or rendering of the requested 

license, permit, or service, or through disapproval, with due notice to the client 

citing the ground for disapproval. 

 

Furthermore, clients have the autonomy to decide whether or not to respond to the 

said form. The survey form was designed to collect quantitative data and was based 

on the ARTA-prescribed template pursuant to M.C. No. 2022-05 as amended by the 

M.C No. 2023-05. The CSM questions prescribed by the Authority were not altered 
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or modified by PPMC; hence, ensuring that it captured the Service Quality 

Dimensions (SQDs), SQD 0, the three (3) questions related to the Citizen’s Charter, 

and the open-ended question.  

 

b. Feedback and Collection Mechanism:  

 

On-site conduct of CSM 

For physical clients, paper survey questionnaires were handed out and collected by 

PPMC personnel immediately after each completed transaction. During the survey, 

verbatim responses to clients' suggestions or compliments were also collected. 

 

Remote Conduct of CSM 

PPMC personnel sent a soft copy of the CSM form to clients after the transactions had 

been completed, making it easier for them to participate in the survey. In-turn, clients 

submitted their accomplished CSM forms online via email, and other communication 

apps, such as Viber and Messenger. 

 

The CSM survey form was divided into three main parts: 

 

Part I of the questionnaire deals with the demographic profile of the clients: client type, 

sex, age, region of residence, date, and service availed. 

 

Part II covers the Citizen’s Charter questions: Awareness, Visibility, and Helpfulness 

in availing the services. 

 

Part III of the questionnaire requires respondents to rate PPMC’s Service Quality 

Dimensions (SQDs): Strongly Agree, Agree, Neither Agree nor Disagree, Disagree, 

and Strongly Disagree. 

 

The 2025 PPMC's CSM External and Internal Services Database was created as part of 

PPMC’s initiative to ensure accurate and efficient management of CSM data. This can 

only be accessed by authorized personnel from the Technical Working Group (TWG) 

of CSM/Members of CART/CSM representatives of each office. The collected data 
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was entered into the aforesaid database and submitted to the head of TWG of CSM for 

validation to ensure accuracy. Further, PPMC ensures that the collected data is 

monitored, reviewed, validated, and treated with the utmost confidentiality. Feedback, 

which includes comments and/or suggestions from both external and internal clients, 

was carefully considered, discussed, and addressed to improve PPMC’s services. 

 

The TWG is constituted to assist the Committee on Anti-Red Tape (CART) for the 

conduct and preparation of CSM Results. Hence, the TWG conducted the 

comprehensive data analysis for this report.  The generated report was an important part 

of PPMC’s ongoing efforts to monitor its performance in delivering its external and 

internal services. Further, this serves as a tool for evaluating the efficacy of PPMC’s 

practices and identifying opportunities for improvement.  

 

c. Scoring System 

 

c.1 Table of the scale and its equivalent. PPMC used the 5-point Likert Scale 

to measure the score of eight (8) SQDs as shown in Table 5. To avoid any 

confusion over the rating, PPMC adheres to the ARTA template, which features 

smileys/emoticons that correlate to the scale for easier visualization. The 

percentage of respondents that rated “Agree” and “Strongly Agree” were used 

to compute the Overall Score, as well as to get each SQDs. A question that was 

answered with two (2) or more check marks was considered invalid.  

 

Moreover, pursuant to the GCG-ARTA Joint Memorandum Circular No. 1 

Series of 2023, the percentage of respondents that rated ‘Agree’ (4) and 

‘Strongly Agree’ (5) for Service Quality Dimension 0: “I am satisfied with the 

service that I availed,” were used for the CSS measure in GOCC’s Performance 

Scorecard. 

 

Scale Rating 

5 Strongly Agree 

4 Agree 
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Table 5. Scoring scale and Rating 

 

The overall score for the eight (8) SQDs were computed based on the following 

formula, provided in ARTA’s MC 2022-05 as amended by the ARTA’s MC 

2023-05:  

 

 

 

d. How numerical results will be interpreted 

The interpretation of the results is 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 

       Table 6. Interpretation of the result 

IV. Data and Interpretation 

A. Client Demographic 

D1. Age and D2. Sex External Internal Overall 

1. 19 or lower 0.58% 0.00% 0.27% 

2. 20-34 41.11% 18.82% 29.05% 

3. 35-49 31.60% 46.47% 39.64% 

3 Neither Agree nor Disagree 

2 Disagree 

1 Strongly Disagree 
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4. 50-64 18.35% 30.21% 24.77% 

5. 65 or higher 0.58% 0.03% 0.28% 

6. Did not specify 7.78% 4.47% 5.99% 

Total 100.00% 100.00% 100.00% 

    

1. Male 84.23% 57.68% 69.87% 

2. Female 10.81% 41.34% 27.32% 

3. Did not specify 4.96% 0.98% 2.81% 

Total 100.00% 100.00% 100.00% 

 Table 7. Age and Sex 

 

The table above shows that out of six thousand four hundred twelve (6,412) external and 

internal clients who responded to the CSM survey, a great majority (69.87%) were identified 

as male, while females comprised of 27.32%. In terms of age category, many (39.64%) of the 

respondents who transacted with PPMC services fall within the ’35-49’ age range, 

representing a significant proportion of early-to-middle age clients. It is also shown in the 

presented data that many (29.05%) of the respondents were between the ages of ’20-34,’ while 

some (24.77%) were in the ’50-64’ age range. Moreover, approximately 0.27% of the 

respondents were in the ’19 or lower’ age range and 0.28% were ‘65 or higher’ age range, 

indicating a smaller proportion of teenage and senior clients. It was also noted that few of the 

respondents chose not to disclose their sex (2.81%) and age (5.99%). 

 

Breaking down the data further, it is evident that many (41.11%) of the respondents who 

transacted with PPMC’s external services fall within the ‘20-34’ age range, showing a 

significant proportion of young adults. Meanwhile, 46.47% of the respondents who transacted 

with PPMC’s internal services were in the 35-49 age range, corresponding to early-middle-

aged range clients. Moreover, the finding shows that respondents for both external and internal 

services were predominantly male, comprising 84.23% and 57.68%, respectively. 

 

D3. Region External  Internal  Overall 

1. I 80.84% 98.44% 90.36% 

2. II 0.48% 0.00% 0.22% 

3. III 1.39% 0.00% 0.64% 

4. IV-A 0.44% 0.00% 0.20% 

5. MIMAROPA 0.00% 0.00% 0.00% 
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6. V 0.07% 0.00% 0.03% 

7. VI 0.03% 0.00% 0.02% 

8. VII 0.03% 0.00% 0.02% 

9. VIII 0.07% 0.00% 0.03% 

10. IX 0.00% 0.00% 0.00% 

11. X 0.00% 0.00% 0.00% 

12. XI 0.00% 0.00% 0.00% 

13. XII 0.00% 0.00% 0.00% 

14. XIII 0.00% 0.00% 0.00% 

15. NCR 3.19% 0.00% 1.47% 

16. CAR 1.16% 0.00% 0.53% 

17. BARMM 0.00% 0.00% 0.00% 

18. Did not specify 12.30% 1.56% 6.49% 

Total 100.00% 100.00% 100.00% 

Table 8. Region 

Table 8 shows the distribution of respondents based on their region of residence. The result 

revealed that almost all (90.36%) of the respondents reside within Region 1. Only a small 

number of respondents live in Region II (0.22%), III (0.64%), IV-A (0.20%), V and VIII 

(0.03%), NCR (1.47%), CAR (0.53%), and 0.02% of respondents reside in Region VI and VII.  

Furthermore, none (0%) of the respondents came from MIMAROPA, Region IX, X, XI, XII, 

XIII, and Bangsamoro Autonomous Region in Muslim Mindanao (BARMM). Lastly, 6.49% did 

not indicate their region of residence. 

Customer Type External  Internal Overall 

D4. Citizen 16.92% 0.40% 7.99% 

D4. Business 57.97% 0.12% 26.67% 

D4. Government 6.22% 96.05% 54.82% 

D4. Did not specify 18.89% 3.43% 10.53% 

Total 100.00% 100.00% 100.00% 

Table 9. Customer Type 

Table 9 presents the respondents’ profiles by type of client. Out of six thousand four hundred 

twelve (6,412) external and internal clients who responded to the CSM survey, the majority 

(54.827%) belonged to various government agencies. A huge portion (26.67%) of the 

respondents were from the business sector, while individual citizens were minimally 

represented at 7.99%. Lastly, 10.53% of the respondents chose not to answer this part of the 

questionnaire. It is evident from the results that PPMC’s services are beneficial to the various 
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government agencies, and the rest of the group had less percentage regarding their emerging 

needs. 

 

Breaking down the data further, since PPMC’s major clients include locators within the zone, 

business enterprises doing business inside the zone, port, airport and seaport users, it is evident 

that a great majority (57.97%) of the respondents who transacted PPMC’s external services 

were business enterprises. Furthermore, it can be seen that almost all (96.05%) of the 

respondents for internal services identified as ‘government,’ which is expected since internal 

services are provided exclusively to PPMC employees. Lastly, about 0.40% erroneously 

identified themselves as citizens, 0.12% as businesses, and 3.43% did not specify anymore their 

customer type. 

 

B. Count of CC and SQD results 

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 I saw this office's CC. 6209 98.01% 

2-I Know what a CC is but did not see this office's CC. 32 0.51% 

3-I learned of the CC only when i saw this 0ffice's CC. 80 1.26% 

4-I do not know what a CC is and I did not see one in this 

office’s CC. 14 0.22% 

Note: Not Specified (NS) responses were excluded. (External NS=56, Invalid=2; 

Internal NS=19)  
CC2. If aware of CC, would you say that the CC of this 

office was..?   
1-Easy to see 6214 98.43% 

2-Somewhat easy to see 94 1.49% 

3-Difficult to see 4 0.06% 

4-Not visible at all 1 0.02% 

Note: Not Specified (NS) and Not Applicable (NA) responses were excluded. 

(External NS=56, Invalid=2, NA=22; Internal NS=19) 

CC3. If aware of CC, how much did the CC help you in 

your transaction?   
1-Helped very much 6125 97.86% 

2-somewhat helped 130 2.08% 

3-did not help 4 0.06% 

Note: Not Specified (NS) and Not Applicable responses were excluded. (External 

NS=73, Invalid=2, NA=22; Internal NS=19, NA=37)  
Table 10. Responses and Percentages for Each Citizen’s Charter Related Question 
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CC1. Almost all (98.01%) of the respondents were aware of the Citizen’s Charter (CC) and 

had seen it within the office where their transactions took place. A small portion (0.51%) were 

aware of the CC but had not seen it in the office, highlighting the importance of proper 

placement of CC in the transactional areas. Conversely, very few respondents (1.26%) became 

aware of the CC only upon seeing it in the PPMC office. Furthermore, the result revealed that 

only 14 or 0.22% of the respondents indicated that they were neither aware of the CC nor had 

seen it during their transactions in the PPMC’s office.  

 

CC2. Regarding the visibility of the Citizen’s Charter, almost all (98.43%) of the respondents 

said that the PPMC’s CC was “easy to see,” indicating that the CC was strategically well-

placed in the office and reflects PPMC’s efforts to disseminate its services to its stakeholders 

not only through posting of printed paraphernalia but also by making it available on the 

PPMC’s website. For easier visibility, PPMC also provided digital signage for clients 

displaying the contents of the CC. In contrast, very few (1.49%) of the respondents found it 

“somewhat easy to see,” while only 4 or 0.06% of the respondents expressed that the CC was 

“difficult to see” and 1 or 0.02% of the respondent claimed that the CC was “not visible at 

all.”  

 

CC3. Almost all respondents (97.86%) expressed that PPMC’s CC helped them very much in 

their transaction, demonstrating a positive impact on clients and their perception of its 

effectiveness. Conversely, a smaller portion (2.08%) found it somewhat helpful, while only 4 

or 0.06% of respondents indicated that CC did not help them in their transaction. This clearly 

shows that the respondents have diverse perspectives on the impact of CC, underscoring the 

importance for the agency to recognize and address this variation in customer experience. 

Table 11 presents the result of overall satisfaction with the service availed from PPMC. 

External 

and 

Internal 

SQD0 

Strongly 

Agree Agree 

Neither 

Agree nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

6021 359 9 1 3 13 6406 99.80% 

Table 11. SQD0 results for both external and internal services  

Note: Not specified or invalid responses were excluded (External NS=4, Invalid =1; Internal 

NS=1) 
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Based on the metrics provided by ARTA, the PPMC had an overall satisfactory rating (SQD0. 

“I am satisfied with the service that I availed) of 99.80%, which is equivalent to 

“Outstanding,” higher than the 80% minimum requirement for the CSS rating set by ARTA. It 

is evident that PPMC's performance met and exceeded the clients' expectations for the year 

2025. Further, the huge result counts on the ‘Strongly Agree’ and ‘Agree’ showed that almost 

all of the respondents have a positive perception and feedback during their transactions with 

the company. A high level of satisfaction indicates that the PPMC provides outstanding service. 

Hence, leading to customer retention. 

 

Service Quality Dimension (SQD) Results  

External Services 

 

Strongly 

Agree Agree 

Neither 

Agree nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

SQD0 2580 334 8 1 2 13 2938 99.62% 

Table 12. Service Quality Dimension (SQD) Results for External Services   

Note: Not specified/Invalid responses were excluded (NS=4; Invalid=1) 

 

Internal Services 

 

Strongly 

Agree Agree 

Neither 

Agree nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

SQD0 3441 25 1 0 1 0 3468 99.94% 

Table 13. Service Quality Dimension (SQD) Results for Internal Services   

Note: Not specified responses were excluded (NS=1) 

 

Breaking down the data further in SQD0, respondents who availed of external services rated 

PPMC 99.62%, which is equivalent to “Outstanding,” higher than the 90% target rating within 

the Performance Scorecard for the CSS rating set by GCG. While those who availed of internal 

services gave an office rating of 99.94%, also classified as “Outstanding” The. Details of 

respondents who rated “Agree” and “Strongly Agree” for SQD0 —both for external services 

and internal services—are hereto marked and attached as Annex “C,” and made an integral 

part hereof.  
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The data below shows the breakdown of the overall rating of each service quality dimension: 

External and 

Internal SQDs 

(1-8) 

Strongly 

Agree Agree 

Neither 

Agree 

nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

Responsiveness 5998 379 12 5 0 11 6405 99.73% 

Reliability 6039 342 8 0 0 17 6406 99.87% 

Access and 

Facilities 5959 359 12 0 1 74 6405 99.79% 

Communication 6016 348 13 0 0 23 6400 99.80% 

Costs 2098 231 7 1 1 4065 6403 99.62% 

Integrity 6036 337 16 0 0 15 6404 99.75% 

Assurance 6052 329 11 0 0 14 6406 99.83% 

Outcome 6030 346 11 1 1 17 6406 99.80% 

Overall  44228 2671 90 7 3 4236 51235 99.79% 

Table 14. SQD1-8 results for both External and Internal services 

Note: Not specified or invalid responses were excluded  

 

Overall, PPMC has attained 99.79% which is equivalent to ‘Outstanding,’ in all of its external 

and internal services for CY 2025. All Service Quality Dimensions (SQDs) 1-8 also received 

high scores. The said SQDs have huge result counts on the ‘Strongly Agree’ and ‘Agree,’ 

indicating that almost all of the clients were satisfied with PPMC’s services.  

 

The highest rated SQDs is the SQD 2-Reliability, with a rating of 99.87%, equivalent to 

‘Outstanding’ and corresponds to the statement of “The office followed the transaction’s 

requirements and steps based on the information provided.” This demonstrates that clients 

perceived the office as consistent, dependable, and reliable in delivering its services, which 

reflects positively on PPMC’s operational standards and commitment to procedural 

compliance. The near-perfect rating also suggests that PPMC’s internal controls and service 

processes effectively met client expectations. While Costs (SQD5) obtained a rating of 99.62%, 

corresponding to the statement of “I paid a reasonable amount of fees for my transaction,” 

reflecting clients' feedback/perceptions of service fees. 

 

External Services  

Service Quality 

Dimensions 

Strongly 

Agree Agree 

Neither 

Agree 

nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

Responsiveness 2559 353 11 3 0 10 2936 99.52% 
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Reliability 2601 317 7 0 0 12 2937 99.76% 

Access and 

Facilities 2553 334 11 0 1 37 2936 99.59% 

Communication 2580 323 12 0 0 16 2931 99.59% 

Costs 2098 231 7 1 1 597 2935 99.62% 

Integrity 2594 311 15 0 0 15 2935 99.49% 

Assurance 2610 303 10 0 0 14 2937 99.66% 

Outcome 2588 320 10 1 1 17 2937 99.59% 

Overall 20183 2492 83 5 3 718 23484 99.60% 

Table 15. SQD 1-8 results for External Services 

Note: Not specified/Invalid responses were excluded  

 

Internal Services 

Service Quality 

Dimensions 

Strongly 

Agree Agree 

Neither 

Agree 

nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

Responsiveness 3439 26 1 2 0 1 3469 99.91% 

Reliability 3438 25 1 0 0 5 3469 99.97% 

Access and 

Facilities 3406 25 1 0 0 37 3469 99.97% 

Communication 3436 25 1 0 0 7 3469 99.97% 

Costs 0 0 0 0 0 3468 3468 0% 

Integrity 3442 26 1 0 0 0 3469 99.97% 

Assurance 3442 26 1 0 0 0 3469 99.97% 

Outcome 3442 26 1 0 0 0 3469 99.97% 

Overall 24045 179 7 2 0 3518 27751 99.96% 

 Table 16. SQD 1-8 results for Internal Services 

Note: Not specified responses were excluded  

 

Breaking down the data further (see Annex “C”) for SQDs 1-8 in external services, PPMC 

achieved an overall SQD rating (SQD1-8) of 99.60%, equivalent to an adjectival rating of 

‘Outstanding,’ while internal services received an overall rating of 99.96%. Among external 

services, Reliability (SQD2) received a high rating of 99.76%, reflecting strong client 

confidence in the office’s consistent and dependable service. In contrast, Integrity (SQD6) 

received the lowest rating (99.49%) among the SQDs for external services, though it remained 

within the “Outstanding” range. 

 

For internal services, several SQDs—including Reliability (SQD2), Access and Facilities 
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(SQD3), Communication (SQD4), Integrity (SQD6), Assurance (SQD7), and Outcome 

(SQD8)—all received the highest rating of 99.97%, demonstrating consistent excellent 

performance across various service dimensions. None of the respondents answered SQD5—

Costs, which is expected, as fees are not applicable to internal clients. 

 

Overall, these results indicate that PPMC consistently meets or exceeds client expectations in 

both external and internal services. While minor variations exist in the external service ratings, 

the agency’s performance across all SQDs reflects a strong commitment to service quality, 

reliability, and client satisfaction. 

 

C. Overall score per service 

The data below present the overall ratings for internal and external services for each service 

surveyed: 

EXTERNAL SERVICES 

Overall 

Rating 

OFFICE OF THE PRESIDENT AND CEO 

External Request for Information 99.35% 

COMMUNITY DEVELOPMENT 

External Approval of Community Projects 100.00% 

OFFICE FOR BUSINESS DEVELOPMENT 

External Application for Lease or Sublease of Areas and Approval of the 

Business Proposals and Projects 100.00% 

External Application for PPFZ Registration and Grant of Incentives listed 

in the Strategic Investment Priority Plan (SIPP) using the Fiscal 

Incentives Registration and Monitoring System (FIRMS) 

No 

Transaction 

External Generation and Issuance of PPFZ Certificate of Registration 

(COR) using the Fiscal Incentives Registration and Monitoring System 

(FIRMS) 

No 

Transaction 

External Granting of Request for Events at the Poro Point Baywalk 

Events Center and other areas inside the Poro Point Freeport Zone 100.00% 

OFFICE FOR REGULATORY SERVICES 

Enterprise Regulations 

External Application for Certificate of Entitlement to Tax Incentives 

(CETI) using FIRMS 100.00% 

External Renewal of Existing Certificate of Registration 100.00% 

External Granting of New and Renewal of Existing Certificate of 

Accreditation or Permit to Operate 100.00% 

External Issuance of Permit to Bring-In Local Articles 99.55% 

External Issuance of Permit to Bring-In Imported Articles 50.00% 
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External Issuance of Permit to Bring-Out Local Articles 100.00% 

External Issuance of Permit to Bring-Out Imported Articles 100.00% 

External Issuance of Import Permit 100.00% 

External Issuance of Export Clearance 100.00% 

External Issuance of Gate Pass 99.56% 

External Issuance of Certified True Copy of permit(s) issued at the 

Customs Clearance Area 100.00% 

External Request for inspection of imported articles procedure 100.00% 

Zone Security and Public Safety 

External Conduct of Incident Investigation 100.00% 

External Submission of Vessel Status Report to the PNP and Other 

Government Agencies 100.00% 

OFFICE FOR AIRPORT MANAGEMENT 

External Approval of Request for Extension of Operating Hours 100.00% 

External Approval of Request to Enter Vehicle at Airside 100.00% 

External Issuance of Notice to Airmen (NOTAM) 

No 

Transaction 

OFFICE FOR HUMAN RESOURCES AND ADMINISTRATION 

External Registration in the Labor Center 98.27% 

OFFICE OF THE LEGAL COUNSEL 

External Handling of Whistleblowing Reports 

No 

Transaction 

External Handling Data Privacy Breach and Complaints 

No 

Transaction 

External Granting Request for Access or Correction of Personal 

Information 

No 

Transaction 

OFFICE FOR INFRASTRUCTURE MANAGEMENT 

External Issuance of Building Permit 100.00% 

External Issuance of Occupancy Permit 100.00% 

External Processing of Work Permit for Telecommunication 

Companies/Individuals 100.00% 

External Processing of Billing of Various Infra Released Requests 

(CAPEX Projects) 100.00% 

SEAPORT OFFICE   
External Application for Berthing/Anchorage Permit (Vessel Entrance) 100.00% 

External Application for Undocking Permit (Vessel Departure) 100.00% 

External Service Total 99.60% 

INTERNAL SERVICES 

BOARD OF DIRECTORS 

Board Secretariat 

Internal Provision of Secretary’s Certificate 100.00% 

OFFICE FOR REGULATORY SERVICES  

Zone Security and Public Safety  

Internal Conduct of Background Investigation 100.00% 
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OFFICE FOR HUMAN RESOURCES AND ADMINISTRATION 

Human Resources Management and Development 

Internal Approval of Request for Change of Work Schedule 100.00% 

Internal Approval of Overtime/Compensatory Time Request 99.89% 

Internal Approval of Application for Leave of Absence 100.00% 

Internal Approval of the Release of Benefits after Employee Resignation 100.00% 

Internal Approval of Retirement Benefits 

No 

Transaction 

Property and General Services  

Internal Issuance of Supplies, Materials, Properties and Equipment  100.00% 

Internal Repair and Maintenance of Vehicles  100.00% 

Internal Approval of Request for Use of Vehicles  100.00% 

Internal Approval of Request for Gas and Oil  100.00% 

Procurement  

Internal Procurement of Goods and Services with an Approved  

Budget for the Contract Above 1 Million through Public  

Bidding  100.00% 

Internal Procurement of Infrastructure Projects with an Approved  

Budget for the Contract Above 1 Million through Public  

Bidding 

No 

Transaction 

Internal Procurement of Consulting Services with an Approved Budget 

for the Contract Above 1 Million through Public 

Bidding 

No 

Transaction 

Internal Procurement of Goods and Consulting Services Through  

Limited Source Bidding 

No 

Transaction 

Internal Procurement of Goods through Direct Contracting 100.00% 

Internal Procurement of Goods through Repeat Order 

No 

Transaction 

Internal Procurement of Goods through Shopping Above  

PhP50,000.00  100.00% 

Internal Procurement of Goods through Shopping Below  

PhP50,000.00  100.00% 

Internal Procurement of Goods through Unforeseen Contingency 

No 

Transaction 

Internal Procurement through Negotiated Procurement Highly  

Technical Consultants  

No 

Transaction 

Internal Procurement through Negotiated Procurement Adjacent or  

Contiguous 

No 

Transaction 

Internal Procurement through Negotiated Procurement after Two  

Failed Biddings 

No 

Transaction 

Internal Procurement through Negotiated Procurement Agency to  

Agency 100.00% 

Internal Procurement through Negotiated Procurement Emergency  

Cases  100.00% 

Internal Procurement through Negotiated Procurement Lease of Real  

Property or Venue 100.00% 
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Internal Procurement through Negotiated Procurement Scientific,  

Scholarly or Artistic Work, Exclusive Technology and Media  

Services  100.00% 

Internal Procurement through Negotiated Procurement Small Value  

Procurement Above PhP50,000.00 100.00% 

Internal Procurement through Negotiated Procurement Small Value  

Procurement Below PhP50,000.00 100.00% 

Internal Procurement through Negotiated Procurement Take Over  

Contracts  

No 

Transaction 

IT Services   

Internal Repair and Maintenance of Defective IT Equipment 100.00% 

Internal Request for Website Posting  100.00% 

Office of the Legal Counsel  

Internal Provision of Legal Documents  100.00% 

Internal Rendering of Legal Opinion 100.00% 

Office for Finance  

Internal Granting of Cash Advance for Travel 99.68% 

Internal Granting of Petty Cash Advance 100.00% 

Internal Service Total 99.96% 

OVERALL TOTAL 99.79% 

 

 Table 17. Overall SQD Results for External and Internal Services (Overall Rating per Service) 

Note: Not specified or invalid responses were excluded 

 

Based on the overall rating per service as shown in Table 17, almost all (99.79%) of the 

respondents experienced “Outstanding” external and internal services with their transactions 

with PPMC. 

The external services provided by PPMC received a high overall rating of 99.60%, equivalent 

to “Outstanding,” indicating commendable performance in meeting client needs and 

expectations. Almost all external services were rated as “Outstanding.”  Out of thirty-three 

(33) external services of PPMC, only one service—the Issuance of Permit to Bring-in Imported 

Articles—received a “Poor” rating, with a score of 50%. The low rating for the Issuance of 

Permit to Bring-in Imported Articles (50%) is attributed to the limited sample size, as this 

service involved only two transactions, with one respondent per transaction. One of the 

respondents answered “Neither Agree nor Disagree,” which significantly affected the overall 

rating for this service, indicating that the score reflects the small number of respondents rather 

than a general dissatisfaction with the service.  
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As to the internal services, PPMC received a high overall rating of 99.96%, equivalent to 

“Outstanding.” Almost all of the internal services received a perfect score of 100%, with only 

two exceptions: Approval of Overtime/Compensatory Time Request (99.89%) and Granting of 

Cash Advance for Travel (99.68%). Nevertheless, both internal services were still rated as 

“Outstanding.” 

PPMC remains committed to maintaining an outstanding rating for all services by continuously 

monitoring client feedback and addressing any areas for improvement. 

D. Free responses 

Table 18 presents the summary of the respondents’ comments or suggestions on how PPMC 

can further improve its external and internal services. 

EXTERNAL SERVICES 

Comments or Suggestions Frequency 

Excellence in the delivery of PPMC’s services 

• Keep up the good work! Excellence service 15 

• Customer service at its best. Thank you PPMC. 

• Ipagpatuloy lang ang Magandang serbisyo. 

• Thank you for the smooth transaction. 

• Great service. Fast response thru email. 

• Commendation for their fast transaction specifically on line and 

efficient service. 

• Good Service 

• Excellent Service 

• So far well satisfied of the services 

• Smooth transaction and good/kind assistance & customer service as 

always. 

• Processing of permits/documents now is easy and faster.  

Efficiency and warmth of the PPMC staff and personnel 

• Well explained 12 

• the staff and services are good. they are approachable and kind. just 

keep those attitudes so the others will appreciate too. thank you so 

much. 

• Overall the staff who assisted me is very accommodating and 

approachable. 

• Thank you for very convenient, comfortable place to apply/work soon. 

• Very responsive to client and smooth transaction, good service 

• A brief follow-up (e-mail. call or visit) after project or service 

completion shows professionalism and genuine interest in client 

satisfaction. 
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• Highly impressed with your prompt and courteous response to a job 

applicant, even on a weekend, there was a response to my e-mail. Hope 

other institutions have the same work commitment as PPMC. Keep it 

up. 

• The management HR/Admin is approachable and had a chance to have 

fast transaction with them. 

 

• None at the moment -- the process was smooth and well-organized. I 

would also like to thank Ms. Michelle Subala for her guidance and 

helpful support throughout the application process. 

 

• Very prompt and accommodating.  

 

• Assistance from officer/s is/are remarkable. Thank you for your 

service. 

 

• Thank you very much for all the assistance in the renewal of our 

Certificate of Accreditation and Permit to Operate. We are truly 

grateful for the kindness and support of your staff, especially Ms. MJ. 

 

Performance of PPMC meets and exceeds their needs and expectations 

• It is not really a suggestion but more likely an impression of my 

experience with this office. I'm impressed with my transaction because 

although my application/transaction was made purely online, I got 

prompt response and I was properly assisted. 

6 

• No suggestions for improvement because I have given the proper steps 

in accomplishing all the forms required for the application 

• I guess you could've just sent all of the attachments (including this CC) 

on the previous email that you sent so that I was able to submit this as 

well yesterday. But so far, I am happy with the quick response as well 

as the update on my application. Thank you! 

• None. The assigned document controller/record and control staff 

promptly responds to email. 

• I'm truly impressed by how efficiently this office operates,from the 

timely follow up on required docments to the real time processing of 

applications. This experience has made me eager to become part of a 

team where I can see real progress in my career. It's inspiring to witness 

an environment where even those at the first step of their journey are 

made to feel valued and supported. 

 

 

• Maraming salamat po the school and children are happy to receive their 

supplies. 

 

For further improvement of services  

• Di po makita ang signboard ng CCA sa gabi 5 

• Signage improvement must be visible at night 

• Signage improvement visibility at night 

• My online transaction was handled efficiently and the staff responded 

promptly. To further enhance the process, it would help to have a clear 

checklist of requirements and a status update so clients know exactly 

where they are in the process. Thank you for the great service! 
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• Suggest regularly gather citizens feedback and update the charter to 

ensure services to remain efficient, transparent and responsive. 

 

INTERNAL SERVICES 

Comments or Suggestions Frequency 

Excellence in the delivery of PPMC’s services 

• Excellent 

• Thank you for the excellent service! 

• Thank you for the prompt service! 

• My request was processed immediately. Thank you for the excellent 

service 

• Exceptional Service! 

• Great Service 

11 

Performance of PPMC meets and exceeds their needs and expectations 

• I commend the prompt and efficient provision of my request. Thank 

you very much! 

5 

• Kudos on a Safe Trip 

• ako ay lubos na nasiyahan sa serbisyong aking natanggap. Maraming 

Salamat 

• Thank you for providing the approved employees copy to all concerned 

co-workers. 

• Keep up the good driving skills 

For further improvement of services 

• Please provide to clients the total hours approved by the management. 

Employees' copy of the approved request is not provided to the 

requestor. Thank you. 

4 

• This application has been filed on Dec. 5, 2025. I hope this will not be 

a technical failure on our end not filing 2 days prior to effectivity of the 

applied leave. Thank you. 

 

During ISO Core Team Meetings and Management Reviews, clients’ comments and 

suggestions are thoroughly discussed, addressed, and taken into account to continuously 

improve PPMC’s services. 

V. Results of the Agency Action Plan reported for FY 2025:  

With reference to the Agency Action Plan for FY 2025, PPMC was able to fulfill the following:  

ACTION STEPS RESPONSIBLE 

UNIT/PERSON 

TIMELINE STATUS/ACCOMPLISHMENTS 

1. PPMC will 

continue to 

provide speedy, 

All Offices Continuing  

(January to 

December 

Done for CY 2025 
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accurate, and 

excellent 

service to all 

clients, internal 

and external. 

2025) 

2. PPMC will 

review its 

Citizen's 

Charter to 

enhance it 

further and 

ensure effective 

implementation 

of both its 

external and 

internal 

services.  

All Concerned 

Offices 

March 2025 PPMC submitted the 2025 (1st 

Edition) to ARTA on March 31, 

2025 

3. PPMC will 

review and 

update the 

services 

covered by the 

survey on a 

regular basis to 

ensure that they 

are consistent 

with the 

updated Citizen 

Charter. 

All Concerned 

Offices 

Continuing  

(January to 

December 

2025) 

Done for CY 2025 

4. PPMC will 

continue to 

display the 

latest version of 

its Citizen's 

Charter not 

only in frontline 

areas, but also 

in all offices. 

All Offices Continuing 

(January to 

December 

2025) 

Each Office obtained a copy of 

2025 (1st Edition) of PPMC’s 

Citizen’s Charter. There are three 

(3) digital signages located in the 

following areas where the Citizen’s 

Charter is displayed; PPMC Admin 

Building, Customs Clearance Area 

(CCA)/Seaport Office, and San 

Fernando Airport. 

 

5. PPMC will 

continue to 

provide 

extensive 

training 

sessions for its 

people such as 

cascading of 

Citizen’s 

Charter, 

Office for HR 

and 

Administration 

3rd to 4th 

Quarter of 

2025 

 

PPMC has provided various HRD 

intervention to its employees in 

order to ensure the delivery of 

effective and high-quality public 

service. 

 



 
 
 
 

36 

reorientation of 

CSM 

guidelines, and 

other trainings 

related to 

ARTA and 

GCG mandates 

in order to 

equip its 

employees with 

comprehensive 

knowledge on 

the provisions 

of the ARTA 

and GCG, as 

well as to 

consistently 

deliver 

effective and 

high-quality 

public service.  

6. PPMC will 

continue to 

ensure that the 

CSM is 

administered 

after each 

completed 

transaction to 

ensure a 

sufficient 

number of 

responses, 

exceeding the 

minimum 

requirement. 

All Offices Continuing  

(January to 

December 

2025) 

Continued implementation of 

harmonized CSM 

7. PPMC will 

continue to 

monitor, review 

and evaluate the 

execution of 

CSM on a 

monthly basis 

to ensure that 

the survey is 

conducted and 

administered 

accurately. 

All Offices Continuing  

(January to 

December 

2025) 

Done for CY 2025 

8. PPMC will All Concerned Attainment The Assets Inventory Management 
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streamline and 

improve the 

digitalization of 

processes and 

systems 

specifically in 

processing 

client 

transactions.  

 

Offices of the 

Information 

Systems-

Strategic 

Plan (ISSP) 

2025 

Deliverables 

Procurement, 

Assets and 

Supplies 

Management 

Information 

System 

(PASMIS) 

(End of 

December 

2025)  

System (AIMS) is in place. The 

system was designed and developed 

by WWC Yellow Bumblebee 

Corporation. The AIMS was 

completed on December 26, 2025. 

The AIMS is being utilized by the 

Office for HR and Administration - 

Property Division. 

9. PPMC will use 

the CSM results 

to enhance 

customer 

satisfaction, 

particularly in 

areas where 

services 

received lower 

scores.  

All Concerned 

Offices 

Continuing  

(January to 

December 

2025) 

PPMC discussed customer feedback 

during Management Review and 

identified courses of action and 

monitored their implementation. 

10. PPMC will 

replace the 

busted lights at 

the Poro Point 

Baywalk. 

Office of the 

Infrastructure 

Management 

3rd Quarter of 

2025 

The busted lights at the Poro Point 

Baywalk were replaced on 

November 28, 2025. 

11. PPMC will 

allocate budget 

for refurbishing 

of the receiving 

area. 

Office of the 

Infrastructure 

Management 

2026 The refurbishment of the receiving 

area is included in the 2026 budget 

and is set for implementation. 

12. PPMC will 

ensure 

transparency by 

publishing the 

Client 

Satisfaction 

Measurement 

Report on its 

website for all 

clients to 

access. 

TWG Head of 

CSM 

IT Officer 

April 2025 The 2024 CSM Report has been 

posted on PPMC’s website. 
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VI. Continuous Agency Improvement Plan for FY 2026: 

In line with PPMC’s commitment to service excellence, the PPMC has set the following 

improvement plan for the following year as part of its ongoing efforts to align with the mandates 

of Republic Act No. 11032, also known as the Ease of Doing Business and Efficient Government 

Service Delivery Act of 2018. 

ACTION STEPS RESPONSIBLE 

UNIT/PERSON 

TIMELINE 

1. PPMC will continue to 

provide speedy, accurate, 

and excellent service to 

all clients, internal and 

external. 

All Offices Continuing  

(January to December 2026) 

2. PPMC will review its 

Citizen's Charter to 

enhance it further and 

ensure effective 

implementation of both 

its external and internal 

services.  

All Concerned Offices March 2026 

3. PPMC will review and 

update the services 

covered by the survey on 

a regular basis to ensure 

that they are consistent 

with the updated Citizen 

Charter. 

All Concerned Offices Continuing  

(January to December 2026) 

4. PPMC will continue to 

display the latest version 

of its Citizen's Charter 

not only in frontline 

areas, but also in all 

offices. 

 

All Offices Continuing 

(January to December 2026) 

5. PPMC will continue to 

provide extensive 

training sessions for its 

people such as cascading 

of Citizen’s Charter, 

reorientation of CSM 

guidelines, and other 

trainings related to 

ARTA and GCG 

mandates in order to 

equip its employees with 

Office for HR and 

Administration 

Continuing 

(January to December 2026) 



 
 
 
 

39 

comprehensive 

knowledge on the 

provisions of the ARTA 

and GCG, as well as to 

consistently deliver 

effective and high-

quality public service.  

6. PPMC will continue to 

ensure that the CSM is 

administered after each 

completed transaction to 

ensure a sufficient 

number of responses, 

exceeding the minimum 

requirement. 

All Offices Continuing  

(January to December 2026) 

7. PPMC will continue to 

monitor, review and 

evaluate the execution of 

CSM on a monthly basis 

to ensure that the survey 

is conducted and 

administered accurately. 

All Offices Continuing  

(January to December 2026) 

8. PPMC will streamline 

and improve the 

digitalization of 

processes and systems 

specifically in processing 

client transactions.  

 

All Concerned Offices PPMC submitted its revised 

Information Systems-

Strategic Plan (ISSP) to 

Medium-term Information 

and Communication 

Technology Harmonization 

Initiative (MITHI) -

Department of Information 

and Communication 

Technology (DICT) on 

March 12, 2026 for CY 

2026.  

 

For CY 2026, the system 

that will be undertaken is the 

Payroll System with Human 

Resources Information 

System (HRIS) and 

Biometrics. 

  

9. PPMC will use the CSM 

results to enhance 

customer satisfaction, 

particularly in areas 

where services received 

lower scores.  

All Concerned Offices Continuing  

(January to December 2026) 
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10. PPMC will improve the 

signages.   

Office of the Infrastructure 

Management 

This will be improved 

following the construction of 

the CCA. 

11. PPMC will provide 

employees' copy of the 

approved request for 

OT/Compensatory. 

Office of the Human 

Resource and 

Administration 

Continuing  

(January to December 2026) 

12. PPMC will ensure 

transparency by 

publishing the Client 

Satisfaction 

Measurement Report on 

its website for all clients 

to access. 

TWG Head of CSM 

IT Officer 

April 2026 
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ANNEX A. Survey Questionnaire/s Used 

(English Version) 
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(Tagalog Version)  
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ANNEX B. List of Regional and Satellite Offices (if consolidated report)  

-NOT APPLICABLE 
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ANNEX C. CSM Results 

EXTERNAL SERVICES 

I. Number of Clients completed the survey, and the total number of 

transactions for the year 2025 

 

EXTERNAL SERVICES RESPONSES 

TOTAL 

TRANSACTIONS 

OFFICE OF THE PRESIDENT AND CEO 

External Request for Information 22 23 

COMMUNITY DEVELOPMENT 

External Approval of Community Projects 13 13 

OFFICE FOR BUSINESS DEVELOPMENT 

External Application for Lease or Sublease of Areas and 

Approval of the Business Proposals and Projects 4 4 

External Application for PPFZ Registration and Grant of 

Incentives listed in the Strategic Investment Priority Plan 

(SIPP) using the Fiscal Incentives Registration and 

Monitoring System (FIRMS) 

No 
Transaction 

No Transaction 

External Generation and Issuance of PPFZ Certificate of 

Registration (COR) using the Fiscal Incentives Registration 

and Monitoring System (FIRMS) 

No 
Transaction 

No Transaction 

External Granting of Request for Events at the Poro Point 

Baywalk Events Center and other areas inside the Poro Point 

Freeport Zone 27 27 

OFFICE FOR REGULATORY SERVICES 

Enterprise Regulations   

External Application for Certificate of Entitlement to Tax 

Incentives(CETI) using FIRMS 6 6 

External Renewal of Existing Certificate of Registration 1 1 

External Granting of New and Renewal of Existing 

Certificate of Accreditation or Permit to Operate 50 56 

External Issuance of Permit to Bring-In Local Articles 777 850 

External Issuance of Permit to Bring-In Imported Articles 2 2 

External Issuance of Permit to Bring-Out Local Articles 14 14 

External Issuance of Permit to Bring-Out Imported Articles 3 3 

External Issuance of Import Permit 24 25 

External Issuance of Export Clearance 1 1 

External Issuance of Gate Pass 846 942 

External Issuance of Certified True Copy of permit(s) issued 

at the Customs Clearance Area 1 1 

External Request for inspection of imported articles 

procedure 26 26 
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Zone Security and Public Safety   

External Conduct of Incident Investigation 1 1 

External Submission of Vessel Status Report to the PNP and 

Other Government Agencies 5 5 

OFFICE FOR AIRPORT MANAGEMENT 

External Approval of Request for Extension of Operating 

Hours 34 34 

External Approval of Request to Enter Vehicle at Airside 294 294 

External Issuance of Notice to Airmen (NOTAM) 

No 
Transaction 

No Transaction 

OFFICE FOR HUMAN RESOURCES AND ADMINISTRATION 

External Registration in the Labor Center 214 243 

OFFICE OF THE LEGAL COUNSEL 

External Handling of Whistleblowing Reports 

No 
Transaction 

No Transaction 

External Handling Data Privacy Breach and Complaints 

No 
Transaction 

No Transaction 

External Granting Request for Access or Correction of 

Personal Information 

No 
Transaction 

No Transaction 

OFFICE FOR INFRASTRUCTURE MANAGEMENT 

External Issuance of Building Permit 4 4 

External Issuance of Occupancy Permit 3 3 

External Processing of Work Permit for Telecommunication 

Companies/Individuals 2 2 

External Processing of Billing of Various Infra Related 

Requests (CAPEX Projects) 1 1 

Seaport Office 

External Application for Berthing/Anchorage Permit (Vessel 

Entrance) 288 288 

External Application for Undocking Permit (Vessel 

Departure) 280 280 

External Services Total 2943 3149 

 

II. Demographic Profile 

D1. Age and D2. Sex External Overall 

1. 19 or lower 17 0.58% 

2. 20-34 1210 41.11% 

3. 35-49 930 31.60% 

4. 50-64 540 18.35% 

5. 65 or higher 17 0.58% 

6. Did not specify 229 7.78% 

Total 2943 100.00% 
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1. Male 2479 84.23% 

2. Female 318 10.81% 

3. Did not specify 146 4.96% 

Total 2943 100.00% 

 

D3. Region External Overall 

1. I 2379 80.84% 

2. II 14 0.48% 

3. III 41 1.39% 

4. IV-A 13 0.44% 

5. MIMAROPA 0 0.00% 

6. V 2 0.07% 

7. VI 1 0.03% 

8. VII 1 0.03% 

9. VIII 2 0.07% 

10. IX 0 0.00% 

11. X 0 0.00% 

12. XI 0 0.00% 

13. XII 0 0.00% 

14. XIII 0 0.00% 

15. NCR 94 3.19% 

16. CAR 34 1.16% 

17. BARMM 0 0.00% 

18. Did not specify 362 12.30% 

Total 2943 100.00% 

 

Customer Type External Overall 

D4. Citizen 498 16.92% 

D4. Business 1706 57.97% 

D4. Government 183 6.22% 

D4. Did not specify 556 18.89% 

Total 2943 100.00% 

 

III. Count of CC and SQD results 

Citizen’s Charter (CC) Results 

 

Citizen's Charter Awareness Responses Percentage  

CC1. Which of the following describes your awareness of the 

CC?   

 

1-I know what a CC is and I saw this office's cc 2759 95.63%  

2-I Know what a CC is but did not see this office's CC 32 1.11%  
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3-I learned of the CC only when i saw this 0ffice's CC 80 2.77%  

4-I do not know what a CC is and I did not see one in this office 14 0.49%  

Did not specify 56 1.90% 2943 

Invalid 2 0.07%  

Total 2885 100.00%  

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

was..?   

 

1-Easy to see 2787 97.35%  

2-Somewhat easy to see 71 2.48%  

3-Difficult to see 4 0.14%  

4-Not visible at all 1 0.03%  

5-Not Applicable 22 0.75% 2943 

Did not specify 56 1.90%  

Invalid 2 0.07%  

Total 2863 100.00%  

CC3. If aware of CC, how much did the CC help you in your 

transaction?   

 

1-Helped very much 2756 96.84%  

2-somewhat helped 86 3.02%  

3-did not help 4 0.14%  

4-Not Applicable 22 0.75% 2943 

Did not specify 73 2.48%  

Invalid 2 0.07%  

Total 2846 100.00%  

 

SQD0 results 

 

Strongly 
Agree Agree 

Neither Agree 
nor Disagree Disagree 

Strongly 
Disagree N/A 

Total 
Responses Overall 

SQD0 2580 334 8 1 2 13 2938 99.62% 

Note: Not specified/Invalid answers are excluded (NS=4; Invalid=1) 

 

SQD 1-8 results 

 

Strongly 
Agree Agree 

Neither 
Agree nor 
Disagree Disagree 

Strongly 
Disagree N/A 

Total 
Responses Overall 

Responsiveness 2559 353 11 3 0 10 2936 99.52% 

Reliability 2601 317 7 0 0 12 2937 99.76% 

Access and 
Facilities 2553 334 11 0 1 37 2936 99.59% 

Communication 2580 323 12 0 0 16 2931 99.59% 

Costs 2098 231 7 1 1 597 2935 99.62% 

Integrity 2594 311 15 0 0 15 2935 99.49% 
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Assurance 2610 303 10 0 0 14 2937 99.66% 

Outcome 2588 320 10 1 1 17 2937 99.59% 

Overall 20183 2492 83 5 3 718 23484 99.60% 

Note: Not specified/Invalid responses were excluded: 

 Not Specified Invalid Answers 

Responsiveness 7 0 

Reliability 6 0 

Access and Facilities 7 0 

Communication 12 0 

Costs 8 0 

Integrity 7 .1 

Assurance 6 0 

Outcome 6 0 

Total 59 1 

 

IV. Overall score per service 

EXTERNAL SERVICES 

No. of 
'Strongly 

Agree' 
answers 

No. of 
'Agree' 

answers 

TOTAL 
(No. of 

'Strongly 
agree' 

answers 
+ No. of 
'Agree' 

answers 

No. of 
'NA' 

answers 
Number of 

Respondents 

TOTAL (No. 
of 

respondents-
No.of 'NA' 
answers) 

Overall 
Rating 

Office of the President 
and CEO        
External Request for 
Information 109 43 152 22 175 153 99.35% 

TOTAL 109 43 152 22 175 153 99.35% 

Community 
Development        
External Approval of 
Community Projects 82 9 91 13 104 91 100.00% 

TOTAL 82 9 91 13 104 91 100.00% 

Office for Business 
Development        
External Application 
for Lease or Sublease 
of Areas and Approval 
of the Business 
Proposals and Projects 24 8 32 0 32 32 100.00% 

External Application 
for PPFZ Registration 
and Grant of 0 0 0 0 0 0 

No 
Transaction 
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Incentives listed in the 
Strategic Investment 
Priority Plan (SIPP) 
using the Fiscal 
Incentives Registration 
and Monitoring 
System (FIRMS) 

External Generation 
and Issuance of PPFZ 
Certificate of 
Registration (COR) 
using the Fiscal 
Incentives Registration 
and Monitoring 
System (FIRMS) 0 0 0 0 0 0 

No 
Transaction 

External Granting of 
Request for Events at 
the Poro Point Baywalk 
Events Center and 
other areas inside the 
Poro Point Freeport 
Zone 187 27 214 1 215 214 100.00% 

TOTAL 211 35 246 1 247 246 100.00% 

Office for Regulatory 
Services        

Enterprise Regulations        
External Application 
for Certificate of 
Entitlement to Tax 
Incentives(CETI) using 
FIRMS 48 0 48 0 48 48 100.00% 

External Renewal of 
Existing Certificate of 
Registration 8 0 8 0 8 8 100.00% 

External Granting of 
New and Renewal of 
Existing Certificate of 
Accreditation or 
Permit to Operate 366 33 399 1 400 399 100.00% 

External Issuance of 
Permit to Bring-In 
Local Articles 5422 747 6169 16 6213 6197 99.55% 

External Issuance of 
Permit to Bring-In 
Imported Articles 8 0 8 0 16 16 50.00% 

External Issuance of 
Permit to Bring-Out 
Local Articles 112 0 112 0 112 112 100.00% 
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External Issuance of 
Permit to Bring-Out 
Imported Articles 24 0 24 0 24 24 100.00% 

External Issuance of 
Import Permit 192 0 192 0 192 192 100.00% 

External Issuance of 
Export Clearance 8 0 8 0 8 8 100.00% 

External Issuance of 
Gate Pass 5643 976 6619 70 6718 6648 99.56% 

External Issuance of 
Certified True Copy of 
permit(s) issued at the 
Customs Clearance 
Area 8 0 8 0 8 8 100.00% 

External Request for 
inspection of imported 
articles procedure 207 0 207 1 208 207 100.00% 

TOTAL 12046 1756 13802 88 13955 13867 99.53% 

Zone Security and 
Public Safety        
External Conduct of 
Incident Investigation 7 0 7 1 8 7 100.00% 

External Submission of 
Vessel Status Report to 
the PNP and Other 
Government Agencies 33 2 35 5 40 35 100.00% 

TOTAL 40 2 42 6 48 42 100.00% 

Office for Airport 
Management        
External Approval of 
Request for Extension 
of Operating Hours 203 35 238 34 272 238 100.00% 

External Approval of 
Request to Enter 
Vehicle at Airside 1701 357 2058 294 2352 2058 100.00% 

External Issuance of 
Notice to Airmen 
(NOTAM) 0 0 0 0 0 0 

No 
Transaction 

TOTAL 1904 392 2296 328 2624 2296 100.00% 

Office for Human 
Resources and 
Administration        
External Registration in 
the Labor Center 1192 231 1423 259 1707 1448 98.27% 

TOTAL 1192 231 1423 259 1707 1448 98.27% 

Office of the Legal 
Counsel        
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External Handling of 
Whistleblowing 
Reports 0 0 0 0 0 0 

No 
Transaction 

External Handling Data 
Privacy Breach and 
Complaints 0 0 0 0 0 0 

No 
Transaction 

External Granting 
Request for Access or 
Correction of Personal 
Information 0 0 0 0 0 0 

No 
Transaction 

TOTAL 0 0 0 0 0 0 
No 

Transaction 

Office for 
Infrastructure 
Management        
External Issuance of 
Building Permit 32 0 32 0 32 32 100.00% 

External Issuance of 
Occupancy Permit 24 0 24 0 24 24 100.00% 

External Processing of 
Work Permit for 
Telecommunication 
Companies/Individuals 16 0 16 0 16 16 100.00% 

External Processing of 
Billing of Various Infra 
Released Requests 
(CAPEX Projects) 7 0 7 1 8 7 100.00% 

TOTAL 79 0 79 1 80 79 100.00% 

Seaport Office         
External Application 
for 
Berthing/Anchorage 
Permit (Vessel 
Entrance) 2288 16 2304 0 2304 2304 100.00% 

External Application 
for Undocking Permit 
(Vessel Departure) 2232 8 2240 0 2240 2240 100.00% 

TOTAL 4520 24 4544 0 4544 4544 100.00% 

GRAND TOTAL 20183 2492 22675 718 23484 22766 99.60% 

Note: Not specified or invalid responses were excluded 

 

 

 

 

 



 
 
 
 

52 

INERNAL SERVICES 

I. Number of Clients completed the survey, and the total number of 

transactions for the year 2025 

INTERNAL SERVICES RESPONSES 

TOTAL 

TRANSACTIONS 

INTERNAL SERVICES 

BOARD OF DIRECTORS 

Internal Provision of Secretary’s Certificate 59 59 

OFFICE FOR REGULATORY SERVICES 

Zone Security and Public Safety   

Internal Conduct of Background Investigation 5 5 

OFFICE FOR HUMAN RESOURCES AND ADMINISTRATION 

Human Resources Management and Development   

Internal Approval of Request for Change of Work 

Schedule 125 125 

Internal Approval of Overtime/Compensatory Time 

Request 943 943 

Internal Approval of Application for Leave of 

Absence 606 606 

Internal Approval of the Release of Benefits after 

Employee Resignation 3 3 

Internal Approval of Retirement Benefits No Transaction No Transaction 

Property and General Services 

Internal Issuance of Supplies, Materials, Properties 

and Equipment  374 374 

Internal Approval of Repair and Maintenance of 

Vehicles 5 5 

Internal Approval of Request for Use of Vehicles 520 520 

Internal Approval of Request for Gas and Oil 215 215 

Procurement 

Internal Procurement of Goods and Services with an 

Approved 

Budget for the Contract Above 1 Million through 

Public 

Bidding 1 1 

Internal Procurement of Infrastructure Projects with 

an Approved 

Budget for the Contract Above 1 Million through 

Public 

Bidding 

No Transaction No Transaction 

Internal Procurement of Consulting Services with an 

Approved Budget 

No Transaction No Transaction 
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for the Contract Above 1 Million through Public 

Bidding  

Internal Procurement of Goods and Consulting 

Services Through 

Limited Source Bidding  

No Transaction No Transaction 

Internal Procurement of Goods through Direct 

Contracting  3 3 

Internal Procurement of Goods through Repeat Order 0 0 

Internal Procurement of Goods through Shopping 

Above 

PhP50,000.00  3 3 

Internal Procurement of Goods through Shopping 

Below 

PhP50,000.00  14 14 

Internal Procurement of Goods through Unforeseen 

Contingency  

No Transaction No Transaction 

Internal Procurement through Negotiated 

Procurement Highly 

Technical Consultants  

No Transaction No Transaction 

Internal Procurement through Negotiated 

Procurement Adjacent or 

Contiguous  

No Transaction No Transaction 

Internal Procurement through Negotiated 

Procurement after Two 

Failed Biddings  

No Transaction No Transaction 

Internal Procurement through Negotiated 

Procurement Agency to 

Agency  2 2 

Internal Procurement through Negotiated 

Procurement Emergency 

Cases  3 3 

Internal Procurement through Negotiated 

Procurement Lease of Real 

Property or Venue 1 1 

Internal Procurement through Negotiated 

Procurement Scientific, 

Scholarly or Artistic Work, Exclusive Technology 

and Media 

Services 2 2 

Internal Procurement through Negotiated 

Procurement Small Value 

Procurement Above PhP50,000.00 33 33 

Internal Procurement through Negotiated 

Procurement Small Value 

Procurement Below PhP50,000.00 195 195 
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Internal Procurement through Negotiated 

Procurement Take Over 

Contracts  

No Transaction No Transaction 

IT Services  

Internal Repair and Maintenance of Defective IT 

Equipment 54 54 

Internal Request for Website Posting 16 16 

OFFICE OF THE LEGAL COUNSEL 

Internal Provision of Legal Documents 1 1 

Internal Rendering of Legal Opinion 34 34 

OFFICE FOR FINANCE 

Internal Granting of Cash Advance for Travel  90 90 

Internal Granting of Petty Cash Advance 162 162 

Internal Services Total 3469 3469 

OVERALL TOTAL 6,392 6,618 

 

II. Demographic Profile 

 

D1. Age and D2. Sex Internal Overall 

1. 19 or lower 0 0.00% 

2. 20-34 653 18.82% 

3. 35-49 1612 46.47% 

4. 50-64 1048 30.21% 

5. 65 or higher 1 0.03% 

6. Did not specify 155 4.47% 

Total 3469 100.00% 

   
1. Male 2001 57.68% 

2. Female 1434 41.34% 

3. Did not specify 34 0.98% 

Total 3469 100.00% 

 

D3. Region Internal Overall 

1. I 3415 98.44% 

2. II 0 0.00% 

3. III 0 0.00% 

4. IV-A 0 0.00% 

5. MIMAROPA 0 0.00% 

6. V 0 0.00% 

7. VI 0 0.00% 
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8. VII 0 0.00% 

9. VIII 0 0.00% 

10. IX 0 0.00% 

11. X 0 0.00% 

12. XI 0 0.00% 

13. XII 0 0.00% 

14. XIII 0 0.00% 

15. NCR 0 0.00% 

16. CAR 0 0.00% 

17. BARMM 0 0.00% 

18. Did not specify 54 1.56% 

Total 3469 100.00% 

 

Customer Type Internal Overall 

D4. Citizen 14 0.40% 

D4. Business 4 0.12% 

D4. Government 3332 96.05% 

D4. Did not specify 119 3.43% 

Total 3469 100.00% 

 

III. Count of CC and SQD results 

Citizen’s Charter (CC) Results 

Citizen's Charter Awareness Responses Percentage  

CC1. Which of the following describes your 

awareness of the CC?   

 

1-I know what a CC is and I saw this office's cc 3450 100.00%  

2-I Know what a CC is but did not see this office's CC 0 0.00%  

3-I learned of the CC only when i saw this 0ffice's CC 0 0.00%  

4-I do not know what a CC is and I did not see one in 

this office 0 0.00% 

 

Did not Specify 19 0.55% 3469 

Total 3450 100.00%  

CC2. If aware of CC, would you say that the CC of 

this office was?   

 

1-Easy to see 3427 99.33%  

2-Somewhat easy to see 23 0.67%  

3-Difficult to see 0 0.00%  

4-Not visible at all 0 0.00%  

Not Applicable 0 0.00%  

Not Specified 19 0.55%  

Total 3450 100.00% 3469 
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CC3. If aware of CC, how much did the CC help you 

in your transaction?   

 

1-Helped very much 3369 98.71%  

2-somewhat helped 44 1.29%  

3-did not help 0 0.00%  

4-Not Applicable 37 1.08%  

Not Specified 19 0.56%  

Total 3413 100.00% 3469 

Note: Not specified/Not applicable responses were excluded 

SQD0 results 

 

Strongly 

Agree Agree 

Neither 

Agree nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

SQD0 3441 25 1 0 1 0 3468 99.94% 

Note: Not specified responses were excluded (NS=1) 

SQD 1-8 results 

 

Strongly 

Agree Agree 

Neither 

Agree 

nor 

Disagree Disagree 

Strongly 

Disagree N/A 

Total 

Responses Overall 

Responsiveness 3439 26 1 2 0 1 3469 99.91% 

Reliability 3438 25 1 0 0 5 3469 99.97% 

Access and 

Facilities 3406 25 1 0 0 37 3469 99.97% 

Communication 3436 25 1 0 0 7 3469 99.97% 

Costs 0 0 0 0 0 3468 3468 0% 

Integrity 3442 26 1 0 0 0 3469 99.97% 

Assurance 3442 26 1 0 0 0 3469 99.97% 

Outcome 3442 26 1 0 0 0 3469 99.97% 

Overall 24045 179 7 2 0 3518 27751 99.96% 

Note: Not specified/Invalid responses were excluded: 

 Not Specified Invalid Answers 

Responsiveness 0 0 

Reliability 0 0 

Access and Facilities 0 0 

Communication 0 0 

Costs 1 0 

Integrity 
0 .0 

Assurance 0 0 

Outcome 0 0 

Total 1 0 
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IV. Overall score per service 

INTERNAL SERVICES 

No. of 
'Strongly 

Agree' 
answers 

No. of 
'Agree' 

answers 

TOTAL 
(No. of 

'Strongly 
agree' 

answers 
+ No. of 
'Agree' 

answers 

No. of 
'NA' 

answers 
Number of 

Respondents 

TOTAL (No. 
of 

respondents-
No.of 'NA' 
answers) 

Overall 
Rating 

Board of Directors        
Board Secretariat        
Internal Provision of 

Secretary’s Certificate 407 0 407 65 472 407 100.00% 

Total 407 0 407 65 472 407 100.00% 

Office for Regulatory 

Services        
Zone Security and 

Public Safety        
Internal Conduct of 

Background 

Investigation 35 0 35 5 40 35 100.00% 

TOTAL 35 0 35 5 40 35 100.00% 

Office for Human 

Resources        

Human Resources 

Management and 

Development        
Internal Approval of 

Request for Change of 

Work Schedule 798 77 875 125 1000 875 100.00% 

Internal Approval of 

Overtime/Compensatory 

Time Request 6569 21 6590 947 7544 6597 99.89% 

Internal Approval of 

Application for Leave 

of Absence 4191 42 4233 615 4848 4233 100.00% 

Internal Approval of the 

Release of Benefits after 

Employee Resignation 14 7 21 3 24 21 100.00% 

Internal Approval of 

Retirement Benefits 0 0 0 0 0 0 

No 

Transaction 

TOTAL 11572 147 11719 1690 13416 11726 99.94% 

Property and General 

Services         
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Internal Issuance of 

Supplies, Materials, 

Properties and 

Equipment  2586 24 2610 382 2992 2610 100.00% 

Internal Approval of 

Repair and Maintenance 

of Vehicles  35 0 35 5 40 35 100.00% 

Internal Approval of 

Request for Use of 

Vehicles  3637 0 3637 523 4160 3637 100.00% 

Internal Approval of 

Request for Gas and Oil  1498 7 1505 214 1719 1505 100.00% 

TOTAL 7756 31 7787 1124 8911 7787 100.00% 

Procurement         
Internal Procurement of 

Goods and Services 

with an Approved  

Budget for the Contract 

Above 1 Million 

through Public  

Bidding  7 0 7 1 8 7 100.00% 

Internal Procurement of 

Infrastructure Projects 

with an Approved  

Budget for the Contract 

Above 1 Million 

through Public  

Bidding 0 0 0 0 0 0 

No 

Transaction 

Internal Procurement of 

Consulting Services 

with an Approved 

Budget 

for the Contract Above 

1 Million through 

Public 

Bidding 0 0 0 0 0 0 

No 

Transaction 

Internal Procurement of 

Goods and Consulting 

Services Through  

Limited Source Bidding 0 0 0 0 0 0 

No 

Transaction 

Internal Procurement of 

Goods through Direct 

Contracting 21 0 21 3 24 21 100.00% 

Internal Procurement of 

Goods through Repeat 

Order 0 0 0 0 0 0 

No 

Transaction 

Internal Procurement of 

Goods through 21 0 21 3 24 21 100.00% 
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Shopping Above  

PhP50,000.00  

Internal Procurement of 

Goods through 

Shopping Below  

PhP50,000.00  98 0 98 14 112 98 100.00% 

Internal Procurement of 

Goods through 

Unforeseen 

Contingency 0 0 0 0 0 0 

No 

Transaction 

Internal Procurement 

through Negotiated 

Procurement Highly  

Technical Consultants  0 0 0 0 0 0 

No 

Transaction 

Internal Procurement 

through Negotiated 

Procurement Adjacent 

or  

Contiguous 0 0 0 0 0 0 

No 

Transaction 

Internal Procurement 

through Negotiated 

Procurement after Two  

Failed Biddings 0 0 0 0 0 0 

No 

Transaction 

Internal Procurement 

through Negotiated 

Procurement Agency to  

Agency 14 0 14 2 16 14 100.00% 

Internal Procurement 

through Negotiated 

Procurement 

Emergency  

Cases  21 0 21 3 24 21 100.00% 

Internal Procurement 

through Negotiated 

Procurement Lease of 

Real  

Property or Venue 7 0 7 1 8 7 100.00% 

Internal Procurement 

through Negotiated 

Procurement Scientific,  

Scholarly or Artistic 

Work, Exclusive 

Technology and Media  

Services  14 0 14 2 16 14 100.00% 

Internal Procurement 

through Negotiated 

Procurement Small 

Value  231 0 231 33 264 231 100.00% 
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Procurement Above 

PhP50,000.00 

Internal Procurement 

through Negotiated 

Procurement Small 

Value  

Procurement Below 

PhP50,000.00 1355 0 1355 205 1560 1355 100.00% 

Internal Procurement 

through Negotiated 

Procurement Take Over  

Contracts  0 0 0 0 0 0 

No 

Transaction 

TOTAL 1789 0 1789 267 2056 1789 100.00% 

IT Services         
Internal Repair and 

Maintenance of 

Defective IT Equipment 371 0 371 61 432 371 100.00% 

Internal Request for 

Website Posting  112 0 112 16 128 112 100.00% 

TOTAL 483 0 483 77 560 483 100.00% 

Office of the Legal 

Counsel        
Internal Provision of 

Legal Documents  7 0 7 1 8 7 100.00% 

Internal Rendering of 

Legal Opinion 238 0 238 34 272 238 100.00% 

TOTAL 245 0 245 35 280 245 100.00% 

Office for Finance        
Internal Granting of 

Cash Advance for 

Travel 626 1 627 91 720 629 99.68% 

Internal Granting of 

Petty Cash Advance 1132 0 1132 164 1296 1132 100.00% 

TOTAL 1758 1 1759 255 2016 1761 99.89% 

GRAND TOTAL 24045 179 24224 3518 27751 24233 99.96% 

Note: Not specified or invalid responses were excluded 

 

 

 

 

 

 

 


