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1.

National Power Corporation 

INVITATION TO BID 
PUBLIC BIDDING - BCS 2022-0353

The NATIONAL POWER CORPORATION (NPC). through its approved Corporate Budget 
of CY 2022 intends to apply the sum of (Please see schedule belowj being the Approved Budget 
for the Contract (ABC) to payments under the contract. Bids received in excess of the ABC shall be 
automatically rejected at Bid opening.

PR NosJPB Ref No. & 
Description Similar Contracts Pre-bid

Conference

Bid
Submission 
/ Opening

ABC/ Amt. of
Bid Docs

HO-CBM22-001 /
PB220627-NA 00194

Supply and Delivery of various 
Medicines for NPC Head Office 
Clinic (CY 2022)

Supply and
Delivery of
Medicine

13 June 
2022

9:30 A.M

27 June 
2022

9:30 AM

Total
P 4.339.740.00 /
P 5,000.00

HO-CBM22-006 /
PB220627- NA 00195

Medical Laboratory Package - 
CY 2022 Annual Physical 
Checkup for NPC Head 
Office/Sucat/SPUG - Minuyan 
Personnel

Annual Physical 
Examination for at 
least Two Hundred 
Fifty (250)
Personnel

13 June 
2022

9:30 AM

27 June 
2022

9:30 AM
P 3,290,000.00 /
P 5.000.00

HO-SBP22-003 /
PB220627- NA 00197

Service Contract for the Conduct 
of NPC's Customer Satisfaction 
Rating Survey for CY 2022

Conduct of
Customer/Public 
Opinion Survey
and/or Social
Analysis and
Research

13 June 
2022

9:30 AM

27 June 
2022

9:30 A.M

P 1,674.654.00/
P 5,000.00

S1-MTS22-003 /
PB220426-JD (PB2)

Supply, Delivery and Test oi 
Three Phase Transformer Turn 
Ratio Tester for WMTSD

Supply, delivery 
and test of 3-Phase 
Transformer Turn 
Ratio Tester or 
electrical testing 
equipment /
instruments

13 June 
2022

9:30 AM

27 June 
2022

9:30 AM
P 1,200,000.00/
P 5.000.00
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Invitation to Bid - BCS 2022*0267

S1-MS622-024 /
PB220627-JD

Supply, Delivery, Installation, 
Propagation 
Commissioning 
Digital Radio 
System for 
Transmission 
Substations

Test and
of Two-Way 

Communication 
NPC Masbate 

Lines and

Supply, Delivery, 
Installation, Testing 
and
Commissioning of 
Two-Way Digital 
Radio
Communication
System

13 June 
2022 

9:30 A.M

27 June 
2022 

9:30 A.M
P 1,700,000.00/ 
P 5,000.00

S1-TOR22-001 /
PB220627- AD 00196

Supply, Delivery, Installation and 
Test of 1 X 200 KL POST 
including Construction of 
Containment Wall for Existing 
POST and Associated Pacilities 
forTorrijos DPP

• PCAB License: License Category 
of at least "Category D - General 
Building” and registration 
classification of at least “Small B - 
Mechanical Works”

Construction of 
Puei Oil Storage 
Tank or Water 
Storage Tank 
Including its
Concrete
Poundation and 
Associated Works 
with Capacity of 
not less 200 cu.m

13 June 
2022 

9:30 A.M

27 June 
2022 

9:30 A.M
P 8.276.000.00 / 
P 10,000.00

Venue: KaAao Function Room, NPC Bldg. Diliman, Quezon City

2. The NPC now invites bids for Items listed above. Delivery of the Goods is required (see table below) 
specified in the Technical Specifications. Bidders should have completed, within (see table below) from 
the date of submission and receipt of bids, a contract similar to the Project The description of an eligible 
bidder Is contained in the Bidding Documents, particularly, in Section II. (Instruction to Bidders).

PR No/s./PB Ref No/s. Delivery Period / Contract 
Duration

Relevant Period of SLCC reckoned from 
the date of submission & receipt of bids

HO-CBM22-001 Thirty (30) Calendar Days Two (2) Years

HO-CBM22-006 Sixty (60) Calendar Days Five (5) Years

HO-SBP22-003
Minimum of Eighty-Four (84) 

Calendar Days to a maximum of 
Ninety-Eight (98) Calendar Days

Five (5) Years

S1-MTS22-003 One Hundred Twenty (120) 
Calendar Days Five (5) Years

S1-MS622-024 Thirty (30) Calendar Five (5) Years

S1-TOR22-001 One Hundred Eighty (180) 
Calendar Days -

AFG-LOG-002.F03
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3.

4.

5.

Invitation to Bid - BCS 2022-0267

Bidding will be conducted through open competitive bidding procedures using a non-discretionary 
passnair criterion as specified in the 2016 revised Implementing Rules and Regulations flRRi of 
Republic Act (RA) No. 9184. v 1

Biding is restricted to Rlipino dtizens/sole proprietorships, partnerships, or organizations with at least 
percent (60%) interest or outstanding capital stock belonging to citizens of the Philippines, and to 

a^ens or organizations of a country the laws or regulations of which grant similar rights or privileges to 
Rlipino citizens, pursuant to RA 5183.

Prospective Bidders may obtain further information from National Power Corporation. Bids and Contracts 
Settees Division and inspect the Bidding Documents at the address given below during office hours 
(8;OOAM to 5:00PM), Monday to Friday.

A complete set of Bidding Documents may be acquired by interested Bidders from the given address and 
weteite(s) and upon payment of the applicable fee for the Bidding Documents, pursuant to the latest 
Guidelines issued by the GPPB. Bidding fee mav be refunded in accordance with the auideiinee hefted nn 
the grounds provided under Section 41 ofR.A. 9184 and its Revisted IRR

6. The National Power Corporation will hold Pre-Bid Conference (see table above) and/or through video 
conferencing or webcasting which shall be open to prospective bidders.

Only registered bidder/s shall be allowed to participate for the conduct of virtual pre-bid conference. 
Unregistered bidders may attend the Pre-Bid Conference at the Kaftao Room, NPC subject to the 
following:

a. Only a maximum of two (2) representatives from each bidder / company shall be allowed to 
participate during the virtual pre-bid conference.

b. A “No Face mask / No Entry" policy shall be implemented in the NPC premises. Face mask shall 
be 3-ply surgical or KN95 mask type.

c. The requirements herein stated including the medium of submission shall be subject to GPPB 
Resolution No. 09-2020 dated 07 May 2020

d. The Guidelines on the Implementation of Early Procurement Activities (EPA) shall be subject to
GPPB Circular No. 06-2019 dated 17 July 2019 '

7. Bids must be duly received by the BAC Secretariat through (i) manual submission at the office address 
indicated below: (ii) online or electronic submission before the specified time stated In the table above 
for opening of bids. Late bids shall not be accepted.

8. AII Bids must be accompanied by a bid security in any of the acceptable forms and in the amount stated 
in ITB Clause 14.

9. BicJ opening shall be on Kafiao Function Room, NPC Head Office. Diliman. Quezon City and/or via 
online platform to be announced by NPC. Bids will be opened in the presence of the bidders’ 
representatives who choose to attend the activity.

10. The National Power Corporation reserves the right to reject any and all bids, declare a failure of bidding. 
or not award the contract at any time prior to contract award in accordance with Sections 35.6 and 41 of 
the 2016 revised IRR of R.A. No. 9184, without thereby incurring any liability to the affected bidder or 
bidders.

11. For further information, please refer to;

AFG-LOG-002.F03 
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Invitatjon to Bid • BCS 2022-0267

Bids and Contracts Services Division,
Logistics Department
BIR Road cor. Quezon Avenue 
Diliman, Quezon City
Tel Nos.: 8924-5211 and 8921-3541 local 5244/5504 
Fax No.: 8922-1622
Email: bcsd@napocor.gov.ph / bcsd_napocor@yahoo.com 

12. You may visit the following websites:

For downloading of Bidding Documents: https://www.napocor.gov.ph/bcsd/bids.php

f. R0£^ T. TEVES
Vice PresidehL Powe^ngineering Services and 

Chairman/Btdg^d Awards Committee

AFG-LOG-002.F03 
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SECTION II - INSTRUCTIONS TO BIDDERS

SERVICE CONTRACT Wfl-THE CONDUCT OF NPC'S 
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PR NO. HO-SBP22-003

SECTION II - INSTRUCTIONS TO BIDDERS

1. Scope of Bid

The National Power Corporation (NPC or NAPOCOR) wishes to receive Bids for the 
SERVICE CONTRACT FOR THE CONDUCl OF NPC’S CUSTOMER SATISFACTION 
RATING SURVEY FOR CY 2022, with identification number PR No HO-SBP22-003.

The Procurement Project (referred to herein as "Project") is composed of one (1) lot and 
will be awarded to one (1) Bidder in one complete contract, the details of which are 
described in Section Vll (Technical Specifications).

2. Funding Information

2.1. The GOP through the source of funding as indicated below for CY 2022 in the 
amount of P 1,674,654.00.

2.2. The source of funding is the Corporate Operating Budget of the National Power 
Corporation.

3. Bidding Requirements

The Bidding for the Project shall be governed by all the provisions of RA No. 9184 and 
its 2016 revised IRR, including its Generic Procurement Manuals and associated 
policies, rules and regulations as the primary source thereof, while the herein clauses 
shall serve as the secondary source thereof.

Any amendments made to the IRR and other GPPB issuances shall be applicable only 
to the ongoing posting, advertisement, or IB by the BAC through the issuance of a 
supplemental or bid bulletin.

The Bidder, by the act of submitting its Bid, shall be deemed to have verified and 
accepted the general requirements of this Project, including other factors that may affect 
the cost, duration and execution or implementation of the contract, project, or work and 
examine all instructions, forms, terms, and project requirements in the Bidding 
Documents.

4. Corrupt, Fraudulent, Collusive, and Coercive Practices

The Procuring Entity, as well as the Bidders and Suppliers, shall observe the highest 
standard of ethics during the procurement and execution of the contract. They or 
through an agent shall not engage in corrupt, fraudulent, collusive, coercive, and 
obstructive practices defined under Annex “I" of the 2016 revised IRR of RA No. 9184 
or other integrity violations in competing for the Project.

5. Eligible Bidders

5.1. Only Bids of Bidders found to be legally, technically, and financially capable will 
be evaluated.

NATIONAL POWER CORPORATION ED I ll-ITB-l
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SECTION II - INSTRUCTIONS TO BIDDERS
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5.2. Foreign ownership exceeding those allowed under the rules may participate when 
citizens, corporations, or associations of a country, included in the list issued by 
the GPPB, the laws or regulations of which grant reciprocal rights or privileges to 
citizens, corporations, or associations of the Philippines.

The foreign bidder claiming eligibility by reason of their country’s extension of 
reciprocal rights to Filipinos shall submit a certification from the relevant 
government office of their country stating that Filipinos are allowed to participate 
in their government procurement activities for the same item/product. The said 
certification shall be validated during the post-qualification of bidders.

5.3. Pursuant to Section 23.4.1.3 of the 2016 revised IRR of RA No.9184, the Bidder 
shall have an SLCC that is at least one (1) contract similar to the Project the value 
of which, adjusted to current prices using the PSA's CPI, must be at least 
equivalent to at least fifty percent (50%) of the ABC.

5.4. The Bidders shall comply with the eligibility criteria under Section 23.4.1 of the 
2016 IRR of RA No. 9184.

6. Origin of Goods

There is no restriction on the origin of goods other than those prohibited by a decision 
of the UN Security Council taken under Chapter VII of the Charter of the UN, subject to 
Domestic Preference requirements under ITB Clause 18.

7. Subcontracts

7.1. The Bidder may subcontract portions of the Project to the extent allowed by the 
Procuring Entity as stated herein, but in no case more than twenty percent (20%) 
of the Project.

The portions of Project and the maximum percentage allowed to be subcontracted 
are indicated in the BDS, which shall not exceed twenty percent (20%) of the 
contracted Goods.

7.2. The Supplier may identify its subcontractor during the contract implementation 
stage. Subcontractors identified during the bidding may be changed during the 
implementation of this Contract. Subcontractors must submit the documentary 
requirements under Section 23.1 of the 2016 revised IRR of RA No. 9184 and 
comply with the eligibility criteria specified in ITB Clause 5 to the implementing or 
end-user unit.

7.3. Subcontracting of any portion of the Project does not relieve the Supplier of any 
liability or obligation under the Contract. The Supplier will be responsible for the 
acts, defaults, and negligence of any subcontractor, its agents, servants, or 
workmen as fully as if these were the Supplier's own acts, defaults, or negligence, 
or those of its agents, servants, or workmen.

8. Pre-Bid Conference

The Procuring Entity will hold a pre-bid conference for this Project on the specified date 
and time and either at its physical address and/or through videoconferencing/webcasting 
as indicated in paragraph 6 of the IB.

NATIONAL POWER CORPORATION CB.1: ll-ITB-2
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SECTION II - INSTRUCTIONS TO BIDDERS

SERVICE CONTRACT Mn THE CONDUCT OF NPC'S 
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PR NO. HO-S8P22-003

9. Clarification and Amendment of Bidding Documents

Prospective bidders may request for clarification on and/or interpretation of any part of
the Bidding Documents. Such requests must be in writing and received by the Procuring
Entity, either at its given address or through electronic mail indicated in the IB, at least
ten (10) calendar days before the deadline set for the submission and receipt of Bids.

10. Documents comprising the Bid: Eligibiiity and Technicai Components

10.1. The first envelope shall contain the eligibility and technical documents of the Bid 
as specified in Section VIII (NPCSF-GOODS-01 - Checklist of Technical and 
Financial Documents).

10.2. The Bidder’s SLCC as indicated in 1TB Clause 5.3 should have been completed 
within Five (5) Years prior to the deadline for the submission and receipt of bids.

10.3. If the eligibility requirements or statements, the bids, and all other documents for 
submission to the BAC are in foreign language other than English, it must be 
accompanied by a translation in English, which shall be authenticated by the 
appropriate Philippine foreign service establishment, post, or the equivalent office 
having jurisdiction over the foreign bidder's affairs in the Philippines. Similar to the 
required authentication above, for Contracting Parties to the Apostille Convention, 
only the translated documents shall be authenticated through an apostille pursuant 
to GPPB Resolution No. 13-2019 dated 23 May 2019. The English translation shall 
govern, for purposes of interpretation of the bid.

10.4. The Statement of the bidder’s Single Largest Completed Contract (SLCC) 
(NPCSF-GOODS-03) and List of all Ongoing Government & Private Contracts 
Including Contracts Awarded but not yet Started (NPCSF-GOODS-02) shall 
comply with the documentary requirements specified in the BPS.

11. Documents comprising the Bid: Financial Component

11.1. The second bid envelope shall contain the financial documents for the Bid as 
specified in Section Vlll (NPCSF-GOODS-01 - Checklist of Technical and 
Financial Documents).

11.2. If the Bidder claims preference as a Domestic Bidder or Domestic Entity, a 
certification issued by DTI shall be provided by the Bidder in accordance with 
Section 43.1.3 of the 2016 revised IRR of RA No. 9184.

11.3. Any bid exceeding the ABC indicated in paragraph 1 of the IB shall not be 
accepted.

11.4. For Foreign-funded Procurement, a ceiling may be applied to bid prices provided 
the conditions are met under Section 31.2 of the 2016 revised IRR of RANo. 9184.

12. Bid Prices

12.1. Prices indicated on the Price Schedule shall be entered separately in the following 
manner:

a. For Goods offered from within the Procuring Entity’s country:

NATIONAL POWER CORPORATION II-IT6-3
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PR NO. HO-SSP22-003

i. The price of the Goods quoted E<W (ex-works, ex-factory, ex­
warehouse, ex-showroom, or off-the-shelf, as applicable):

ii. The cost of all customs duties and sales and other taxes already paid or 
payable;

ill. The cost of transportation, insurance, and other costs incidental to 
delivery of the Goods to their final destination; and

iv. The price of other (incidental) services, if any, listed in the BPS. 

b. For Goods offered from abroad:

i. Unless othenvise stated in the BPS, the price of the Goods shall be 
quoted delivered duly paid (DDP) with the place of destination in the 
Philippines as specified in the BPS. In quoting the price, the Bidder shall 
be free to use transportation through carriers registered in any eligibie 
country. Similarly, the Bidder may obtain insurance services from any 
eligible source country.

ii. The price of other (incidental) services, if any, as listed in the BPS.

13. Bid and Payment Currencies

13.1. For Goods that the Bidder will supply from outside the Philippines, the bid prices 
may be quoted in the local currency or tradeable currency accepted by the BSP at 
the discretion of the Bidder. However, for purposes of bid evaluation. Bids 
denominated in foreign currencies, shall be converted to Philippine currency based 
on the exchange rate as published in the BSP reference rate bulletin on the day 
of the bid opening.

13.2. Payment of the contract price shall be made in Philippine Pesos.

14. Bid Security

14.1. The Bidder shall submit a Bid Securing Declaration or any form of Bid Security in 
the amount indicated in the BPS, which shall be not less than the percentage of 
the ABC in accordance with the schedule in the BPS.

14.2. The Bid and bid security shall be valid for One Hundred Twenty (120) calendar 
days from the dale of opening of bids. Any Bid not accompanied by an acceptable 
bid security shall be rejected by the Procuring Entity as non-responsive.

15. Sealing and Marking of Bids

Each Bidder shall submit one copy of the first and second components of its Bid.

The Procuring Entity may request additional hard copies and/or electronic copies of the
Bid. However, failure of the Bidders to comply with the said request shall not be a ground
for disqualification.

If the Procuring Entity allows the submission of bids through online submission or any
other electronic means, the Bidder shall submit an electronic copy of its Bid, which must

NATIONAL POWER CORPORATION ll-ITB-4
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be digitally signed. An electronic copy that cannot be opened or is corrupted shall be
considered non-responsive and, thus, automatically disqualified.

16. Deadline for Submission of Bids

16.1. The Bidders shall submit on the specified date and time and either at its physical 
address or through online submission as indicated in paragraph 7 of the IB.

17. Opening and Preliminary Examination of Bids

17.1. The BAG shall open the Bids in public at the time, on the date, and at the place 
specified in paragraph 9 of the IB. The Bidders’ representatives who are present 
shall sign a register evidencing their attendance. In case videoconferencing, 
webcasting or other similar technologies will be used, attendance of participants 
shall likewise be recorded by the BAG Secretariat.

In case the Bids cannot be opened as scheduled due to justifiable reasons, the 
rescheduling requirements under Section 29 of the 2016 revised IRR of RA No. 
9184 shall prevail.

17.2. The preliminary examination of bids shall be governed by Section 30 of the 2016 
revised IRR of RA No. 9184.

18. Domestic Preference

18.1. The Procuring Entity will grant a margin of preference for the purpose of 
comparison of Bids in accordance with Section 43.1.2 of the 2016 revised IRR of 
RANo. 9184.

19. Detailed Evaluation and Comparison of Bids

19.1. The Procuring Entity’s BAG shall immediately conduct a detailed evaluation of all 
Bids rated “passed," using non-discretionary pass/fail criteria. The BAG shall 
consider the conditions in the evaluation of Bids under Section 32.2 of the 2016 
revised IRR of RA No. 9184.

19.2. If the Project allows partial bids, bidders may submit a proposal on any of the lots 
or items, and evaluation will be undertaken on a per lot or item basis, as the case 
maybe. In this case, the Bid Security as required by ITB Glause 14 shall be 
submitted for each lot or item separately.

19.3. The descriptions of the lots or items shall be indicated in Section VI (Technical 
Specifications), although the ABGs of these lots or items are indicated in the 
BPS for purposes of the NFGG computation pursuant to Section 23.4.2.6 of the 
2016 revised IRR of RA No. 9184. The NFGG must be sufficient for the total of 
the ABGs for all the lots or items participated in by the prospective Bidder.

19.4. The Project shall be awarded to one (1) Bidder in one complete contract.

19.5. Except for bidders submitting a committed Line of Gredit from a Universal or 
Gommercial Bank in lieu of its NFGG computation, all Bids must include the 
NFGG computation pursuant to Section 23.4.1.4 of the 2016 revised IRR of RA 
No. 9184, which must be sufficient for the total of the ABGs for all the lots or 
Items participated in by the prospective Bidder. For bidders submitting the

NATIONAL POWER CORPORATION ll-ITB-5
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committed Line of Credit, it must be at least equal to ten percent (10%) of the 
ABCs for all the lots or items participated in by the prospective Bidder.

20. Post-Qualification

20.1. Within a non-extendible period of five (5) calendar days from receipt by the 
Bidder of the notice from the BAC that it submitted the Lowest Calculated Bid, 
the Bidder shall submit its latest income and business tax returns filed and paid 
through the BIR Electronic Filing and Payment System (eFPS) and other 
appropriate licenses and permits required by law and stated in the BDS.

21. Signing of the Contract

21.1. The documents required in Section 37.2 of the 2016 revised IRR of RA No. 9184 
shall form part of the Contract. Additional Contract documents are indicated in 
the BOS.

NATIONAL POWER CORPORATION ll-ITB-6
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SECTION III - BID DATA SHEET
ITB

Clause
5.3 For this purpose, similar contracts shall refer to conduct of customer/public 

opinion survey and/or social analysis and research.

The Single Largest Completed Contract (SLCC) as declared by the bidder shall 
be verified and vaiidated to ascertain such completed contract. Hence, bidders 
must ensure access to sites of such projects/equipment to NPC representatives 
for verification and validation purposes during post-qualification process.

It shall be a ground for disqualification, if verification and validation cannot be 
conducted for reasons attributable to the Bidder.

7.1

10.4

Subcontracting may be allowed on transport, local/non-skilled labor under the
supervision of the Bidder. The Bidder shali not be relieved from any liability or 
obligation that may arise from the performance of the Subcontractor.

The list of ongoing contracts (Form No. NPCSF-GOODS-02) shall be supported 
by the following documents for each on-going contract to be submitted during 
Post-Qualification:

1. Contract/Purchase Order and/or Notice of Award

2. Certification coming from the project owner/client that the performance is 
satisfactory as of the bidding date

The bidder shall declare in this form all his on-going government and private 
contracts including contracts where the bidder (either as individual or as a Joint 
Venture) is a partner in a Joint Venture agreement other than his current joint 
venture where he is a partner. Non declaration will be a ground for 
disqualification of bid.

The Statement of the bidder’s Single Largest Completed Contract (SLCC) 
similar to the contract to be bid (Form No. NPCSF-GOODS-03) shall be 
supported by the following documents to be submitted during Bid Opening:

1. Contract/Purchase Order

2. Certificate of Acceptance: or Certificate of Completion; or Official Receipt 
(O.R): or Sales Invoice

The prospective bidders shall declare its Joint Venture partner during the 
purchase of bid/tender documents. Any single bidder/s who already 
procured/secured the bidding documents but want to avail the Joint Venture 
Agreement (JVA) shall inform the BAC in writing prior to the bid opening for 
records and documentation purposes. Failure to do so shall be a ground for 
disqualification/non-acceptance of its bid.
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10.5 Bidders shall also submit the following requirements in their first envelope, 
Eligibility and Technical Component of their bid:

1. Documents to be submitted with the Bid/Proposal as specified in Clause 
TS-6.0(a) of Section VI - Technical Specifications;

The key personnel proposed by the Bidder, which were evaluated to be 
compliant to NPC's requirements shall not be replaced and must be the 
same professional staff during the contract implementation. Any proposed 
changes/replacement of said personnel may be allowed on meritorious 
reasons subject to validation and prior approval by NPC.

2. Complete eligibility documents of the proposed sub-contractor, if any

12 The price of the Goods shall be quoted DDP Project Site or the applicable
International Commercial Terms (INCOTERMS) for this Project.

14.1 The bid security shall be in the form of a Bid Securing Declaration, or any of the
following forms and amounts:

a) The amount of not less two percent (2%) of ABC, if bid security is in cash, 
cashier's/manager's check, bank draft/guarantee or irrevocable letter of 
credit; or

b) The amount of not less than five percent (5%) of ABC, if bid security is in 
Surety Bond.

19.3 The Goods are grouped together in one (1) lot and will be awarded to one (1) 
Bidder in one complete contract.

Partial bid is not allowed. The Goods are grouped in a single lot and the lot shall 
not be divided into sub-lots for the purpose of bidding, evaluation, and contract 
award.

The Bidders bid offer must be within the ABC of the lot.

Bid offers that exceed the ABC of the lot with incomplete price, shall be rejected.

19.5 If the Bidder opted to submit a Committed Line of Credit (CLC), the bidder must 
submit a granted credit line valid/effective at the date of bidding.

20.1 Additional documents to be submitted during Post-Qualification;

a. Contract/Purchase Order and/or Notice of Award for the contracts stated in 
the List of all Ongoing Government & Private Contracts Including Contracts 
Awarded but not yet Started (NPCSF-GOODS-02);

b. Certification coming from the project owner/client that the performance is 
satisfactory as of the bidding date for all ongoing contracts stated in Form 
NPCSF-GOODS-02;

20.2 The licenses and permits relevant to the Project and the corresponding law 
requiring it as specified in the Technical Specifications, if any.

21.2 Notice to Proceed.
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SECTION IV - GENERAL CONDITIONS OF CONTRACT

Scope of Contract

This Contract shall include all such items, although not specifically mentioned, that can 
be reasonably inferred as being required for its completion as if such items were 
expressly mentioned herein. All the provisions of RA No. 9184 and its 2016 revised 
IRR, including the Generic Procurement Manual, and associated issuances, constitute 
the primary source for the terms and conditions of the Contract, and thus, applicable 
in contract implementation. Herein clauses shall serve as the secondary source for 
the terms and conditions of the Contract.

This is without prejudice to Sections 74.1 and 74.2 of the 2016 revised IRR of RA No. 
9184 allowing the GPPB to amend the IRR. which shall be applied to all procurement 
activities, the advertisement, posting, or invitation of which were issued after the 
effectivity of the said amendment.

Additional requirements for the completion of this Contract shall be provided in the 
Special Conditions of Contract (SCC).

Advance Payment and Terms of Payment

2.1. Advance payment of the contract amount is provided under Annex “D” of the 
revised 2016 IRR of RA No. 9184.

2.2. The Procuring Entity is allowed to determine the terms of payment on the partial 
or staggered delivery of the Goods procured, provided such partial payment 
shall correspond to the value of the goods delivered and accepted in 
accordance with prevailing accounting and auditing rules and regulations. The 
terms of payment are indicated in the SCC.

Performance Security

3.1. Within ten (10) calendar days from receipt of the Notice of Award by the Bidder 
from the Procuring Entity but in no case later than the signing of the Contract 
by both parties, the successful Bidder shall furnish the performance security in 
any of the forms prescribed in Section 39 of the 2016 revised IRR of RA No. 
9184.

3.2. The performance bond to be posted by the Contractor must also comply with 
additional requirements specified in the SCC.

Inspection and Tests

The Procuring Entity or its representative shall have the right to inspect and/or to test 
the Goods to confirm their conformity to the Project specifications at no extra cost to 
the Procuring Entity in accordance with the Generic Procurement Manual. In addition 
to tests in the SCC, Section VI (Technical Specifications) shall specify what 
inspections and/or tests the Procuring Entity requires, and where they are to be 
conducted. The Procuring Entity shall notify the Supplier in writing, in a timely manner, 
of the identity of any representatives retained for these purposes.
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All reasonable facilities and assistance for the inspection and testing of Goods, 
including access to drawings and production data, shall be provided by the Supplier to 
the authorized inspectors at no charge to the Procuring Entity.

Warranty

5.1 In order to assure that manufacturing defects shall be corrected by the Supplier, 
a warranty shall be required from the Supplier as provided under Section 62.1 
of the 2016 revised IRR of RA No. 9184.

5.2 The Procuring Entity shall promptly notify the Supplier in writing of any claims 
arising under this warranty. Upon receipt of such notice, the Supplier shall, 
repair or replace the defective Goods or parts thereof without cost to the 
Procuring Entity, pursuant to the Generic Procurement Manual.

Liability of the Supplier

The Supplier’s liability under this Contract shall be as provided by the laws of the 
Republic of the Philippines.

If the Supplier is a joint venture, all partners to the joint venture shall be jointly and 
severally liable to the Procuring Entity.
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SECTION IV - SPECIAL CONDITIONS OF CONTRACT
GCC

Clause
1 The contractor shall complete the required services specified in the Scope of 

Works and submit the deliverables/end-products specified in Section IV - 
Technical Specifications.

2.2 Mode of Payment is specified under Clause 11.0 of the Section VI - Technical 
Specifications

3.2 1. The following must be indicated in the performance bond to be posted by 
the Contractor:

Company Name 
Correct amount of the Bond 
Contract/Purchase Order Reference Number 

iv. Purpose of the Bond;
“To guarantee the faithful performance of the Principal’s obligation to 
undertake (Contract/Purchase Order Description) in accordance with 
the terms and conditions of (Contract No. & Schedule/Purchase Order 
No.) entered into by the parties."

2. The bond shall remain valid and effective until the duration of the contract 
(should be specific date reckoned from the contract effectivitv) plus sixty 
(60) days after NPC’s acceptance of the last delivery/final acceptance of 
the project.

3. In case of surety bond, any extension of the contract duration or delivery 
period granted to the CONTRACTOR shall be considered as given, and 
any modification of the contract shall be considered as authorized, as if 
with the expressed consent of the surety, provided that such extension or 
modifications falls within the effective period of the said surety bond. 
However, in the event that the extension of the contract duration or 
delivery schedule would be beyond the effective period of the surety bond 
first posted, it shall be the sole obligation of the CONTRACTOR to post an 
acceptable Performance Security within ten (10) calendar days after the 
contract duration/delivery period extension has been granted by NPC.

4. Other required conditions in addition to the standard poiicy terms issued 
by the Bonding Company;

i. The bond is a penal bond, callable on demand and the entire amount 
thereof shall be forfeited in favor of the Obligee upon default of the 
Principal without the need to prove or to show grounds or reasons for 
demand for the sum specified therein;

ii. The amount claimed by the Obligee under this bond shall be paid in 
full and shall never be subject to any adjustment by the Surety:

ill. In case of claim, the Surety shall pay such claim within sixty (60) days 
from receipt by the Surety of the Obligee’s notice of claini/demand 
letter notwithstanding any objection thereto by the Principal.

The inspections and tests that will be conducted are specified in the Technical 
Specifications.
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SECTION VI - TECHNICAL SPECIFICATIONS

1.0 SERVICES “LABOR AND MATERIAL”

The Contractor shall fully and faithfully furnish all labors, materials, equipment, 
and instruments to complete the conduct of the CY 2022 Customer Satisfaction 
Rating Sun/ey works, as prescribed in Clause 4.0- Scope of Works hereunder.

2.0 PROJECT DESCRIPTION

The National Power Corporation (NPC) is a government-owned and controlled 
corporation duly organized and existing under and by virtue of Republic Act No. 
6395, As Amended. With the implementation of the Electric Power Industry 
Reform Act of 2001 (EPIRA), NPC ceded, through sale by the Power Sector 
Assets and Liabilities Management (PSALM) Corporation, the majority of its 
power facilities in the main grids to the private sector. NPC’s mandates under the 
EPIRA are the following;

1. Perform Missionary Electrification in areas that are not connected to the 
main grid transmission system;

2. Manage eleven (11) watershed areas supporting power plants covering 
476,469 hectares all over the country;

3. Manage twelve (12) dams nationwide and coordinate with all 
stakeholders to ensure the safety of communities and environs;

4. Operate and maintain undisposed power generating assets, including the 
Agus and Pulangi Complexes in Mindanao with a combined capacity of 
1,001.10 MW, under an Operation and Maintenance Agreement (OMA) 
with PSALM.

in a bid to continually improve our services to our customers and stakeholders, 
the NPC will implement a Customer Satisfaction Rating Survey to be conducted 
by a Third Party as required by the Governance Commission for Government- 
Owned or Controlled Corporations (GCG).

This survey will provide tangible and verifiable data on how effective NPC is in 
delivering its services in accordance with its mandate to provide reliable 
electricity in the missionary areas and allied/technical services from the 
Watershed Department. Dams Department and Corporate and how these 
services impact its customers and stakeholders. Further, the percentage of 
satisfied customers as a result of this survey will be reflected in the 2022 NPC 
Performance Scorecard.

NPC’s customers and stakeholders shall be the target respondents for the 
survey.

3.0 OBJECTIVE

To determine the level of satisfaction of the NPC's customers and stakeholders 
in accordance with the NPC’s mandate to provide reliable electricity in the 
missionary areas and allied/technical services from the Watershed Department, 
Dams Department and Corporate.
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4.0 SCOPE OF WORKS

The Contractor shall be responsible for the conduct of the Customer Satisfaction 
Survey from the Inception Meeting and Discussion of Sampling Design, 
Methodology, Protocols and Workplan for this undertaking up to Submission of 
Final Report to NPC Management.

The survey population based on the category of service and geographical 
distribution of customers and stakeholders is shown in Annex A.

All customers and stakeholders shall be sent a survey questionnaire. However, a 
minimum of sixty percent (60%) of the total Identified number of customers and 
stakeholders for each service category and geographical location shall be 
subjected to the survey study.

The target respondents for the Customer Satisfaction Survey are listed in Annex 
B.

5.0 METHODOLOGY

The Contractor shall conduct the Customer Satisfaction Survey pursuant to the 
“Enhanced Standard Guidelines on the Conduct of Customer Satisfaction Survey 
of the GOCCs under the Jurisdiction of GCG” per GCG letter dated 24 
September 2019 (Annex Debased on the GCG-approved Revised Survey 
Questionnaires Starting 2020 (Annex D).

Pursuant to the GCG’s “Classification of GOCC’s According to Survey 
Methodology” (Annex to the Enhanced Standard Guideline), NPC shall adopt the 
guidelines under Part II, Data Gathering Methods, Item B- Method B: Telephone 
Interview or Face-to-Face Interview for its customers as follows;

Face-to-Face Small Power Utilities Group (SPUG), Watershed 
and Dams Communities

Telephone New Power Providers (NPPs), Qualified Third Parties 
(QTPs) and Corporate/Main Grid Services

The GCG however, in its letter dated 17 Jluary 2022 informed NPC that 
considering the Covid-19 pandemic is still causing uncertainties in the capacity of 
the GOCCs to fully comply with the requirements of the Enhanced Standard 
Methodology for the conduct of the Customer Satisfaction Survey, it EXTENDS 
the applicability of the “Additional Guidelines in the Conduct of Customer 
Satisfaction Survey (CSS) for 2020 in the GOCC Sector" to the conduct of CSS 
for 2022. Such information and the previously-issued Notice to all GCG 
Stakeholders dated 26 February 2021 prescribing therein the applicability of the 
previously issued Notice to All GCG Stakeholders dated 14 August 2020 are 
attached as (Annex E).
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6.0 DOCUMENTS TO BE SUBMITTED

a) To be submitted with the bid/proposal for evaluation:

a.1 Contractor’s Work Plan and Schedule/Timeline pursuant to the 
requirements of the GCG;

a.2 Notarized certification from the Contractor that the assigned project 
personnel are capable of working full time in relation to NPC's 
identified timeline; and

a. 3 CV/Credentials of personnel who will be assigned to the project.

b) To be submitted during contract implementation to the Vice-President,
Corporate Affairs:

b. 1 First Report in three (3) hard copies;

b.2 Draft Final Report in three (3) hard copies; and

b.3 Final Report in fifteen (15) hardbound copies and electronic copy in 
USB of ail documents comprising the said report

7.0 NPC’S OBLIGATIONS

NPC's obligations are the following:

a. Provide staff assistance during the conduct of the survey in all NPC 
service areas, whenever necessary; and

b. Provide customers' and stakeholders’ data and other relevant documents 
requested by the Contractor;

8.0 CONTRACTOR’S OBLIGATIONS

Contractor’s obligations are the following: 

a. Ensure the assignment of competent staff that will conduct the survey:

b.

c.

d.

e.

Arrange and pay for the required hotel accommodation, meals, traveling 
and incidental expenses of its assigned personnel consistent with the 
approved Work Plan, and submit required documents:

Submission of all the documents/reports/info/data required by the GCG in 
the Enhanced Guideline on the Conduct of Customer Satisfaction 
Survey:

All the materials/references and relevant data used by the Contractor in 
the coming up with the Final Report shall be surrendered to NPC as the 
latter’s exclusive properties;

Submission of Reports (First, Draft Final and Final Reports) ensuring 
completeness of “Deliverables to be Submitted” as identified in the GCG 
Enhanced Guideline on a pre-determined time/schedule;
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f. The Contractor and its assigned project personnel shall treat all 
information as strictly confidential and shall not disclose such information 
to any third party without prior written approval from NPC.

9.0 CONTRACT DURATION

The contract period shall be for a minimum of eighty-four (84) calendar 
days to a maximum of ninety-eight (98) calendar days reckoned from the 
date stated in the Notice to Proceed.

The activities and their durationare as follows:

Activities/Oeliverables DURATION

1. Inception meeting and discussion of sampling design, 
methodology, protocols and work plan

Seven (7) cal. 
days

2. Review, add questions specific for the GOCC 
(optional), format, and translate survey instrument

Seven (7) cal. 
days

3. Pilot testing of survey instrument and feedback for 
possible revisions (optional, if there are major 
additions)

Fourteen (14) cal. 
days

4. Finalization of survey instrument Seven (7) cal. 
days

5. Recruit, train, and submit list of final field team to be 
deployed

Seven (7) cal. 
days

6. Data collection set up (including production and 
preparation of fieldwork materials)

Seven (7) cal. 
days

7. Data collection proper Seven (7) to 
fourteen (14) cal. 
Days

8. Data cleaning and validation, and computation of 
descriptive statistics

Fourteen (14) cal. 
days

9. Writing and submissionof reports
a. First Report
b. Draft Final Report
c. Final Report

Fourteen (14) to 
twenty-one (21) 
cal. Days

Total: Eighty-four (84) 
to Ninety-Eight 
(98) cal. days

10.0 PROJECT TEAM

As required by GCG, the Contractor shall employ for the project implementation 
the hereunder listed minimum required personnel pursuant to the guidelines 
under Part IX of the Enhanced Guideline:

Position Number
Overall/Project Manager 1
Asst. Project Manager
Statistician/Asst. Proiect Manager 2
Field Manager 1
Data Processing Manager 1
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Field Supervisors Depends on Area Coverage; At least 1 
per major area

Data Processing Supervisors 2
Proqrammers/Scripters (incl. checker) 2
Data Processing Assistant (incl. checker) 2
GrouD Leaders At least 1 for every 5 Interviewers
Field Interviewers Depends on the sample size; Maximum 

No. of Interviews/Interviewer should only 
be 15% of the Total Sample

Coders Depends on the number of questions 
to be coded

Field Quality Checkers/Back-Checkers Depends on the Sample Size; Should 
be able to Back-Check at least 30% of 

the Total Sample Size

Following are the required minimum qualification:
a. Project Manager- must be graduate of any four (4) year course, with Masters 

degree, with ten (10) years experience in the conduct of customer 
satisfaction surveys

b. Asst. Project Manager/Statistician- must be a graduate of any four (4)- year 
course, with Masters degree, with six (6)- year experience in the conduct of 
customer satisfaction surveys

c. Field Manager- must be a graduate of any four (4)- year course, with four (4)- 
year experience in the conduct of customer satisfaction surveys

d. Data Processing Manager- must be a graduate of any four (4)- year course, 
with four (4)- year experience in the conduct, processing, and analysis of 
data on customer satisfaction surveys

e. Field Supervisor- must be a graduate of any four (4)- year course, with four 
(4)- year experience in overseeing all tasks related to data collection which 
include recruitment of field team on the conduct of customer satisfaction 
surveys

f. Data Processing Supervisor- must be a graduate of any four (4)- year course 
with three (3)- year experience in the conduct and processing of customer 
satisfaction surveys

11.0 MODE OF PAYMENT

NPC shall pay the Contractor according to the following terms:

20% Upon NPC approval of the Contractor’s submitted Work Plan 
which includes the list of identified respondents, survey 
methodology and timeline

20% Upon NPC’s approval of Final Survey Instrument

40% Upon NPC’s approval of the Contractor’s Draft Final Report to 
include agreed on revisions in the First Report

20% Upon submission of the Final Report.

100%
NATIONAL POWER CORPORATION VI-TS-5



BIO DOCUMENTS

SECTION VI - TECHNICAL SPECIFICATIONS

SERVICE CONTRACT 
CUSTOMER SATISFACTI IL THE CONDUCT OF NPC'S 

RVEY CY 2022
PR NO. HO-SBP22-003

All payments mentioned above shall be subject to NPC's standard accounting 
and auditing procedures.

12.0 ANNEXES

Attached are the following:

Annex A- Geographical Distribution of Target Respondents

Annex B- List of Target Respondents

Annex C- Enhanced Guidelines on the Conduct of Customer Satisfaction 
Survey of the GOCCs under the Jurisdiction of GCG Including 
Classification of GOCCs According to Sun/ey Methodology

Annex D- GCG-Prescribed Survey Questionnaires

Annex E - Letter from GCG on the Applicability of the “Additional 
Guidelines in the Conduct of Customer Satisfaction Survey 
(CSS) for 2020 in the GOCC Sector" to the Conduct of CSS for 
2022.

*NOTE: Subject to any supplemental guidelines that may be prescribed 
by GCG
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ITEM NO. DESCRIPTION

UNIT PRICE OF SERVICES TO BE 
RENDERED TOTAL PRICE

QTY. UNIT Unit Price of 
Services 

(Phot

Value Added Tax 
& other Taxes 

(Phot
[c X (e + 0)

(a) (b) (c) (d) (e) (f) (q)

1.0 Service Contract for the Conduct of 
NPC's Customer Satisfaction Survey CY 
2022.

1 Lot

Note:6/d Price must be supported with 
detailed cost estimates.

TOTAL BID AMOUNT (Php)

Name of Bidder:

Authorized Representative: 

Signature of Representative:
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Contracts
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Standard Form No: NPCSF-GOODS-Q1

Checklist of Technical & Financial Envelope Requirements for Bidders

A. THE 1st envelope (TECHNICAL COMPONENT) SHALL CONTAIN THE FOLLOWING:
1. EuGiBiLiTY Documents 

a. (Class A)
^ Any of the following:

• PhilGEPS Certificate of Registration and Membership under Platinum Category in
accordance with Section 8.5.2 of the IRR;

OR:

• The following updated and valid Class “A" eligibility documents enumerated under “Annex
A" of the Platinum Membership:
■ Registration Certificate from the Securities and Exchange Commission (SEC) for 

corporations, Department of Trade and Industry (DTI) for sole proprietorship, or 
Cooperative Development Authority (CDA) for cooperatives:

■ Mayor’s/Business permit issued by the city or municipality where the principal place of 
business of the prospective bidder is located, or the equivalent document for Exclusive 
Economic Zones or Areas.
In cases of recently expired Mayor’s/Business permits, it shall be accepted together 
with the official receipt as proof that the bidder has applied for renewal within the period 
prescribed by the concerned local government unit, provided that the renewed permit 
shall be submitted as a post qualification requirement in accordance with Section 34.2 
of the Revised IRR of RA 9184.

■ The prospective bidder’s audited financial statements, showing, among others, the 
prospective bidder’s total and current assets and liabilities, stamped “received" by the 
BIR or its duly accredited and authorized institutions, for the preceding calendar year 
which should not be earlier than two (2) years from the date of bid submission.

■ Tax clearance per Executive Order 398, Series of 2005, as finally reviewed and 
approved by the BIR or as stated under GPPB NPM-039-2014, for Non-Resident 
Foreign Corporation (NRFC) and Non-Resident Alien Not Engaged in Trade or 
Business (NRANETB), a Delinquency Verification Certificate may be submitted as a 
form of Tax Clearance:

OR:

• A combination thereof

y Statement of all its ongoing government and private contracts if any, whether similar or not 
similar in nature and complexity to the contract to be bid (NPCSF‘GOODS-02)

^ The Statement of the bidder’s Single Largest Completed Contract (SLCC) similar to the 
contract to be bid, and whose value, adjusted to current prices using the Philippine Statistics 
Authority (PSA) consumer price index, must be at least 50% of the ABC (NPCSF-GOODS‘03) 
complete with the following supporting documents;

1. Contract/Purchase Order
2. Certificate of Acceptance: or Certificate of Completion: or Official Receipt (O.R): or Sales 

Invoice
(The Single Largest Completed Contract (SLCC) as declared by the bidder shall bo verified and validated to 
ascertain such completed contract. Hence, bidders must ensure access to sites ot such projects/equipment to 
NFC representatives for verification and validation purposes during post-qualification process.
It shall be a ground for disqualification, if verificaticn and validation cannot bo conducted for reasons 
attributable to the Bidder.)
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This Checklist of Requirements shall be provided to prospective suppliors/contraciors including all forms. Suppliers/contraclors are 
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^ Duly signed computation of its Net Financial Contracting Capacity (NFCC) at least equal to the 
ABC (NPCSF-GOODS-04) or a Committed Lino of Credit (CLC) at least equal to ten percent 
(10%) of the ABC, issued by a Universal or Commercial Bank; If the Bidder opted to submit a 
Committed Line of Credit (CLC), the bidder must submit a granted credit line valid/effective at 
the date of bidding.

b. (Class B)
'P' For Joint Venture (if applicable), any of the following:

• Valid Joint Venture Agreement (NPCSF-GOODS-05)
OR

• Notarized statements from all the potential joint venture partners stating that they will enter 
into and abide by the provisions of the JVA, if awarded the contract

P Certification from the relevant government office of their country slating that Filipinos are 
allowed to participate in their government procuiement activities for the same item/product (For 
foreign bidders claiming eligibility by reason of their country's extension of reciprocal rights to 
Filipinos)

2. Technical Documents

P Bid Security, any one of the following:

Bid Securing Declaration (NPCSF-GOODS*06c)
OR

• Cash or Cashier’s/Manager’s check issued by a Universal or Commercial Bank - 2% of 
ABC;

OR
• Bank draft/guarantee or irrevocable letter of credit issued by a Universal or Commercial 

Bank: (NPCSF-GOODS-O6a) - 2% of ABC;
OR

• Surety Bond callable upon demand issued by a reputable surety or insurance company 
(NPCSF-G00DS-06b) ■ 5% of ABC, with

■ Certification from the Insurance Commission as authorized company to issue surety

P Duly signed, completely filled-out and notarized Omnibus Sworn statement (Revised) (NPCSF* 
GOODS-07), complete with the following attachments:

• For Sole Proprietorship:

■ Special Power of Attorney

• For Partnership/Corporation/Cooperative/Joint Venture:

■ Document showing proof of authorization (e.g., duly notarized Secretary's Certificate, 
Board/Partnership Resolution, or Special Power of Attorney, whichever is applicable)

P Data and Information to be submitted with the Bid/Proposal as specified in Clause TS- 
6.0(a) of Section VI - Technical Specifications

P Complete eligibility documents of the proposed subcontractor, if any

Page 2 of 3
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B. THE 2nd envelope (FINANCIAL COMPONENT) SHALL CONTAIN THE FOLLOWING:
^ Duly signed Bid Letter indicating the total bid amount in accordance with the prescribed form 

(NPCSF-GOODS-Od)

^ Duly signed and completely filled-out Schedule of Requirement (Section VII) indicating the unit 
and total prices per item and the total amount in the prescribed Price Schedule form.

^ For Domestic Bidder claiming for domestic preference:

• Letter address to the BAG claiming for preference

• Certification from DTI as Domestic Bidder in accordance with the prescribed forms provided

CONDITIONS:

1. Each Bidder shall submit one copy of the first and second components of its Bid. NPC may request additional hard copies 
and/or electronic copies of the Bid. However, failure of the Biddeis to comply with the said request shall not be a ground for 
disqualification.

2. In the case of foreign bidders, the eligibility requirements under Oass ‘A’ Documents (except for Tax Qearance) may be 
substituted by the appropriate equivalent documents, if any, issued by the country of the foreign bidder concerned. The 
eligibility requirements or statements, the bids, and all other documents to be submitted to the BAG must be in English. If the 
eligibility requirements or statements, the bids, and all other documents submitted to the BAC are in foreign language other 
than English, it must be accompanied by a translation of the documents in English. The documents shall be translated by the 
relevant foreign government agency, the foreign government agency authorized to translate documents, or a registered 
translator in the foreign bidder's country: and shall be authenticated by the appropriate Philippine foreign service 
establishment/post or the equivalent office having jurisdiction over the foreign bidder's affairs in the Philippines.
These documents shall be accompanied by a Sworn Statement in a form prescribed by the GPPB stating that the documents 
submitted are complete and authentic copies of the anginal, and all statements and information provided therein are true and 
correct. Upon receipt of the said documents, the PhilGEPS shall process the same in accordance with the guidelines on the 
Government of the Philippines - Official Merchants Registry (GoP-OMR).

3. A Bidder not submitting bid for reason that his cost estimate is higher than the ABC, is required to submit his letter of non­
participation/regret supported by corresponding detailed estimates. Failure to submit the two (2) documents shall be 
understood as acts that tend to defeat the purpose of public bidding without valid reason as stated under Section 69.1.(i) of the 
revised IRR ofR.A. 9184.
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This Checklist of Requirements shall be provided to prospective suppliurs/conlractors including all forms. Suppliersfcontractors are 
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List of All Ongoing Government and Private Contracts Including Contract Awarded But Not Yet Started

Business Name 
Business Address

Name of Contract/
Project Cost

a. Owner’s Name
b. Address
c. Telephone Nos.

Nature of Work

Bidder's Role a. Date Awarded
b. Date Started
c. Date of Completion or 

Contract Duration/ Date 
of Delivery

Value of Outstanding 
Works / Undelivered 

PortionDescription %

Govemmenl

Private

Total Cost

The bidder shall declare in this form all his on-going government and private contracts including contracts where the bidder (either as individual or as a Joint Venture) is a partner in a 
Joint Venture agreement other than his current joint venture where he is a partner. Non declaration will be a ground for disqualification of bid.

Note : This statement shall be supported with the following documents for all the contract(s) stated above which shall be submitted during Post-qualification;
1. Contract/Purchase Order and/or Notice of Award
2. Certification coming from the project owner/client that the performance is satisfactory as of the bidding date.

Submitted by :

Designation
Date

{Printed Name & Signature)
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The Statement of the bidder’s Single Largest Completed Contract (SLCC) similar to the contract to be bid
Business Name 
Business Address

Name of Contract
a. Owner’s Name
b. Address
c. Telephone Nos.

Nature of Work

Contractor's Role

Description

a .Amount at Award
b. Amount at Completion
c. Duration

a. Date Awarded
b. Contract Effectivity
c. Dale Completed

Notes: 1. The bidder must state only one (1) Single Largest Completed Contract (SLCC) similar to the contract to be bid.
2. Supporting documents such as Contract/Purchase Order and any of the following: Certificate of Acceptance: or Certificate of Completion: or Official Receipt (O.R); or 

Sales Invoice for the contract stated above shall be submitted during Bid Opening.

Submitted by

Designation
Date

(Pnnted Name & Signature}
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Standard Form Number: NPCSF'GOODS-04

NET FINANCIAL CONTRACTING CAPACITY (NFCC)

A. Summary of the Supplier’s/Distributor's/Manufacturer’s assets and liabilities on the basis 
of the income tax return and audited financial statement for the immediately preceding 
calendar year are:

Year 20
1. Total Assets
2. Current Assets
3. Total Liabilities
4. Current Liabilities
5. Net Worth (1-3)
6. Networking Capital (2-4)

B. The Net Financial Contracting Capacity (NFCC) based on the above data is computed 
as follows:

NFCC = [(Current assets minus current liabilities) x 15] minus the value of all 
outstanding or uncompleted portions of the projects under ongoing contracts, 
including awarded contracts yet to be started coinciding with the contract for this 
Project.

NFCC = P

Herewith attached is certified true copy of the audited financial statement, stamped 
“RECEIVED" by the BIR or BIR authorized collecting agent for the immediately preceding 
calendar year.

Submitted by:

Name of Supplier / Distributor / Manufacturer

Signature of Authorized Representative 

Date:
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JOINT VENTURE AGREEMENT 

KNOW ALL MEN BY THESE PRESENTS:
That this JOINT VENTURE AGREEMENT is entered into by and between:
________________________. of legal age, (civil status)_______ , authorized representative of
________________________and a resident of

- and -

of legal age, (civil status) 
a resident of

_, authorized representative of

That both parties agree to join together their capital, manpower, equipment, and other 
resources and efforts to enable the Joint Venture to participate in the Bidding and Undertaking of 
the hereunder stated Contract of the National Power Corporation.

NAME OF PROJECT CONTRACT AMOUNT

That the capital contribution of each member firm;

NAME OF FIRM CAPITAL CONTRIBUTION
1. P
2. P

That both parties agree to be jointly and severally liable for their participation in the 
Bidding and Undertaking of the said contract.

That both parties agree that and/or _________________shall
be the Official Representative/s of the Joint Venture, and are granted full power and authority to 
do, execute and perform any and all acts necessary and/or to represent the Joint Venture in the 
Bidding and Undertaking of the said contract, as fully and effectively and the Joint Venture may 
do and if personally present with full power of substitution and revocation.

That this Joint Venture Agreement shall remain in effect only for the above stated 
Contract until terminated by both parties.

Name & Signature of Authorized 
Representative

Official Designation

Name of Firm

Name & Signature of 
Authorized Representative

Official Designation

Name of Firm

1.
Witnesses

2.

[Jurat]
[Format shail be based on the latest Rules on Notarial Practice]
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FORM OF BID SECURITY (BANK GUARANTEE)

WHEREAS, (Name of Bidder)
submitted his bid dated (Date) 
Bid”).

________  (hereinafter called “the Bidder”) has
for the [name of project) (hereinafter called “the

KNOW ALL MEN by these presents that We (Name or Bank)___________________________of
(Name of Country)________________ having our registered office at__________________________
(hereinafter called “the Bank" are bound unto National Power Corporation (hereinafter called “the 
Entity”) in the sum of famount in words & figures as orescribeiJ in the bidding documents! for 
which payment well and truly to be made to the said Entity the Bank binds himself, his 
successors and assigns by these presents.

day of. 20SEALED with the Common Seal of the said Bank this_

THE CONDITIONS of this obligation are that:

1) if the Bidder withdraws his Bid during the period of bid validity specified in the Bidding 
Documents: or

2) if the Bidder does not accept the correction of arithmetical errors of his bid price in 
accordance with the Instructions to Bidder; or

3) if the Bidder, having determined as the LCB, fails or refuses to submit the required tax 
clearance, latest income and business tax returns and PhilGEPs registration certificate 
within the prescribed period; or

4) if the Bidder having been notified of the acceptance of his bid and award of contract to 
him by the Entity during the period of bid validity:

a) fails or refuses to execute the Contract: or

b) fails or refuses to submit the required valid JVA, if applicable: or

c) fails or refuses to furnish the Performance Security in accordance with the 
Instructions to Bidders;

we undertake to pay to the Entity up to the above amount upon receipt of his first written 
demand, without the Entity having to substantiate its demand, provided that in his demand the 
Entity will note that the amount claimed by it is due to the occurrence of any one or combination 
of the four (4) conditions stated above.

The Guarantee will remain in force up to 120 days after the opening of bids or as it may be 
extended by the Entity, notice of which extension(s) to the Bank is hereby waived. Any demand 
in respect of this Guarantee should reach the Bank not later than the above date.

DATE

WITNESS

SIGNATURE OF THE BANK, 

SEAL

(Signature, Name and Address)
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BOND NO.;

FORM OF BID SECURITY (SURETY BOND)

________________ DATE BOND EXECUTED:

By this bond, We (Name of Bidder)________ (hereinafter called “the Principal") and (Name
of Surety)__________________ of (Name of Country of Surety)________________ , authorized to
transact business in the Philippines (hereinafter called "the Surety") are held and firmly bound 
unto National Power Corporation (hereinafter called "the Employer") as Obligee, in the sum of 
(amount in words & figures as prescribed in the bidding documents), callable on demand, for the 
payment of which sum, well and truly to be made, we, the said Principal and Surely bind 
ourselves, our successors and assigns, jointly and severally, firmly by these presents.

SEALED with our seals and dated this .day of. 20

WHEREAS, the Principal has submitted a written Bid to the Employer dated the_______ day of
_____________ 20_______, for the_______________________(hereinafter called “the Bid").

NOW, THEREFORE, the conditions of this obligation are:

1) if the Bidder withdraws his Bid during the period of bid validity specified in the Bidding 
Documents; or

2) if the Bidder does not accept the correction of arithmetical errors of his bid price in 
accordance with the Instructions to Bidder; or

3) if the Bidder, having determined as the LCB, fails or refuses to submit the required tax 
clearance, latest income and business tax returns and PhilGEPs registration certificate 
within the prescribed period; or

4) if the Bidder having been notified of the acceptance of his bid and award of contract to 
him by the Entity during the period of bid validity:

d) fails or refuses to execute the Contract; or

e) fails or refuses to submit the required valid JVA, if applicable; or

f) fails or refuses to furnish the Performance Security in accordance with the 
Instructions to Bidders;

then this obligation shall remain in full force and effect, othenvise it shall be null and void. 

PROVIDED HOWEVER, that the Surety shall not be:

a) liable for a greater sum than the specified penalty of this bond, nor

b) liable for a greater sum that the difference between the amount of the 
said Principal's Bid and the amount of the Bid that Is accepted by the 
Employer.
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This Surety executing this instrument hereby agrees that its obligation shall be valid for 120 
calendar days after the deadline for submission of Bids as such deadline is stated in the 
Instructions to Bidders or as it may be extended by tlie Employer, notice of which extension(s) to 
the Surety is hereby waived.

PRINCIPAL SURETY

SIGNATURE(S). SIGNATURES(S).

NAME(S) AND TITLE(S).

SEAL

NAME(S).

SEAL
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REPUBLIC OF THE PHILIPPINES )
CITY OF_______________________) S.S.

BIO-SECURING DECLARATION
SERVICE CONTRACT FOR THE CONDUCT OF NPC’S CUSTOMER SATISFACTION 

RATING SURVEY FOR CY 2022 (PR NO. HO-SBP22-003)

To: National Power Corporation
BIR Road cor. Quezon Ave.
Diliman, Quezon City

//Wethe undersigned, declare that:

1. lA/Ve understand that, according to your conditions, bids must be supported by a Bid 
Security, which may be in the form of a Bid-Securing Declaration.

2. I/We accept that: (a) I/we will be automatically disqualified from bidding for any 
contract with any procuring entity for a period of two (2) years upon receipt of your 
Blacklisting Order; and, (b) I/we will pay the applicable fine provided under Section 6 
of the Guidelines on the Use of Bid Securing Declaration, within fifteen (15) days 
from receipt of the written demand by the Procuring Entity for the commission of acts 
resulting to the enforcement of the Bid Securing Declaration under Sections 23.1 (b), 
34.2, 40.1 and 69.1, except 69.1 (f) of the IRR of R.A. 9184; without prejudice to 
other legal action the government may undertake.

3. I/We understand that this Bid-Securing Declaration shall cease to be valid on the 
following circumstances:

(a) Upon expiration of the bid validity period, or any extension thereof pursuant to 
your request;

(b) / am/we are declared ineligible or post-disqualified upon receipt of your notice 
to such effect, and (i) I/we failed to timely file a request for reconsideration or (ii) 
I/we filed a waiver to avail of said right;

(c) / am/we are declared as the bidder with the Lowest Calculated and Responsive 
Bid, and I/we have furnished the performance security and signed the Contract.

IN WITNESS WHEREOF, I/we have hereunto set my hand this____day of____
20____at___________ , Philippines.

[Name and Signature of Bidder’s Representative/ 
Authorized Signatory]

[Signatory's legal capacity]
Affiant

fJurat!
[Format shall be based on the latest Rules on Notarial Practice]

^ Select one and delete the other. Adopt same instruction for similar terms throughout the document.
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Omnibus Sworn Statement (Revised)

REPUBLIC OF THE PHILIPPINES) 
CITY/MUNICIPALITY OF______  ) S.S.

AFFIDAVIT

I, (Name of Affiant], of legal age, (Civil Status], (Nationality], and residing at (Address of Affiant], 
after having been duly sworn in accordance with law, do hereby depose and slate that:

1. [Select one, delete the other:]

[If a sole proprietorship:] I am the sole proprietor or authorized representative of [Name of 
Bidder] with office address at [address of Bidder);

[If a partnership, corporation, cooperative, or joint venture:] I am the duly authorized and 
designated representative of [Name of Bidder] with office address at [address of Bidder];

2. [Select one, delete the other]

[If a sole proprietorship:] As the owner and sole proprietor, or authorized representative of 
(Name of Bidder], I have full power and authority to do, execute and perform any and all acts 
necessary to participate, submit the bid, and to sign and execute the ensuing contract for 
(Name of the Project] of the (Name of the Procuring Entity], as shown in the attached duly 
notarized Special Power of Attorney;

[If a partnership, corporation, cooperative, or joint venture:] I am granted full power and 
authority to do, execute and perform any and all acts necessary to participate, submit the bid, 
and to sign and execute the ensuing contract for (Name of the Project] of the (Name of the 
Procuring Entity], as shown in the attached [state title of attached document showing proof of 
authorization (e.g., duly notarized Secretary’s Certificate, Board/Partnership Resolution, or 
Special Power of Attorney, whichever is applicable;)];

3. [Name of Bidder] is not “blacklisted’' or barred from bidding by the Government of the 
Philippines or any of its agencies, offices, corporations, or Local Government Units, foreign 
government/foreign or international financing institution whose blacklisting rules have been 
recognized by the Government Procurement Policy Board, by itself or by relation, 
membership, association, affiliation, or controlling interest with another blacklisted person or 
entity as defined and provided for in the Uniform Guidelines on Blacklisting;

4. Each of the documents submitted in satisfaction of the bidding requirements is an authentic 
copy of the original, complete, and all statements and information provided therein are true 
and correct;

5. (Name of Bidder] is authorizing the Head of the Procuring Entity or its duly authorized 
representative(s) to verify all the documents submitted;

6. [Select one, delete the rest:]

[If a sole proprietorship:] The owner or sole proprietor is not related to the Head of the 
Procuring Entity, members of the Bids and Awards Committee (BAC), the Technical Working 
Group, and the BAC Secretariat, the head of the Project Management Office or the end-user 
unit, and the project consultants by consanguinity or affinity up to the third oivil degree;

[If a partnership or cooperative:] None of the officers and members of [Name of Bidder] is 
related to the Head of the Procuring Entity, members of the Bids and Awards Committee
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(BAC), the Technical Working Group, and the BAG Secretariat, the head of the Project 
Management Office or the end-user unit, and the project consultants by consanguinity or 
affinity up to the third civil degree:
[If a corporation or Joint venture:] None of the officers, directors, and controlling stockholders 
of [Name of Bidder] is related to the Head of the Procuring Entity, members of the Bids and 
Awards Committee (BAC), the Technical Working Group, and the BAC Secretariat, the head 
of the Project Management Office or the end-user unit, and the project consultants by 
consanguinity or affinity up to the third civil degree:

7. [Name of Bidder] complies with existing labor laws and standards: and

8. [Name of Bidder] is aware of and has undertaken the responsibilities as a Bidder in 
compliance with the Philippine Bidding Documents, which includes:

a. Carefully examining all of the Bidding Documents:
b. Acknowledging all conditions, local or otherwise, affecting the implementation of the 

Contract:
c. Making an estimate of the facilities available and needed for the contract to be bid, if 

any: and
d. Inquiring or securing Supplemental/Bid Bulletin(s) issued for the [Name of the Project].

9. [Name of Bidder] did not give or pay directly or indirectly, any commission, amount, fee, or 
any form of consideration, pecuniary or othenvise, to any person or official, personnel or 
representative of the government in relation to any procurement project or activity.

10. In case advance payment was made or given, failure to perform or deliver any of the 
obligations and undertakings in the contract shall be sufficient grounds to constitute criminal 
liability for Swindling (Estafa) or the commission of fraud with unfaithfulness or abuse of 
confidence through misappropriating or converting any payment received by a person or 
entity under an obligation involving the duty to deliver certain goods or services, to the 
prejudice of the public and the government of the Philippines pursuant to Article 315 of Act 
No. 3815 s. 1930, as amended, or the Revised Penal Code.

IN WITNESS WHEREOF,
___________ , Philippines.

1 have hereunto set my hand this __ day of ___, 20__ at

[Insert NAME OF BIDDER OR ITS AUTHORIZED 
REPRESENTATIVE]

[Insert signatory’s legal capacity]
Affiant

fJuratl
[Format shall be based on the latest Rules on Notarial Practice]
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BID LETTER

Date;

To: THE PRESIDENT
National Power Corporation 
BIR Road cor. Quezon Ave. 
Diliman, Quezon City

Gentlemen:

Having examined the Bidding Documents including Bid Bulletin Numbers [insert 
numbers] the receipt of which is hereby duly acknowledged, we, the undersigned, offer to 
perform SERVICE CONTRACT FOR THE CONDUCT OF NPC’S CUSTOMER SATISFACTION 
RATING SURVEY FOR CY 2022 ( HO-SBP22-003) in conformity with the said Bidding
Documents for the sum of [total Bid amount in words and figuresl________________________________
or such other sums as may be ascertained in accordance with the Schedule of Prices attached 
herewith and made part of this Bid.

We undertake, if our Bid is accepted, to supply and deliver the goods and perform other 
services, if required within the contract duration and in accordance with the scope of the contract 
specified in the Schedule of Requirements and Technical Specifications.

If our Bid is accepted, we undertake to provide a performance security in the form, 
amounts, and within the times specified in the Bidding Documents.

We agree to abide by this Bid for the Bid Validity Period specified in Bid Documents and it 
shall remain binding upon us and may be accepted at any time before the expiration of that 
period.

Until a formal Contract is prepared and executed, this Bid, together with your written 
acceptance thereof and your Notice of Award, shall be binding upon us.

We understand that you are not bound to accept the Lowest Calculated Bid or any Bid you 
may receive.

We certify/confirm that we comply with the eligibility requirements pursuant to the Bidding 
Documents.

We likewise certify/confirm that the undersigned, [for sola proprietorships, insert as the owner
and sole proprietor or authorized representative of [Name of Bidder}__________________has the full
power and authority to participate, submit the bid. and to sign and execute the ensuing contract,
on the latter’s behalf for the {Name of Proiecti_____________of the National Power Corporation [for
partnerships, corporations, cooperatives, or joint ventures, insert IS granted full power and authority by the
[Name of Bidder!__________________________________lo participate, submit the bid, and to sign
and execute the ensuing contract on the latter’s behalf for {Name of Project]_______________of the
National Power Corporation.

We acknowledge that failure to sign each and every page of this Bid Letter, including the 
attached Schedule of Requirements (Bid Price Schedule), shall be a ground for the rejection of 
our bid.

[name and signature of authorized signatory] (in the capacity of]

Duly authorized to sign Bid for and on behalf of.
[name ol bidder]
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Bank Guarantee Form for Advance Payment

To; THE PRESIDENT
National Power Corporation 
BIR Road cor. Quezon Ave. 
Diliman, Quezon City

[name of Contract]

Gentlemen and/or Ladies:

In accordance with the Advance Payment Provision, of the General Conditions of Contract, 
[name and address of Supplier] (hereinafter called the “Supplier") shall deposit with the 
PROCURING ENTITY a bank guarantee to guarantee its proper and faithful performance 
under the said Clause of the Contract in an amount of [amount of guarantee in figures and words!.

We, the [name of the universal/commercial banki. as instructed by the Supplier, agree 
unconditionally and irrevocably to guarantee as primary obligator and not as surety merely, 
the payment to the PROCURING ENTITY on its first demand without whatsoever right of 
objection on our part and without its first claim to the Supplier, in the amount not exceeding 
[amount of guarantee in figures and wordsl.

We further agree that no change or addition to or other modification of the terms of the 
Contract to be performed thereunder or of any of the Contract documents which may be 
made between the PROCURING ENTITY and the Supplier, shall in any way release us from 
any liability under this guarantee, and we hereby waive notice of any such change, addition, 
or modification.

This guarantee shall remain valid and in full effect from the date the advance payment is 
received by the Supplier under the Contract and until the Goods are accepted by the 
PROCURING ENTITY.

Yours truly.

Signature and seal of the Guarantors

[name of bank or financial institution]

[address]

[date]



BIO DOCUMENTS

SECTION Via - BIDDING FORMS

M\SERVICE CONTIWUI FOR THE CONDUCT OF NPC’S 
CUSTOMER SATISFACTION RATING SURVEY FOR CY 
2022

PR NO. HO-SBP22-003

CERTIFICATION AS A DOMESTIC BIDDER

This is to certify that based on the records of this office, (Name of Bidder) 

duly registered with the DTI on_______________ .

IS

This further certifies that the articles forming part of the product of (Name of Bidder)_______ 1

which are/is (Specify)______________________________________ 1_are substantiaily composed of

articles, materials, or supplies grown, produced or manufactured in the Philippines. (Please 

encircle the applicable description/s).

This certification is issued upon the request of (Name of Person/EniiM

connection with his intention to participate in the bidding for the (Name of Project) 

of the National Power Corporation (NPC).

in

Given this__day of. 20 at Philippines

Name

Position

Department of Trade & Industry



ANNEX "A'

NATIONAL POWER CORPORATION 
Customer Satisfaction Survey (CSS) For CY 2022 
Geographical Distribution of Survey Population

CUSTOMERS North Luzon South Luzon Visayas Mindanao TOTAL

1. Missionary Electrification Services 5 34 13 11 63

• Distribution Utilities (DUs)/EIectric Cooperatives (ECs) 5 19 11 11 46
• NPPs/QTPs 0 15 2 0 17

2. Watershed Mgmt. Services 18 9 0 8 35
■ Local Government Units (LGUs) 9 9 0 6 24
• Non Government Organizations & People's
Organizations (NGOs & POs) 9 0 0 2 11.

3. Dam Mgmt. Services 24 9 1 0 34

• Local Government Units (LGUs) 17 4 0 0 21

• Government Partners 5 1 0 0 6

• Private Partners 2 4 1 0 7

4. Corporate Services 13 8 1 2 24

• ESD-PES 4 4 0 0 8

• MinGen 0 0 0 2 2

■RMS 4 4 1 0 9

• PSALM 5 0 0 0 5

TOTAL 60 60 15 21 156

Page 1 of 1



NATIONAL POWER CORPORATION 
CORPORATE AFFAIRS CROUP

UST OF NPC CUSTOMERS ANO STAKEHOLDERS FOR 2022 CUSTOMER SATKFACTWN SURVEY

COMPANY NAME BUSINESS ADDRESS 1 CONTACT PERSON POSITION TELEPHONE NO. mMAIL ADDRESS NPC SERVICES PROVIDED

A MISSIONARY ELECTRIFICATION SERVICES

DISTRIBUTION UTTUTIES (OUi) / ELECTRIC COOPERATIVES (EC»)

LUZON

NORTH LUZON

1 Aurora Electric Coooerative. Inc. (AURELCO) Barangay Reserva. BaJer. Aurora En?. Nod 0. Vedad General Manager 0929-3394045 aurelco1980@yahoo.cdm EC4>SA Coordinatton. Processing 
and Monitoring

.2 Batanes Electric Coop.. Inc. (SATANELCO) Nations! Rd. Ksychansrianan. Basco. 9900 
Batanes Ms. Victoria A. Mata. GM General Manager 09086784645, 09991864157(Llz). 

09292380369 (Paz Roque) bataneselcc@yahoo.com EC‘PSA Coordination. Processing 
and MorYitOdng

9 Isacela 2 Eloclnc Cooperauve, me. {ISELCO11) Allbagu, AH26. Pagan. 3300 Isabela Mr. David Solomon M. Siquian General Manager (078) 323-0013 OGM (Pal); 323- 
0044:0932 8691865

fee! cc2@yahoo.com 
/davesiquia n@yahoo. com

EC-PSA Coordination, Proc^" 
and Monitoring

4 Kalinga Apayao Electric Cooperative, me. (KAELCO ) Bulanao • ParaceTis Rd. Tst>ut(, Katinga Engr. Tito R. Llr>gan General Manager 0917-8053678,09397957428. (078) 
3754131,(078)8441595

ki«ko.ddp^yi hoc .com/ 
kjelcowlsd $ yi bM.cem

EC'PSA Coordination. Processing 
and MocHodrvg

s LGU-CALAYAN, CAGAYAN Calayan. Cagayan Hon. Joseph Uopis General Manager/ caiayan 
Mayor

09998883394 (Mayor) or 
09988604331 (Catherine Singon - 
PrIv.Sec.)

aUlepts  ̂yaheo.com;
1g ucalayvn ^ I'naiI.eom

LGU-PSA Coordination, Processing 
and Monftoring

SOUTH LUZON

e Aftay Power S Erwfjy Corporation (APEC) W.VinconsSL Old Albay DistricL Legazpl
City, 4500 Albay

Elenita D. Co (GM) /Dennis intan 
(Oepi/ty GM) General Manager (052)480-2806 (Sec Leda)/ HO 702- 

4508
B!oco_ogm@yahoo com; 
ledtyniogoc.apecig gma

EC^SA Coordination, Processfng 
and Monitoring

7 Batangaa II Electric Cooperative. Inc. (BATElEC II) (Tingloy 
b)

AntiDOlo ael Norte. Lloa Cicv; 4217 Lloa. 
Baungai Engr, OctavxxA M. Mendoza General Manager (043) 757-00-51 (Wens) admln@balelec2.com.ch EC-PSA Coordination. Processing 

arvj Monitoring

8 Birsuanga Island Electric Cooperative. Inc. (BISELCO) Ccfor, Palawan Ms. Ruth L. Calang General Manager 0917-813-6787 bi s«lco€>ya hoo.eom EC^SA Coordination, Processing 
and Monitodng

9 Camarines Sur IV Electric Cooperative, me. (CASURECO
IV)

Gov Jose T. Fuentebefla National Hwy,
Tlgaon, Camadnes Sur Renato Z. San Jose General Manager

GM 09176532598: (054)452- 
3083.452-3715:453-0191; F452- 
3065 (sec Josephine)

cs4ec77^vsh ec.com EC-PSA Coordination. Processing 
and Monitoring

10 Camannes Norte Electric Cooperative, me (CANORECO) Magallani-. Paod Si. Oael. Camarlnes Norte Mr Zandrp R. Gestiada General Manager 0998-9590587; (054)5713796 canoreco_197505@yahoo.com EC-PSA Coordination. Proc^B 
and Monitoring

11 First Catanduanes Electric Cooperative, Inc. (FICELCO) Poblacion, Claveris, Masbate Mr. RaulVZafe-GM General Manager 0920-6642575 • geraldine fl021-989 
2087 rcelccOl^yahoo.eom EC-PSA Coordination, Processing 

and MonHorlng

12 Lutiang Electric Cooperative. Inc. (LUBELCO) Bato. Catanduanes. Ms. Precila T. Balibay General Manager 0918-3068970 CM / 09296693333 / 
09183058970 (Riza) pr«cyba!lb@yl9^ ysheo.com EC-PSA Coordination, Processing 

and Monitoring

13 iilarfnduque Electric Cooperatrve, Inc. {MARELCO) Tlllk, LuDang, QcdtJental Minooro Engr. Gaudendo M. Sol. Jr. General Manager
GMd924>-900>47dX / »1B<963*7958 / 
0A:*333*1937 (Doris) / Roderick R. 
M»udosD99896X3X80

i>n«re!cowinc^yiHoo eom/|auderie1oMl 
jr^yihoo-com

EC-PSA Coordination. Processing 
and Monitoring

14 Occrdenlal Mindoro Electric Cooperative, Inc. (OMECO) San Jose. Occidental Mindoro Cesar E. Faefdon Genera! Manager CP 00472376587; 043-491-19-81; 
491-10-21; fax 491-13-64 (Mads)

admln@omeco com.ph; 
omeco.main^^ait cem

EC-PSA Coordination, Processing 
and Monitoring

IS Oiiental Mindoro Electric Cooperative, me. (ORMECO) BarangaySta. Isabel. Cetapan City, Province 
of Oden tar Mindoro Norberlo M. Mendoza Acting General Manager 09299692304 >Ron Michael 

Fernandez orm«<oweoop$) ya hoo.eom £C-P$A/tOA Coordinalion, 
Processing and Monitoring

S<

mailto:aurelco1980@yahoo.cdm
mailto:bataneselcc@yahoo.com
mailto:cc2@yahoo.com
mailto:admln@balelec2.com.ch
mailto:canoreco_197505@yahoo.com


COMPANY NAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO, •-MAIL ADDRESS NPC SERVICES PROVIDED

16 Pftrawan Electric Cooperative, he. (PALECO) Palawan Prov, CapKol, Pemandez St. Puerto 
Prircesa, 5300 Palawan Ferdinand PooBllas General Manager

GM ceW 09177298777; (048H32- 
9144 loc 660 GM; 433-2001; F, 
4334401 (Vicky); 4335646, 
npc4345011; Mild Ortega

rkrdrfi^yihoe.eorr LGU-PSA Coordfnabon, Processing. 
Monitoring and Safeleeping

17 Quezon II Eleetik Cooperalive, Inc. (OUEZELCOII) Gun)lan, Infanta, Quezon Engr. Von Erwn Azagra General Manager 09260944160 ; D42-536434I2/S36 
3406(Lovely); GM 0917 6500686 quezelco2_gumian@yahoo.cam EC-PSA Coordination, Processing 

and MonNorJng

18 Homblon Electric Cooperative, \nc. (ROMELCO) Capadan Heights. Barangay Capadan, 
Rombton Engr. Rene M. Fajliagutan General Manager (042) 7290149/0920-900- 

9426(GM); BOP 09272215576 romelcolnc@yahoo.cam ph. GC-PSA Coofdinatlor, PfocessJng, 
Mentoring and safekeeping

19 Tablas Island Electric Cooperative, Inc. fTIELCO) 8rgy. Bolod, San Pascua!, Masbate Dennis L Alag (OIOCM) General Manager

(042) 567,5171 (Ana); 567-6172 
(Malay); Fin. Mgr. 09195979355 
VIvtan O.'Caac; Dennis Alag- 
09963935363

tJelco_eleciJu@yaboo.cofn; 
vgaac@ yahoo com

EC-PSA Coordinator, Processing 
and Moriitodng

20 Tieao Island Electric Cooperalive, Inc. (TtSELCO) r»e(co Rd. Odioogan, Romblori Mr. Ricardo P. Largo General Manager 09194692855 ; D919SS70892 
(wlllard)

bselco_bcao055@yahoo.com / 
dowdee_eseico@yahoo.com

EC'PSA CoordinaQon, Processing 
and Montloring

21 LGU'Cawayan, Masbato Concepcion, Romblon Kon. Edgar Condor General Manager/ 
ConceDcJon Mayor 09176381444 Zybridce^yi Soo.eem IGU*PSA Coordinaticn, Pn^H 

and Monitorlr^g

22 LGU*Ctav«fia, Masbate Cawayan, Masbate Hon, Froilan V. Andueza General Manager/ 
cawayan Mayor

095-885-1369; 09184077207 (Jose 
G. Fernando, Coordinator) Jgfern« nda 114 lOyAhoc.com LGU-PSA Coordination, Processing 

and Monitoring

23 LGU'Piacer, Maebate Placer, Masbate Hon, Eusebio Dumpran JR General Manager/ Placer 
Mayor 0918-8887768 bcn|9spenill«^yx hoo.ee <n LGU'PSA Coordination. Processing 

and Monitoring

24 .GU-San Pascual BuHas. San Pascuaf, Masbate Hon. KifSo Maximino A Lazaro General Manager/ san 
Pascual Mayor 0928-5054920 / 0915-7980626 Splef.lBV^E'nalt.eofn LGU^SA Coordination, Processing 

and Monitoring

VISAYAS

25 AnOque Electric Cooperalive, Inc. (ANTECO) San Jose de Buenavista, Antique Engr. Ludovico C. Um General Manager 0917-302-5445-GM, 036-540-84-36 
(rose); (036)6416300

Bnteco8|@yahoo. com ;ambinglim 105 
0@yahoo.com

EC-PSA Coordination, Processing 
and Monitoring

26 Oantayan Electric Cooperative, Inc. (BANELCO) Barangay Bantigue, Bantayan, Cebu, Nationaf 
Road. Bantayan, Cebu Engr. Lee D. Rivera General Manager

0324609281; 0324525205.032- 
4609112 (sec.Shlela);GM- 
09228602984; 09173206219 
(Ulibelh)

baoelcoonline@yahoo.com EC-PSA Coordination, Processing 
and Monitoring

27 Bohol 1 Electric Cooperative. Inc. (60HEC0 1) Tegbllaran North Rood, Tublgon, Bohol Engr. Dino Nicolas T. Roxas General Manager
(038)5084115 to 18,237-2205; GM 
038-50840-95 (sec. Rachel - 
09177297658)

boheco1controi@gmaa com, 
boheco! _mafn@yahoo com

EC-PSA CoonJinabon, PnxJ___
and Monitoring

26 Bohol II Electric Cooperative, Inc. (SOHECO II) Jagna, Bohol Engr. Eugenio R, Tan General Manager (038)238-22-15/53141-16 (John) 
GM09176345308

bOheccjagrui@yahoo.com; 
euge tan@yaboo com

EC-PSA Coordination, Processing 
and Monitoring

29 Camotes Electric Cooperalive, Inc. (CElCO) Boro, Cemotes Island. Cebu Emmanuel G. Suarez General Manager
(032) 4974272 to 73/0910-925- 
1142; GM 09985622849. 
09778063331; BOP 09164504810

carr>o1es_eiectric_coop@ yahoo com 
.ph; mannyg5U8rez@yBhoo com

EC-PSA Coordination, Procwsrrtg 
and Mortiiorlng

30 Ic>l0 Electric Cooperative, Inc. (ILEC011!) 3rgy. Predosa. Sara, Done City, Roilo Consorcia 6, Pef\aranda General Manager
(033) 3924202; F3924388.392- 
0211 ;392-0034 (sec Tin); GM - 
09189370495; BOP 09282001595

leco3@gmail.com EC-PSA Coordination, Processing 
and Monitoring

mailto:quezelco2_gumian@yahoo.cam
mailto:romelcolnc@yahoo.cam
mailto:bselco_bcao055@yahoo.com
mailto:dowdee_eseico@yahoo.com
mailto:0@yahoo.com
mailto:baoelcoonline@yahoo.com
mailto:bOheccjagrui@yahoo.com
mailto:leco3@gmail.com


COMPANY NAME BUSINESS ADDRESS CONTACT PERSON posmON TELEPHONE NO- e-MAIL ADDRESS NPC SERVICES PROVIDED

31 Northern Samar Electric Cooperative, Inc. {NOR5AMELCO) Brgy. Magsaysay. Bobon. Alton • Calarmen
Rd, Catarman, $400 Korthom Samar Edrtha G. Perfocto General Manager

00192166739 (sec. Rassel); 0017. 
7710190; GM CP 
09176076024:09192166730 lulosl 
09192186730

rKXsamdco77i@yshoo.com EC-PSA Coordination, Processing 
and Monitoring

32 Samar 1 Electric Cooperative, Inc. (SAMELCO1) Brgy. Carayman, Calbayog City, 6710 Samar GM.piacids P. Banos General Manager
(055) 209.6211 to 16; (055)209- 
2681; 633-9757; (301-12-45), 
GM09273728128 (Hershell

8ame1co_1 ©yahoocom or 
placldly193@yahoo.com

EC-PSA Coordination, Processing 
and Monitoring

33 Samar II Electric Cooperabve. be. (SAMELCO 11)
54 AH26, Caftalogan City Proper AH26, 
Catbalogan Gty Proper, Catbalogan City, 
Samar

Joey LTalon, CPA General Manager
(055) 3560002; 356-1451; 251- 
5645.GM 09033723315; 
09178379856

sameicotwo@y8hoo com; 
nlc_mendova@yahoo com

EC-PSA Coordination, Processing 
end Monitoring

34 Southern Leyte Electric Cooperative. Inc. (SOLECO) Maasin City, 6600 Soulbem Leyte Jonathan S. EmpeAo General Manager (053) 570-9823 (sac. audrey) GM 
09175700147 80leco_be.eyahoo.com EC-PSA Coordination, Processing 

ar)d Monitoring

35 Maripipl Multi Purpose Cooperative (MUPC) Barangay Poblackxi, Maripipl Island, 6545 Chnsty Tabares General Manager 09975276135/09975276135 marlplplmpc@yahoo.com.ph EC-PSA Coordination, Processing 
and MonKoring

MINDANAO

36 Basilan Electric Cooperative, be. (BASELCO) 7300 Lazaro Or, Isabda City, EUkSitan Ousib H. Durapan, MPA OiC-Ceneral Manager 0017-3048015; (062) 200-7907 ;
BOP 09058278310 b«i#lca_VncPyjhoo com EC-PSA Coordination, Ptoc^b 

and Monitedng

37 Cagayan de Sulu (CASELCO) Mapun, Tawl'Tawl Loribelle L. Tan General Manager CP« 09479913055.09776127118.
Jhing tJniQyatioo.com

dafillelan2S9gmalT.com

EC-PSA Coordination, Processing 
and Monitoring

38 Oavao dd Korte Electric Cooperative, Inc. {OANECO) Montovista, COMVAL Provinca Mario Angdo M. Sotto Acting General Manager (084) 400-1129; 400-1146 8 26, F/T 
(084) 655-0441:091771762

danocoirK .ogm@ gmail .com; 
daneco_coop@yahoo.Dom

EC-PSA Coordination, Processing 
and MonHorIng

39 Davao del Sur Electric Cooperative, be. (DASURECO) By*Pass Road, D»gos City, 6002 Oavao dd
Sur Ferdinand D. Canasira Oic-ceneral Manager

(082) 553-3569; 272-77-77. 
00189356709; Board President Olr. 
Rodrigo Brabat Secedor 
CFW999BB17901

dasureco_coop@yah(».cc«n EC-PSA Coordination, Processing 
and MonKoring

40 Oinagat Island Electric Cooperallve, be. (DiELCO) Sart Josu, Caraga, DInagat blar>d9, $an Josa, 
Oinagat (stands, $427 Oinagat (sbrxis Sergio C. Oagooc General Manager 0950 396 3912 (Sec.) dielcodinagat@yahoc com.ph EC-PSA Coordination, Processing 

and Monitoring

41 SiasI Electric Cooperallve, Inc. (SIASELCO) Pobladon, SlasI, Sulu 7412 Altha 1. Anuddin General Manager
GM 09153230503; BOP 
00260073078;
0917548 3315

filhs239yahoo com EC-PSA Coordination, Processing 
and Monitoring

42 Sirttan Kudaral Electric Cooperabve, be. (SUKELCO) Isutan-Tacurc^ City Road.Tscuroog, Suttan 
<udarat Claudia A. Pondales General Manager 064477-0327; 09219892067 (sec. 

Tess) sukdco_1975@ yahoo.com .ph EC-PSA Coordination, Processing 
and Monitoring

43 Sulu Electric Cooperative, be. (SULECO) 3iAbus Sl, JoIo. Sulu Ms PeraldaT. Jalani General Manager
GM 0917634-3108; 0916-218-0045; 
pres 09157673119.(085)3416011 
be 2124

suleco_coQp^yahoo com EC-PSA Coordination, Proce 
and MonKoring

44 Surigao del Norte Electric CooperaUva, Inc. (SURNECO) Espfna Street, Surigao City, Surigao dd Norto Engr. Nardso 1. Caltao, Jr, General Manager (080)826-0429; 826-5456; 826- 
0449.GM 0920-9056010

Sjmcco_Sjrigao@yahoo.com 
sumeco surigao@gman.com

EC-PSA Coordination, Processing 
and Monitoring

45 Tawi-Tavrl Electric Coop. be. (TAWELCO) TuWg Boh, BoogaoTaw-Tawi Engr. Efeno M. Desuyo project Suoervlsor/Acting 
General Manager

(063 >-266-1363; 268-1304; GM 
0049-911-7422 & 0906546-4752; 
09178827106;09265869635

UweTco.knc# gmail.com; 
ta w_eko(^ya hoo.eem

EC-PSA Coordination, Processing 
end MonKoring

45 Zamboanga Crty Electric Cooperative, be. (ZAMCELCO) jbuan • Umpapa National Road. Zamboanga, 
7000 Zamboanga Engr, Gannymeda B. Tu Acting General Manager

(062) 001-2117; F: (062)9913877; 
F9030075(sec Marie). 09275363842 
(Joy); Frederick Baco: CP No. 0905- 
8202657;

managemeot@Zjmceko.Com.ph EC-PSA Coertiration, Processing
8h>3 Monriohng

mailto:rKXsamdco77i@yshoo.com
mailto:placldly193@yahoo.com
mailto:marlplplmpc@yahoo.com.ph
mailto:daneco_coop@yahoo.Dom
mailto:Sjmcco_Sjrigao@yahoo.com
mailto:surigao@gman.com
mailto:managemeot@Zjmceko.Com.ph


COMPANY NAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO. a-M AIL ADDRESS NPC SERVICES PROVIDED

NEW POWER PROVIDERS/QUAL1F1EO THIRD PARTIES (NPPdOTPt)

SOUTH LUZON

RENESONS
SIh Floor, Treslon Bldg , University Par*way 
District, 32 St, cor, C-S Road, BGC, Tagulg 
City

Gerwyn P. See 1
Ralph Ranie A. Saura

President A CEO/ Authorized 
Representative

01127419603420/9176237356/632.
83196174 rdeleeniB m«seholdin|». com NPP-SubsIdy Agreement A Payment 

Processing

Palawan PcFwer GeneraOcxi.Inc. (PPGI) 16th Floor Sagltlartus Bldg. Ill HPDeU 
Costa St Makati City Joselito V, Abrogar/Joy Rula Presldent/Aulfiorized

Representobve
0920-9048933 or 0917-39503n / 
6566599 foy.njlz@pal3W3np<?wer-ph.com NPP4ubsidy Agreement 4 Payment 

Processing

OeKaP hc/Csiamian Islancj Power Corp. (CIPC) GPI 8ldg. #SS 8ayani Road Fort Bonifacio. 
Tagufg City

Walden H, Tantuico^izeei Toledo / 
Jordan Bacus / Here Valdez

Presidenl/Authorlzed
Representatives 0917.5711559 dmtoledoi^deftap.email / 

jrsbacusi^tipc.emajl
NPP^Subsidy Ayeement A Payment 
Processing

OMCI Power Corporation {OMCl Pefawan, DMCl Masbate, 
OMC^ Calapart)

3rd Floor Dacon Bonding. 2281 Pasong Tamo 
Ext. Ave , Makati City Nestor Oadivas/Shella Cortes Presldcril/Authorlzed

Representative 0926-6603683 8vcortea@dmeipower.eom NPP-SubsIdy Agreement A Payment 
Processing

Mindoro Grid Corporation (MGC) -Barcaud/Socorro A 
Bongabong/Roxas

Urift 14C Befvederv Tower San Miguel Ave., 
Ortgas Center, Paeig Qty Leandro R. Alayde JrJAngel Tulod PresWonl/Authoozed

Representabve 0917<767958 angelica.tulod@yahoo.eom NPP*Subskfy Agreement A Payment 
Processing

Ormla Power Inc. /Ormin Inabaaan MHPP 4th Root Unit 20 Lansbergh Place Bldg. 170 
Tomas Morato Ave.. Quezon City Jefferson Y. Yao/Joel delos Reyes Presldonl/Authorlzed

Representative 0932.8588006 |oel dolosreyes^opf ph NPP*Subsldy Agreement A
Processing

Philippine H)*nd Energy Syelcms. Inc. (PHESI) OF. unrtAA.Woza Tower
40th St, Bonifacio G’obat Cit. Tagufg city

Mr. Francisco To Laurel, Jr/Michael 
Escalante

PresfdontAuthortzed
Representative 0917.622.8189 MkCh*el.{ tex ta nte  ̂berkeley* 

reriewible.corr
NPP-Sutrsidy Agreement A Payment 
Processing

Power One Corporalion Unit BQ6-B, Rllchmond Plaza San Miguel Ave. 
cor Lourdes Drive Pasig City Cdsbna C. Young/Edith Hear Pros Idonl/Authortzed 

Representative 0925-7337001 /7107378 adita Bcaf@yahoo.com NPP'SubsIdy Agreement A Payment 
Processing

Power Source Philippines. Inc (RJoTwba. Maiapascua. 
Liminangccing)

10th Floor Athenaeum 6(dg 160 L.P. Levlste 
St. Salcedo Village, Makati City Victor R. Ceniza^Joyce Bartolcme Pres ktem/Authorized 

Representative 0917.5226771 Joycebarto/ome-g powers Oiffce grpu 
P

QTP-Subsidy Agreement A Payment 
Processing

S 1. Power CorporaSon (SIPCOR) UGF Worldwide Corporaie Center. Shew
Blvd.. Mandaluyong City Fe T. Rebancos/Cherry Gulmalan Presfdont/Auttwlzed

Representative 0998-9607053 Cheny.makabenta^powergroup co 
m.ph

NPP-Subsidy Agreement A Payment 
Processing

Son West Water A Electric Corp (SUWECO) - STEC and 
SUWECO • Catandoanes

Centre. Exchange Road, Orbgaa Center. 160S. 
Pasig City

Robert C. Uy/Rey Anthony Pole
Terns

Chief Operating
Officer/Authorized
Representatives

0928-8678714 a nivbkutl sta.iu n wnt^f ma 1 i or 
blllincfroup sunwest^(mail.com

NPP-SubskJy Agreement A Payment 
Processing

Occidental Mindoro Consolidated Power Corp. (OMCPC) Suite 1001 Level 10 Galleria Corporaie Canter, 
EDSA cor. Oniges Ave. Quezon City

Dalvin Luther R. Genotiva/Ellcar 
Subang

Chid Operating
Oflioer/Authorlzed
Representative

0048-9268595: 0927-4513409 eosubangi^flrslbpower.com NPP-SubsIdy Agreement A Payment 
Processing

KREC (Kaltimex Rural Energy Corp) Unit A. 6lh Floor Glass Tower Building No. 115 
C. Paianca Jr. Si. LegaspI Village. Makati City Rodrigo E. Cabrera/Mary Jean A. Pet ^resldenl/Authoftzed

Represen tabves
0998-8488344,0998-5313521; 
8561996 financaj^kiftimex-erierfy ph NPP-Subsidy Agreement A

Processing

Sabang Renewable Energy Corp (SREC) Unit A, 6lh Fir. Glass Tower Braiding, No 115
C. Paianca Jr., St. Legaspi Village. Makab City QuintinJOse V. Pastrana President 09178684617 qulntin^wenergyglobe com NPP-Subsfdy Agreement A Payment 

Processing

First Philippine Island Energy Corporalion (FPIEC) 6lK Floor, Rockwell Business Center Tower 3. 
Ortigas Avenue, Pasig CHy

Denardo M. Cuayo 1 Atty. Martin 
Laedao VP and Project Head 00175625695 dmcueyo@fplec.com .ph NPP-Subsidy Agreement A Payment 

Processing

YISAYAS

Isla Norte Energy Corporabon (INEC)
Wh Hoor Oadkrrdge IT Center 3 Oakndge
Business Park, A. S. Fortuna Si, Bryy Banllad, 
Mandniiprilv Cehi,

Emit Andre M. Ganrio/Arthur Kent 
Holt

Presidoni and CEO/ 
Autriortzed Representative

(032) 3452429 /(032) 3450502/ 
09171883517 a rthu r.hoh^vtvi ntcem.ph NPP.Sub5idy Agreement 4 Payment 

Processing

Camotes Island Power Corporation (CAWPCOR) Vista Hub Campus Tower 1, Cayetano Blvd., 
Brgy Ususan, Tagulg City

Jose Rommel C. Odllaza/ Cherry 
bfakabenta

President and CEO 1 
Authorized Representative 0921-692-9428 cherry.makabenle@powergroup co 

m.ph
NPP-SubsIdy Agreement A Payment 
Processing

47

43

49

SO

51

52

53

54

55

SO

58

59

60

61

62

63

mailto:8vcortea@dmeipower.eom
mailto:angelica.tulod@yahoo.eom
mailto:Bcaf@yahoo.com
mailto:dmcueyo@fplec.com


COMPANY NAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO. a-MAIL ADDRESS NPC SERVICES PROVIDED

B. WATERSHED MANAGEMENT DEPARTMENT (WMD)

NORTH L020N

LOCAL GOVERNMENT UNITS (LGUm)

64 Municipal LGU - [logon RoQon, Benguet Amel Bahingawan Municipal Administrator 09777565958 mayofsofTiceitcgoniggfnail com Watershed protection and 
rehabiDtabon

6S Munidpatify of BOKOD Pobladon, Bohod. Benguel Thomas K. Wales Munldpal Mayor 09985622181 Igu botod@yahoo.com Watershed protection ar>d 
rehabilitation

66 Municipality ofBUGUIAS Bugulaa, Benguet Julia Limpeyos MENRO 00633448169 Watershed protection and 
rehabilitatfon

67 LGU of 8rgy. Convefslon Brgy Conversion, Paniabangan, Nueva Ec$a Manolito Riperip Chairman 09353024406 Watershed protection and 
rehab<Trtation

68 LGLMJrdaneta City Urdeneta City, Pangasinan Alexander Mater Mun. AgHcuttuftst 09226745961 Watershed protection and 
rehabilitation

69 LGU, Brgy,. San Lorenzo Brgy, San Lorenzo. Norzagaray Bulacan Josephine de Mesa Chairman 0998-307-2296 Watershed prelection and 
cshabclitation

70 LGU Brgy. Namnama AHonso Lists, Ifugao Juana Concepcion Barsngay Coundlor 09386322663 Watershed protection arid 
rehabilitation

71 LGU Btgy. Halag Agolnaldo, Kjgao Orvina Lechuwan Barangay Coundlor 09261101551 Watershed protection and 
rehabilitation

72 LGU Basista Basista, Pertgaslnan Geflie Gadia-Saldivar Senior Environmental 
Management Specialist 09189107520 7 09065744732 I «N l«f a dia m 11 l.com Watershed protection and

NON-GOVERNMENT ORGANIZATIONS & PEOPLFS ORGANIZATIONS ONGO* & POl)

73 KADUSMA (Katutubong Dumagat sa Sierra Madre) Dumagal Livelihood Center, Sitio Dike, Brgy. 
San Lorenzo. Norzagaray, Bulacan Brfgido Salonga Vice PresIdenI 0907-085-5334

Watershed proiecuon and 
rehabcNtation. livelihood projects/

74 Uunidpa! Aasodabor of Non-Governmental Organizations, 
Inc. (MANGO) Bayambang, Pangasinan Vima Q. Dalupe Pres Went 9606987088 bayambangmangotnc^gmaif.com

Watershed protection and 
rehabilitation, bvetlhood prefects/

75 San Vicente Agta Tabartgnon Tribe (IPs) San Vicente. Buhl, Camarines Sur Vilma 0. Coronef Chieftain 09752141919 Livelihood projecl/training

76 Joroan Tribal Group Joroan, Tlwl, Albay Arsenlo Condino Tribal Chieftain 9501942402
Watershed protection and 
rehabilitation, livelihood projects/

77 Commurrty Resource Warden. Banlay Watershed Tasks 
Force (CREW-eWTF), Inc. Sta Justine. Buhl. Camarfes Sur Nimfa C. ABfia President CREWflWTF, kK. 9381534950 nimfa allna@yahoo.com

Watershed protection and 
rehabTitaton, tvelihood projects/

78 ‘.ft. Malaraya-Malepunyo Watershed Protection Council, Inc. Brgy. Slo. Nino, Upa City, Batangaa Pedro L. Islorre President 9353325469
Watershed protector and 
rehabilitation, livelihood proj^H

79 Karao-Eklp Tribal Regreening Movement (KETRM) Bokod, Benguet Conslancia Cabangdi p 0-Adviser/ Member 9194150835
Watershed protect on and 
rehablDtaljon, Bvelihood projects/

60 SilJo Inuman Dumagal Farmers Association (SIDFA) $itio b^uman. Brgy. Lorenzo, Noc. Bulacan Earl Joseph Ouerol Coordinalor 0936-375-5697
Uatersheo proloclion ana
rehabilitation, iveiihood prefects/

81 Samahan ng mga may Patalsdaan sa Lawa ng Lumot
SPLL) ^avlntl. Laguna Cristilo Casiro President 09077730579 Uvelihpod pfOjocWrelnlng

SGUTH LUZON

LOCAL GOVERNMENT UNITS (LGUs)

82 3uhl Local Government Unit Municipality of Buhl Province of Camarines
Sur Beethoven Joy Nachor

Human Kesource 
Management Officer V. LGU* 

n< ihi
09088863125 enr1cogabnel25@gmarf.com Watershod proloclion and 

rebabiiillation

83 Sarangay Kinabuhayan. Dolores. Quezon Cnabuhayan. Dolores. Quezon Alexander Homoroc Barangay Coundnor 09999512687 Technical assistance in rehabilitation 
projects

84 larangny LGU - San Bernardo >an Bernardo. Tiwl, Arbay Guillermo Cemochez Barangay Chairman 09105708451 none
Watershed protection and
rehabilitatlon/Llvelihood
orolect/tralnlnn

mailto:botod@yahoo.com
mailto:allna@yahoo.com
mailto:enr1cogabnel25@gmarf.com


COMPAKYNAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO- a-M AIL ADDRESS NPC SERVICES PROVIDED

85 League o1 Barangay- Tr«H Tigbl.Trwl, Albay JovUo C. Coderes President 09559083997 Watershed prolecton and 
rehabit tail on

86 Mjnicipalfty of Cavinti Cavlntl, Laguna Mitt>ert L, Oliveros/ Vina Lorraine 
Orotfo Mayor! Municipal AgrlcuNurlsI 00198434013/09190027529 m.olivefOS@cavlnll.gov.ph/

(j.tatIonghan.com

Watersned protect on and 
rebabititation. live^hood prefects/
fmlninn

87 Barangay LGU- West Talaongan Cavkiti, Laguna Manuef A. Deia Roca Barangay Captatn 09397727106
Watershed prorecuon anc 
rehabilitation, Irvefihood projects/

88 Barangay Cansuso» Cavfnti Cavlntl, Laguna Henry Dela Torre Barangay Chairman 9613453637 Watershed rehabililaDcn, livelihood 
prefect/ training

89 Cny Erorfronmert anfl Natural Resourcea Office Municipal Hall, Slo. Tomas, Batangaa Jemud Caflnawan CGOH*IC04 City Envlronmer^t 
ft Natural Resources Office 09498447238 Technical assistance in 

rehablhtallon/tivdihood projects

90 Mijnicapa! Plannir>g ft Devefopme*^ OfTice (MPOO), LGU 
Malioap Balading. MsHnao, Afbay German J. Gcnzaga MPDO Oflicer 9171492195 mpdecerman^g mall .com Watershed protect on and 

rehabifitation

MINDANAO

LOCAL GOVERNMENT UNfTS (LGUi) n
91 Tubal Croup - Indigerxxjs People Sagaran.Talakag, fiukidnon Datu Elrlo Girno-ay IP Representative/ Tribal 

Leader 0935279541ft Watershed rehabiTltafton

92 LGU Maramag Anahawon, Maramag, Bukidnon Concepcion Pacatang MENRO 09177192048 Watershed protector and 
rehabilitation

98 LGU Batindorig. Lanao <Jc< Sur Balindong, Lanao del Sur Benjamin M. Bagul f AMERUDIN 
ABOUlRAHAB Municipal Mayor 09272188889 Watershed rehabilitation, IveHhood 

projects / training

94 LGU Tugaya. Lanao dd Sur Tugaya, Lanao del Sur Artiam Abdulazis Mun, Councilor 09368896617 Watershed rehabilibtfon, Ivelihood 
projects / training

95 Barangay LGU-Cav>ayan Cawayan, Lantapan, BuLldnon Dante Dagatan Barangay Captain 09366705076 Watershed rehabilitailon

96 Bararigay LGU- Bagoog Silarg Bagong Silang, Maramag, Bukidnon Richard 0. Jayme Barangay Captain 09755522867 Waiershed rohabilitailon

NON-GOVERNMENT ORGANIZATIONS & PEOPLED ORGANIZATIONS (INGOs 8 PO*)

97 Pasarlya voutn organization MSU, Marswl cicv, Lanao del Sur Prof. Johanne Careen s. Benito Founding Member/Chlef 
Executive Officer 9109294088 watershed renaointaiton

98 fraternal oraer of Eagles SarimanoK cnaoter hsu MSU, Marawl CICV, Lanao del Sur AnsarySandlgan MemBer/Focal person 94519S6940 watershed rehabliitaiton

C. DAMS MANAGEMENT DEPARTMENT (OHD)

NORTH LUZON

LOCAL GOVERNMENT UNFTS (LGUi)

99 ^flica 0^ p>6 Ctvil Defense (OCO) - Region 1 Pagdalagan, San Fernando. La Union Eugene G. Cabrera Regiooa! Director (072)619-5624 regionl ^ocd.gov.ph | ocdrcl ^yah 
oo.com

information and Education Campaign 
and 0am Discharge Warning
Operation for San Roque Dam



COUPAKYNAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO. e44AlL ADDRESS NPC SERVICES PROVIDED

100 PfCFvInclal Disasler Risk Reduction end Management Oflice 
(PDRRMO)of Bulacan Provincial Capitol. Malolos. Bulacan Felldsima Murrgeal Local DRRM Officer. Bulacan 09321821677 bulacan_fe3Cue@y8hao.com

Information artd Education Campaign 
for Angat Dam Operat>on/Ddm 
Discharge Wan\jr>g Operabor>

101 Provinclel Disasler Risk Reduction and Management Office 
(PDRRMO) c( Benguet Provlnclef Capitol. Le Trinidad. 6en9uet Christopher P. Mariano LDRRMO 1 09264047568/09177541191 pdrrmo^ benguet gov ph

Information and Education Campaign 
and Dam Discharge Warning 
Operation for Ambuklao and Binga 
Dams

102 Municipality of Bayambang, Pangasinan Ms. Genevieve U. Benebe MDRRM Officer 09198915054 benebeg^bayambang gov ph. 
ger>eber>ebe0803  g gmaiT.com

100 Municipality of San Manuel, Pangasinan Arnold Dracuian MORRM Officer 0968-647<721 Mngaslnan_Mnmanuel@y8hoo.com

104
Municipal Di$a$ta^Risk Reduction and Management OHIce

Munid]»aiiry of Sta. Merit. Pangtslritn Mr. Emilio M. VlljAlb. MDRRM Of&cer 0021,868-9033 ldrnnoBantamaria@yahoo.com Information and Education Campaign

Operabori for San Rogue Dam105 Munidptlity of Pottltt. Ptngicinui Mr. Chilalopher Metro MDRRM Officer 00504420730 tndrrTTioroBalei@gmail.eQin

106 Mujudptliry of Tay>jg. PtnauiAtA Mr. WUfrodo C. CaliJtUim MDRRM Officer D9S066SIS1S mdrrmc.layMg201B@gmafl.com

107 Munidptliry ofSio, TcmM, Ptngttlnin Mr. Mark C. Mangala MDRRM Officer 00458338711 mdrTTno,»tp24 2G@gmail.com

100 Munldpalily of Norzagaray, Bulacan Jerry Somblllo MDRRM Officer 09175058638/09052470355 norzagarayrescue20t$@gmall com

109 Munidpallty of Busies Bulacan Mr. Paii Manoling Santos MORRM Officer 00333943003

110
Munideal Disaster Risk Reducton and Management Office 
(MDRRMO)ki Bulacan

MunidptUtY of Piembong. Bu!tetn Mr. Romeo C. Sacdalan MDRRM Officer 09209796373 mdmno. paornl>ong@gmafl.com Wormatioo and Education Campaign

111 MunJdptUty of Angat. Bultctn Mj. Ma, t^urdea A. Alborlda Local DRRM Officerm 09171291151/09239203393 mdJTTno4flgat@yahoo.com
and Dam Discharge WarrMng 
Operation for Angat Dam

112 MunicipaUry of Pulllan. BoJaean Areeli M. Leonardo MDRRM Officer 09267063968 puUJafl.mdrrmo201 l@gmalLcom

110 Munidpalify of Plaridel, Bolaean Mr, CanAo SO, Lopes Local DRRM Officer 09329796860 plaride1drnno@gTn4il.com

114
Municipal Disaster Risk Reduction and Management Offices

Munldpalily of Bokod, Benguet AJma Cupkfo MORRM Officer
00494196681 (A Cupido)
0910 5274776 (Smart)
0015 0 713343 (Globe)

bokodmdimiLufficfrggmail corn biformation and Education Campaign 
and 0am Discharge Warning
Operation for AmbuMao Dam115 MunidpalHy of Rogon, Benguet CyHI L. Batcagan LDRRMO III 0929 8629896 It090nmdrromo@gmail Com

GOVERNMENT PARTNERS

116 National Ini gallon Administralicn (N1A)-Reglcn 1 NIA Region t OffKie. Bayeoas Urdaneta City. 
9angaslnan Engr. GaudendoM. DeVera Manager. Pangasinan 

Wgaboo Management Office (075) 632-2775 nla_pimo@y8hoo.com Dams Water Allocatior\f Reservoir 
Management

117 National Irrigation Administration . Region 3 Tambubong. San Rafael Bulacan Mr. Francia Clara Water Control Coordinating 
Unit Head 09326933384 r3 bane-4mo@nia gov.ph Reservoir management for optimum 

water ublization

118

’nilippino Atmospheric, Geophysical and Astronomical 
Services Administration (PAGASA)

MGASA Science Garden Complex. BIR
Road, Brgy. Central, Quezon CKy, Metro
Manila 1100

Mr. Roy A. Badllla Weather Services Chief. 
Hydr>MeterD>ogy Divbion

8926-5060
8284-0800 Roypagasafiyahoo com Data management ar>d sharing^ Dam 

Discharge end Warning Operation

119 National Water Resources Board (NWRB) 6th Floor, NIA Building, EDSA. Diliman 1101 Dr, Sevlllo D. David. Jr. Ph. D. Executive Director 8929-2365 nwri>pM@gmafT com
Data management and shartr>gf
Dams Water Afiocatiori/ Reservoir 
Management

120 Wotropolltan Waterworks and Sewerage System Calipunan Road. Bafara. Diliman.
Quezon City Patrick Cizon

Division Manager. Angai/lPO 
Operation Management 

Department
09175655385 Patrick dizon@mwss gov.ph

Reservar management fer optimum 
water utilization/ hformationand 
^ducabon Campaign

mailto:bulacan_fe3Cue@y8hao.com
mailto:Mngaslnan_Mnmanuel@y8hoo.com
mailto:ldrnnoBantamaria@yahoo.com
mailto:mdrrmc.layMg201B@gmafl.com
mailto:2G@gmail.com
mailto:ong@gmafl.com
mailto:mdJTTno4flgat@yahoo.com
mailto:plaride1drnno@gTn4il.com
mailto:nla_pimo@y8hoo.com


COMPANY NAME BUSINESS ADDRESS CONTACT PERSON posmoN TELEPHONE NO. #4IAn. ADDRESS HPC SERVICES PROVIDED

PRIVATE PARTNERS

121 San Roque Posver Corporation Orgy. San Roque. San Manuel. Pangssinan Mr. Raymond N. Mariano SVP for Operation ft 
Maintenance 09169230155 raymund.marlanoigisanrequepovrer.

ph
Mandatory Dam Safety Inspection fot 
San Roque Oem

122 SNAboltia Power-Benguel. try:. Brgy. Tmongdan. (logon, Benguet Mr. Holies G. Fernandez A VP* Plant Manager (02)8818 9101 hallis.femandez@snabcitiz.com Marxiatory Dam Safety Inspecbon for 
Ambuklao and Binga Darns

SOUTH LUZON

LOCAL GOVERNMENT UNITS (LGU«)

123 Provlnclol Oisflsier Risk Reduction and Managomert Office 
tPDRR M 0) of Lagund Provincial Capitol, Sla. Cruz, Laguna Mr. Ernesto M. Montecillo PDRRMCVOSWO

(049)5011120 
(049)8102145 
(049) 5011944

Emergency Action Plan forCaHraya 
ar>d Lumot Dams Operation

124

Municipal Disaster Rjsk Reduction and Management Office 
tMDRRMO) In Laguna

Municipality of Psgsanjan Ms. Martz A. Saivaberra Local ORRM Assistant 09190807684 mhariezsaTvatleneOB2S@gmaif.com,
pagsanjanrrxlmno@gmail.com

125 Municipaiity of Lumban Mr. Jobo S. Ahonuevo Planning 6 Research Deputy, 
Lumban MDRRMO 09175076078 tumbanmdrrmo@gmail.com

Information arvd Educeflon C 
and Dam Discharge Wamlrt^= 
Operatori fer Caliraya Dam

126 Municipality of Cavinti Maria Rafaela Valonte MDRRM Officer 09510808861109095420174 mdrrmocavintilagun8@gmaif.com

GOVERNMENT PARTNERS

127 PSALM Corporation
24th Floor Verts, North Corporate Center 1, 
Astra Comer Lux Drives, North Ave, Quezon 
City, 1105

Engr. Mary Grace 1. De Guzman Acting Division Manager 09174353525 mgideguzman@ps8tm. gov ,ph
Implementation of OMA for (he Norv 
Power Components of Major Dams In 
Luzon befr>g managed by NPC.

PRIVATE PARTNERS

128 CSK-Power Company Limited (CBK-PCL) Kalayaan. Laguna Mr. Dennis Rosacay Div. Manager 09175939433 drosacay@cbkpower.com Mandatory Dam Safety kispection for 
Caliraya and Lumot Dams

129 People's Energy Services. Inc. Brgy San Pascual, BuN, Camarines Sur Atty. Aimes C. Mora^
Mr. Elmer Martinez

Finance-Admin Manager/ 
Assbtant Manager

00399361620 (Morahay 
99999986988 (Martnez) pesl_offidal @ yahoo.com Mandatory Dam Safety fospection for 

Buhi-Baht Dam

130 Sorosogon II EIccWc Cooperative. Inc. (SORECO It) Buhatsn Bridge, Sorsogor City, Sorsogon Oariene Doctor Secretary (050)211 134 soreco2^msd @yahoo.com
Mandatory Dom Safety Inspection for 
Cawayan Dam131 Sunwest Water ft Electric Co. Inc. Unit 1108. West Tower, Philippine Slock 

Exchange Road, Ortgas Center, Pasig City Antpnetle Dilan plant Manager 8374959
09979601183 ditan Bnionefle@yahoo.com

VISAYAS
II 1

132 Sta. Clara Power Corporation
SlB. Clara Power Corporation, 2f Highway 54
Plaza S06 Stanford St. Cor. EDSA
Mandafuvonc CHv

Raul Boriaza Plant Manager 09173242235
2349733 info@staclarapower.com Mandatory Dam Safety Inspection lor 

Loboc Dam

D. CORPORATE

ENERGY SERVICES • POWER ENGINEERING SERVICES

NORTH LUZON

133 'latlonal Transmission Corporation Power Center, Dlllman, Quezon CHy Mr, Julius F. Barrfenlos Manager 89021500709453262782 lftiarriDnlos@lransco.ph Callbratfon of instrumer^

134 *jto and Tet Electrical Supp^ and Services .017A Block 4 Meywoods Subdivision, Laws, 
■ieycauayan. Bulacan Mr. Tito P, Oampog Manager Telefax No. (044) 323-0127 lesselectrlcsf@OLrt1ook.com

tpdampo92OOO@yahoo.com Ca^bration of Instruments

135 dOM-COR Markebng 6 Constnjciion Services Corp. 416 Road 3. GSIS Hills Subdivision.
Brgy. Talipapa, Quezon City Engr. Harvey Cheater M. Manartsala Safes Engineer Tel. No *63(2)983 2531 7 

*63 (2)453 6124 hcmmanansala homcor@gmall com Calibration of Instruments

136 Euro-Asia Errergy Source Ire.
2nd Fir. No. 265 Unit N Cortes Bldg Cor.
Set. Fernandez S Tomas Morale Sts..
Rrtiv 1 aoirwT Harvin rii.envirjtv

Mr. Bonifacio Sangalang and Ms. 
Renelyn Agdeppa

in^neermg Manager 
Engineering Secretary

Tel No. (•632)351-82437 
09382519395 rsagadeppa @ euroesia .rx!t ph Calibration of Irtstruments

mailto:hallis.femandez@snabcitiz.com
mailto:mhariezsaTvatleneOB2S@gmaif.com
mailto:pagsanjanrrxlmno@gmail.com
mailto:tumbanmdrrmo@gmail.com
mailto:mdrrmocavintilagun8@gmaif.com
mailto:drosacay@cbkpower.com
mailto:Bnionefle@yahoo.com
mailto:info@staclarapower.com
mailto:lftiarriDnlos@lransco.ph
mailto:lesselectrlcsf@OLrt1ook.com
mailto:tpdampo92OOO@yahoo.com
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SOUTH LUZON

137 Posvertrads Multisalcra and Seivfces Inc. 65 Aurora Ave., Aurora Subdivision^ Brgy. 
Kalavaan AnoofV) Rbal Phninnlnm

Mr. Romeo Slodina Manager Tel/Fax: (02)451-0509/425-6319 powenrademuttlsalos@7nsll.eom
rslodlna@yahoo.com Calibration of Instruments

138 K2J Electrical Sdrvlce$ 3054 Espirflu Street Parkview Homes 
Bararvgay Sun Valley Paranaque City Mr, Ketvrin 6. Psmsljnat General Manager

Tel. No. (02) 339-7387
Cell No: (0919) 245-1170/(0917) 
883-0667

kerwin_pei@y8hoo.eom Canbration of Instruments

139 GOA Power Resources Irworporated Unit 2. Deleon Reskieoces, Don Jesus Blvd, 
Cupang, Muntnlupa. 1770 Metro Manila Mr. Allan G.Uy Vice - PreskJenL Sales

Tel. No. ■•63-2 8809 5009
MoMe. ■•63-927-470 0579 hei-967 
415 8866

aFlanuy^gdapower coro ph Calibratiwi of kistrumertts

140 Aflernative Power Sdutkxis, kx; Paitoza Compound. South Drive.
Brgy. San Antonio. San Pedro. Laguna Mr, Norte Tiongco 09158194401 rhisOgi 66194401 @grnail com Calibration of Instruments

MINDANAO GENERATION EXTERNAL CUSTOMERS • '
MINDANAO

141 Power Sector Assets and Liabilittes Management {PSALM) 
Corporation

24th Floor, Vertls North Corporate Center 1. 
Astra Comer Lux Drives. Verts North. 
Mindanao Avenue 1105 Quezon Oty

Atty. Ma. Ilyn Albito OIC-General Counsel 8248-4800 / 7902-9000 ri ia lb ito 9 psi I'n-f dv. ph

Trar)smtnsi of NPC secured 
certificates of titles and 
reformation/records of NPC 
landholdings to PSALM

142 National Grid Corporation o* PhJ (VGCP)
Mirtdartao Regional Control Center - Mindartao 
System Operatons, Carmen, Cagayan de Oro 
City 9000

Mr. Amhroeio R. Rosales AVP-NGCP. Mindanao 0917791837/(088) 850-2351 arosates^ngep ph Updated Plant Marrrtenance

Robr>do C. Villaiotos OIC44ead. Systoma 
Operatlooa, Mindanao 09178791322 rcvtfli lobos ^ r>(cp. ph Request

RESOURCE MANAGEMENT SERVICES (RMS)

CORPORATE

NORTH LUZON

143 San ROQue Power Corporation ergy. San Rogue, San Manuei,
Pangasinan Mr, Raymund N. Mariano SVP for Operation & 

Maintenance 09189230155 ravmund.marlano®>S3nrpqueo
ower.pn

Meter Reading, Power Bins,
Annual Meter Accuracy 8 
CapaatvTest, Plant

144 Team suai Corporation Brgy. Pangascasan. Sual Pangasinan Mr. Ruben H. Ucerlo VP-Operatlons/ Station 
Manager (021 8573-5300 ruben.llcerio@teamenergy.pn

Meter Reading. Power Bills, .
Annual Meter Accuracy 8 
Capacity Test. Plant

14S Luzon Hvdro Corporation Brgy Amliongan. Alliem, ilocos Sur Mr, Arnold S.Tandoc
Plant Manager 09985421788 arnold.tandoc@aboiclz.com

Meter Reading, Power Bills, 
Annual Meter Accuracy & 
Capacity Test, Plant
Maintenance schedule,

146 casecnan Hydroelectric power Plant 
lEno of contraa io Dec. 20211

Sitio Pauan, Brgy. viilarica,
Panta&angan, Nueva Eclja Marlon Labliies Plant Manager 09171393476

Meter Reading, power'
Annual Meter Accuracy 
CapadtyTest, Plant

SOUTH LUZON

147 Kepco liijan Corporation
End Of Contraa 05 June 2022) Brgy. illjan, Batangas City Mr. Ericson Romana

Manager- Performance 
and Efficiency 
Department

09052387521 € r Icson .rom a n a@ keocop h II1 p p 1 
ne^.com

Power BUIS, Monthly Revenue
Meter Reading & Fuel 
inventory. Annual
Performance Test, Semi-Annual 
MeterAccuracyTest, Plant 
Maintenance Schedule to NCCp

148 CBK-Power Company limited (CBK-PCU Kalavaan, Laguna Mr, Roger Ouinones Jr. General Engineering 
Manager 09175255615 Roulnones@cbkpower.com

Meter Reading, Power Bins, 
Annual Meter Accuracy s 
capacity Test, Plant
Maintenance Schedule, etc.

mailto:powenrademuttlsalos@7nsll.eom
mailto:rslodlna@yahoo.com
mailto:kerwin_pei@y8hoo.eom
mailto:ruben.llcerio@teamenergy.pn
mailto:arnold.tandoc@aboiclz.com
mailto:Roulnones@cbkpower.com
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Shell Philippines Exploration B. V. BPEo •
Maiampaya Onshore Cas Plant 
(End of Contract 05 June 2022)

Plant) Tabangao, Batangas City Head 
Ofc.: Aslan Star Bldg. 19th Fir, Asean 
ortve, Flltnvest, Corporate dtv.
Atabang, Muntlniupa dtv

Ms. cotvn ceraide Commercial Advisor SPEX 
B.v. 09178051414

Coiyn.Ceraie^sheii.com

Processing of Cas Delivery Bills, 
Endorsement of Plant 
Maintenance schedule toNCCP 
and validation of Cas Metering 
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DEFINITION OF TERMS

TERMS DEFINITION 1 j
Back-Checking A quality control procedure involving subsequent 

re-contacting or revisiting respondents to check 
whether the interviews were conducted jatid 
completed and whether the responses recorded by 
the interviewer were consistent and accurate j |

Call Back Process of calling or visiting a sampled respondent 
who is initially not available again to complete the 
survey j {

Clearing or Debriefing Sessions Process of reconvening the survey team after the 
start-off to discuss clarifications, concerns, jarid 
challenges encountered during the first few days of 
data collection and agree on ways to address them 
moving forward I '

Code Frames or Codebook Shows the categories that were formed from 
responses from open-ended questions; Contains 
the numeric data equivalents of verbal data which 
shall be used for the purpose of analysis | |

Computer-Assisted Personal 
Interview (CAPI)

A data collection method by an in-person 
interviewer (i.e. face-to-face Interviewing) who uses 
a digital device (e.g. computer, tablet) to administer 
the questionnaire and capture the answers of^tHe 
respondents | j

Cross-Tabulations Pertains to the creation of a table showing two or 
more variables, with the categories of one variable 
distributed across the rows of the table, while|tHe 
other variable is distributed down the columns i j

Customer Type Pertains to a group or segment of customers 
classified based on specific characteristics 1 |
Customer types have been pre-identified in Annex
A. ! !

Data Tables Refers to set of tables which display the survey 
results j 1
Each tab resembles a spreadsheet with multiple 
rows and columns, wherein rows contain jthe 
answer categories for a given question and 
columns are the key variables for analysis. | |

Data Tabulation Specifications or 
Tab Specs or Tab Pian

Outlines all required tables, statistics and other; 
acts as a guide for the conversion of data into 
meaningful forms and results \ j
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TERMS DEFINITION
Disproportionate Sampling A sampling strategy wherein each subgroup jis 

allocated with equal sample size or number of 
target respondents | !

Double-Encoding A quality control process wherein completed 
questionnaires are encoded by two different 
encoders | |
After double-encoding the data separately, the two 
datasets will be automatically compared, jand 
discrepancies will be verified and corrected 
accordingly to form a single dataset. { i

Drop-Out Rate Refers to the proportion of all eligible sample cases 
that were lost over the duration of the interview or 
over the duration of the study | |

ESOMAR World Association of Opinion and Marketirig 
Research Professionals (formerly European 
Society for Opinion and Marketing Research) |ls{a 
membership organization representing the interests 
of the data, research and insights profession at an 
international level. While it started as a European 
association, ESOMAR is the global association for 
the industry, with members based in 130 countries.
It provides ethical and professional guidance [aiid 
advocating on behalf of its global membership 
community, | ,

General Population Refers to the general public and not a very specific 
type of population | |

Geocodes Refers to a set of geographical coordinates 
corresponding to a location { ;

Household Defined In market research as the social junit 
consisting of a person living alone or a group of 
persons who sleep in the same housing unit ^rid 
have a common arrangement in the preparation 
and consumption of food I !

Hybrid Data Collection or Mixed 
Data Collection

Refers to the use of two or more data collection 
methods | !

Inception Meeting or Kickoff 
Meeting

Pertains to the first meeting with the project team 
and the client of the project to discuss and define 
the base elements of the project (goals, scope, 
expectations) and other project planning activities

Kish Grid A method for selecting members within a househo 
to be interviewed
It uses a pre-assigned table of random numbers 
find the person to be interviewed. |

d

0
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TERMS DEFINITION i
Kruskal Analysis A statistical tool for measuring the power |of 

attributes in driving a dependent variable 1 ;
The essential assumption behind the analys)s 1 is 
that variables which exhibit strongly similar patterns 
of response to some dependent issue (for example 
overall satisfaction) are causally linked. jThis 
analysis approach uses the concept of partial 
correlations, where the correlation between j two 
variables is obtained when the effects of otHer 
variables are removed. | j

Pen-and-Paper Interview (PAPl) A data collection method by an in-persbn 
interviewer (i.e. face-to-face interviewing) using^ a 
printed paper questionnaire where responses' a!re 
recorded j j

Pilot Test/Pre-Test A process implemented to dry-run the research 
instruments and determine problems that needed to 
be addressed prior to putting the data collection jin 
full sun/ey operations | |

Proportionate Sampling A sampling strategy wherein the sample size or 
number of target respondents allocated for each 
subgroup Is determined by their number relative to 
the entire population 1 1

Primary Sampling Unit (PSU) Refers to sampling units that are selected in the1 first 
(primary) stage of a multi-stage sample | ;

Sample Pertains to the sub-population to be studied in order 
to make an inference to a reference population (a 
broader population to which the findings from:a 
study are to be generalized) j |

Sample Size Refers to the number of population members or 
cases that are iricluded In the sample i i

Sample Spots Refers to areas (usually barangays) that have been 
sampled and where the survey data collection will 
be conducted | ;

Spot Check A quality control procedure that involves going to 
the data collection area to check if: (1) interviewers 
did proper sampling; (2) proper skipping was 
implemented; (3) interviewers are indeed in the 
area covered by the study; (4) or interviewers are 
interviewing correctly, among others I

Systematic Random Sampling A type of probability sampling technique where 
there Is an equal chance (probability) for all units 
within the population to be selected and be included 
in the sample | I
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TERMS DEFINITION
Weights/Weighting Refers to statistical adjustments that are made to 

survey data after they have been collected in order 
to improve the accuracy of the survey estimates: (1) 
to correct for unequal probabilities of selection ithat 
often have occurred during sampling; (2) to help 
compensate for survey nonresponse | |

1
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I. RATIONALE

Under GCG Memorandum Circular (M.C.) No. 2012-07 or the Code of Corporate 
Governance, GOCC Governing Boards are required to:

(a) Ensure integrity and honesty in dealings with customers and operate a
highly effective and efficient organization, focused on meeting custorne'r 
objectives with the aim of providing services which give fair value and 
consistent quality, reliability and safety in return for the price paid for the 
same.' ! i

(b) Operate policies of continuous Improvement, of both processes and the
skills of the staff, to take best advantage of advances in all aspect of society 
in order to ensure that it continues to add value to its customers’ 
businesses.2 i j

To ensure GOCCs are able to satisfy these requirements, the GCG made it 
mandatory for GOCCs to conduct an annual Customer Satisfaction Survey (CSS) 
as one of the performance indicators under the Performance Evaluation System 
(PES)3, implemented pursuant to GCG M.C. Nos. 2013-02 (Re-Issued) and 
2017-02. The CSS serves as one of the monitoring tools to measure how GOCCs 
relate with their customers as this provides tangible and verifiable data on how 
GOCCs deliver their services.

Anchored on the principle of continuous improvement, this enhanced standarc 
methodology is issued to ensure that individual results of the GOCCs’ CSS are 
comparable and can be consolidated to determine the overall cuslonief 
satisfaction score of the GOCC sector. The enhanced guideline aims to ensiire 
that GOCCs go beyond compliance and utilize the CSS in harnessing and 
determining vital data and information on customer satisfaction. Thus, the CSS 
will focus on identifying the overall satisfaction rating by determining how much 
of a GOCC’s customers are satisfied as opposed to dissatisfied, and the factors 
that lead to both. !

1 Section 37, GCG M.C. No. 2012-07
2 Section 37, GCG M.C. No. 2012-07
3 Periormanco Evaluation System Guidebook.
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11. DATA GATHERING METHODS

For purposes of the conduct of the annual CSS, three (3) quantitative data 
gathering methodologies will be used, which were deemed as the most efficient 
and effective way of reaching the GOCCs' customers during the survey fieldwork 
The data gathering methodologies are as follows:

A. Method A: Intercept Interview

The objective of the intercept interview is to gather on-site feedback frorri 
customers upon transaction with the GOCC. Intercept interviews are done by 
having trained interviewers positioned in either the office/branch of the 
GOCCs or the area where they operate, e.g. airports, ports, and train stations!

B. Method B: Telephone Interview or Face-to*Face Interview
Telephone interview is the most efficient way of reaching customers who bo 
not usually visit the offices/branches of the GOCCs. However, GOCCs may 
opt to use face-to-face interview depending on the convenience of the 
respondents.4

The respondents that will participate in the interview should come from the 
GOCC's list of clients (individuals, corporations, and non-profit organizations 
such as social enterprises and cooperatives). In using this methodology,' 
GOCCs are reminded that complete contact information of the possible 
respondents including names and contact details are required.

C. Method C: Door-to-Door Interview

Door-to-door interview is most efficient for customers of GOCCs with ho^ 
contact details available or are not reachable via other means |of 
communication. Thus, the best way to reach its customers is by visiting the 
respondents’ homes. However, this assumes that the communities or areas 
where the customers reside can be properly Identified. j !

GOCCs with different customer types may use a different data gathering method 
for each of its customer types (e.g. intercept inten/iew for individual customers! 
and telephone interview for business clients). Note, however, that this is the orily 
Instance which allows the use of hybrid data gathering method. Hybrid data' 
collection is not allowed for the same type of customer. j |

In addition, the use of online survey tool/platform or self-accomplishment of the' 
survey questionnaire (e.g. e-mail, postal mail, etc.) as data gathering method] 
may also be used If the GOCC falls in any one of the cases below: I :

i i1. Limited budget for the GOCC to conduct personal interviews (i.e. door-to-!
door, intercept, telephone, face-to-face); i ,

2. Respondents are top executives/managers in which securing an appointment!
is difficult; and I !

It shall bo noted, however, that tho two data gathering methods cannot be used in combination. For example, if 
the GOCCAhird party decided to use telephone interview, it must be used cortsistenlly (or ail tho respondents I 
belonging to the same customer type. I

i
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3. The only available means of communication is through e-mail.

However, GOCCs that will use an online survey tool/platform for data gathering 
should present a comprehensive quality control measure to ensure the validity 
and reliability of data collected. The implementation of which shouid be 
supported by a detaiied quality control report.

If the contracted third-party of a GOCC has its own online survey tool/platform, 
the use of this survey method is allowed, provided that the third-party provider 
will be able to present and submit a detailed quality control report.

Attached as Annex A is the list of data gathering method per GOCC.

In the implementation of the CSS. GOCCs are expected to hire a third-party 
provider to administer the survey, generate the data, and interpret the result. 
GOCCs are given the option to setf-administer the survey but are reminded to 
strictly follow the guidelines provided below. GOCCs that will conduct the sur\ ey 
in-house should be able to present a comprehensive report on the proceduies 
and processes undertaken during the administration of the survey, including but 
not limited to the quality control on data gathering (i.e. pre-test and spot 
checking). Moreover, quality control/quality assurance (i.e. back-checking 
and double encoding), data analysis and data interpretation should be 
undertaken by a third-party and comprehensive documentation on the matter 
should be presented as evidence of compliance.

SAMPLING PROCEDURE 

A. FOR INTERCEPT INTERVIEW

A systematic random sampling shall be utilized following the steps outlines 
below.

Step 1: Create a list of PSUs

Step 2: Identify the number of PSUs to cover

Step 3: Identify the population and sample size and distribute sample by 
sampling unit

Step 4: Compute for the sampling interval

Step 5: Determine the schedule of the sun/ey

Step 6: Select the respondents using interval number

In case the GOCC has more than one venue where the survey can be 
conducted, the first step is to select which PSUs to cover. PSUs could be 
geographic areas, venues, offices, branches, stations, and other units of the 
GOCCs which customers frequent to avail of the GOCC’s service/s.

Ideally, all PSUs should be covered but in consideration of time and budcet 
constraints, PSUs can be grouped together accordingly to form one bigger
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sampling unit (e.g. North Luzon branches, Mindanao branches). Sample s 
should be allocated proportionately or disproportionately into the PSUs.

ze

Once the PSUs have been identified, the day of the week and the time of the 
day must be established prior to the conduct of fieldwork. The research 
schedule will be based on the best judgment of the researcher and shoulc 
be agreed between the researchers and the GOCCs.

Researchers and GOCCs are reminded of the basic rule of spreading the 
day and time of the research schedule to ensure that all possible segments 
of the population are represented and that there Is an equal chance or 
customers to participate in the survey. .

The sampling interval number will be used to determine which of the 
customers will be invited to participate in the survey. For example, if the 
sampling interval number Is 10, then every 10w customer will be asked to 
participate in the survey.

Note that for systematic sampling technique, aside from the sampling interva 
number, a random start number should also be identified.

in cases when the selected customer does not meet the required recruitment 
criteria or is not willing to participate in the survey, the field interviewers' 
should continue with the interval scheme in identifying the next customer; 
until the required customer sample is met.

B. FOR TELEPHONE INTERVIEW OR FACE-TO-FACE INTERVIEW

The selection of the respondents will be done through the systematic 
sampling technique using a customer list provided by the GOCC. The 
customer list must be complete with customer name.and correct/updated 
contact details. i <

I

The procedure for systematic sarnpling technique for telephone interviews is 
as follows:

Step 1: Create a contact list and identify population size

Step 2: Clean, segment, and group customers based on how data is to 
be analyzed

Step 3. Identify sample size

Step 4: Compute for sampling interval number

Step 5: Select the respondents using interval number

Step 6: Contact respondents for the Interview

Researchers should identify a sampling interval number. The sampling' 
interval number will be used to determine which of the customers in the list' 
will be invited to participate in the survey. For example, if the sampling 
interval number is 10, then every 10““ customer in the list will be contacted
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and invited. In doing so, the customers may get equal chance of gettnp 
selected to participate in the interview.

Note that for systematic sampling technique, aside from the sampling interval 
number, a random start number should also be identified. |

In cases when the selected customer does not meet the required recruitment 
criteria or is not willing to participate in the survey, the interviewers should 
continue with the interval scheme in identifying the next customer, until the 
required customer sample is met. j

\
The respondent may be inten/iewed instantly upon reaching him/her or an 
appointment may be set with the respondent. In the event that the customer 
is not available or cannot be reached, a maximum of two (2) callbacks will 
be made. If at the second callback, the customer is still not available jor 
cannot be reached, the customer should be replaced by calling the next 
customer In the list, still following the interval scheme.

C. FOR DOOR-TO-DOOR INTERVIEW

1. With Customer Listing

The selection of the respondents will be done through the systematic 
sampling technique using a customer list provided by the GOCC. The 
GOCCs should ensure that the customer list is complete with customer 
name, correct/updated contact details, and addresses. ;

The conduct of systematic sampling technique for door-to-door interviews 
with listing shall be guided by the following steps:

Step 1: Create a contact list and identify population size

- Step 2: Clean, segment and group customers based on how data is 
to be analyzed

Step 3. identify sample size

Step 4: Compute for sampling interval number

Step 5; Select the respondents using interval number

Step 6: Contact respondents for the interview

Researchers should identify a sampling interval number. The sampling 
interval number will be used to determine which of the customers in the 
list will be invited to participate in the survey. For example, if the sampling 
interval number is 10, then every lOlh customer In the list will be contacted 
and invited. In doing so, the customers may get equal chance of getting 
selected to participate in the interview.

Note that for systematic sampling technique, aside from the sampling 
interval number, a random start number should also bo identified.
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In cases when the selected customer does not meet the required 
recruitment criteria or is not willing to participate in the survey, the 
interviewers should continue with the interval scheme in identifying the 
next customer, until the required customer sample is met.

The respondent may be interviewed instantly upon reaching him/her or an 
appointment may be set with the respondent. In the event that the, 
customer is not available, a maximum of two (2) callbacks will be made! If 
at the second callback, the customer is still not available, the customer 
should be replaced by visiting or contacting the next customer in the list,; 
still following the interval scheme.

2. Without Customer Listing (General Population)

For door-to-door interviews without listing, a multi stage sampling shall be 
employed, following the steps below.

Step 1: Select sample cities or municipalities

Step 2: Select sample.spots

Step 3: Select sample households

Step 4: Selection of the sample adult using a Kish grid

Within each study area, cities/municipalities will be selected without; 
replacement and with probability proportional to population size. j

Once the cities/municipalities have beeri selected, the required number|of| 
spots will be distributed among the sample cities/municipalities. The; 
determination of the number of spots must be roughly proportional to ts 
population size. Each municipality must receive at least one spot.

I
In each sample city or municipality, the required number of sample spots1 
or barangays will be randomly selected. i

Spots or barangays should be classified into urban and rural. The 
following interval scheme by urbanity is recommended:

a. Interval of five (5) in rural barangays

b. Interval of ten (10) in urban barangays

In each sample spot map, interval sampling will be used to draw five (5): 
sample households. A starting street corner will be drawn at random. The: 
first sample household will be randomly selected from the householdsj 
nearest to the starting street comer. Subsequent sample households vyilll 
be chosen using a fixed interval of nine (9) households in between the; 
sampled ones and every lo10 household will be sampled for urban spots1 
while a fixed interval of four (4) households and every S1" household willj 
be sampled for the rural spots. |

In each selected household, a respondent will be randomly chosen among; 
household members who are 18 years of age and older, using the equal j
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probability sample selection Kish grid. One (1) qualified male or female 
respondent will be randomly chosen from among all eligible/qualified 
respondents in the household. I

In cases where no qualified respondent, the interval sampling of| 
household will continue until five (5) sample respondents are identified.

The interval scheme indicated above should also be implemented in a) 
replacing households; and (b) substitution of respondents.

I
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Substitution

Substitution of respondents (for selected respondents who are not available) will be 
done only after two (2) valid callbacks. Substitution will be made only with a respondent 
of the same socio-economic profile as the original one - same age group, socio-; 
economic class, gender, working status and from within the same sample spot.

Urban-Rural Classification5

A barangay is classified as urban if it meets any of the following:

1. It has a population size of 5,000 or more;

2. It has at least one establishment with a minimum of 100 employees;

3. It has five or more establishments with 10 to 99 employees, and five or more 
facilities within the two-kilometer radius from the barangay hall. The 
establishments include:

i. town/city hall or province capitol;

ii. church, chapel or mosque with religious service at least once a month:

iii. public plaza, park or cemetery;

iv. market place or building where trading activities are carried out at least 
once a week;

V. public building like school (elementary, high school, and college), hospital, i 
puericulture or health center, or library;

Vi. landline telephone system or calling station or cellular phone signal;

vii. postal sen/ice or public fire-protection service:

vili. community waterworks system or public-street sweeper; and

ix. seaport in operation.

A barangay which does not satisfy any of the criteria above is classified as rural.

s Tho dofinilion is based on the Philipptno SlalistJcs Autbofit/s report on tfie urban population In the country, which 
provides information on the baranga>-s classified as urban based on the 2003 (new) delinition of urban areas The' 
new definition of urban areas was approved by tho National Statistical Coordination Board through Resolution No. 
9, series of 2003, on October 13,2003. It is used in this report for tho urban-rural classification of all barangays, 
except for the barangays In the National Capital Region which were all automatically classified as urban.
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IV. DATA COLLECTION

A. RESPONDENT CRITERIA

Customers can be categorized as primary or secondary. Primary 
customers are those with direct economic transactions with the GOCC, 
while secondary customers are external customers who are or may be 
affected by the business of the corporation despite not directly engaged' 
with the economic transactions of the GOCC. For this purpose, the survey' 
instrument only covers primary customers.

Of the identified primary customers, the survey respondents shoul 
satisfy at least one of the criteria below:

a. Current/on-going customers of the GOCC;

b. Has a current/active account with the GOCC; or

c. Had at least one transaction with the GOCC during the time of visit. |

It is also crucial that the respondent criteria are time bound and the 
respondent/customer should have availed of the services of the GOCC 
within the year being evaluated. | I

The final criterion to be followed should be included in the screener portion 
of the questionnaire and should be clear among the interviewers to ensure 
that the respondents to be interviewed are eligible and responses will be 
relevant. .

B. SAMPLE UNIVERSE
For data gathering methodologies which requires a list of customers (i.e.l 
Telephone Interviews, Face-to-Face Interview. Door-to-Door Interview with | 
Customer Listing), the sample universe should be provided to the 
researchers prior the conduct of the systematic selection.
The sample universe refers to the names of the customers with their! 
telephone numbers (for telephone interviews) and addresses (for face-to- 
face and door-to-door interviews).

To ensure the confidentiality of the list, the researchers and all their partners 
should sign a Non-Disclosure and Confidentiality Agreement which 
contains the following items;

a. The list should only be used for the purposes of this particu ar
customer satisfaction survey and should not be shared with anyone 
who is not involved in the project. j

b. The masterlist should only be provided to the researcher who will be| 
doing the systematic selection. All field interviewers should only be 
provided with the list of customers that they will be contacting.
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c.

a. The list should be disposed of properly or returned to the GOCC. Noi 
copies of the list, be it printed or in soft copy formats, should be left with| 
the third-party agency. |

In order to eliminate bias, GOCCs should not inform their customers tha a' 
customer satisfaction survey will be conducted. Instead, GOCCs should 
provide a letter to the third party service provider stating the purpose for 
which the CSS is conducted and providing authority to the third party, 
service provider to collect data on their behalf. The letter will be shown jto 
the respondents before the conduct of interview proper. At the minimum,' 
the official letter must contain the foilowing: '

i
a. Information about the third-party agency and what they will be' 

conducting;

b. Purpose of the research;

c. Invitation of customers to participate in the survey; and

d. Assurance of confidentiality.

SAMPLE SIZE

In practice, market researchers typically use a combination of rules of 
thumb, area coverage, and understanding of client's needs in terms of 
analysis and implementation when working out the sample size.; 
Constraints on resources - budget and time - also set the limit on the' 
sample size. | j

I 'For the purpose of the CSS, the sample size is set depending on number, 
of primary customers per customer type. The required sample size per( 
customer type are as follows:

a.

b.

500 for nationwide coverage 
level

MOE of +/-4.3% at 95% confidence

300 for area-specific coverage “* MOE of +/-5.6% at 95% 
confidence level

c. 100 for customer type with small universe or when the number of 
the total primary customers is not enough to reach at least a 
sample size of n=300 for the survey MOE of +/-9.8% at 95%’ 
confidence level

The results should only be read at the total level. No furthef 
breakdowns can be made as the sub-segment reads will not be 
conclusive due to a very small sample size. !

k

d. Total universe should be targeted as survey respondents for! 
customer types with total primary customers of less than 100.

e. At least n=100 should be targeted for each sub-segment (e.g. 
region, age, gender, etc.) for data to be analyzed, if needed ^ 
MOE of +/-9.8% at 95% confidence level
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Note that the required sample size is considered as the minimum sample 
size.

To illustrates

Sample 1: GOCC A whose business has a nationwide 
coverage has both individual and business customers. The 
total number of individual customers is 10,000 and the total 
number of business entity customers is 8,000.

Required minimum sample size:
Individuals: 500 

Business Entities: 500

Sample 2: GOCC B whose business has a nationwide 
coverage has both individual and business customers. The 
total number of individual customers is 10,000 and the total 
number of business entity customers is 10.

Required minimum sample size:
Individuals: 500 

Business Entities: 10

D. FREQUENCY OF DATA COLLECTION
t I

In order to properly monitor the GOCC's customer satisfaction rating, the' 
CSS has to be conducted annually. However, for GOCCs that observe' 
seasonality (i.e. peak season and lean season), the survey should be' 
conducted for each season as we can expect variations in company^ 
operations, customer behavior, among others, which may have an effect bn' 
the results of the survey. i ;

' * ! j
Except for intercept data gathering method, GOCCs are allowed |to 
conduct data gathering/survey until January of the succeeding year; 
provided that the Rnal Report and other supporting documents are macfe' 
available by March.

AREA COVERAGE

Primary area coverage for the study depends on where the customers jof 
the GOCCs can be contacted and interviewed. Essentially, it is where the 
PSUs are located such as geographic areas, venues, offices/branches,1 
stations, and other units where we can get our sample.
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V. DATA COLLECTION INSTRUMENT

The quantitative study will make use of a structured questionnaire, which will 
ensure consistency ail throughout the project and eliminate interviewer bias. This' 
questionnaire ensures:

• More rigid style of interviewing:

• Presence of close-ended and open-ended questions;

• Highly structured way of questioning: and

• Assigned of numerical values to responses.

The length of the interview will be 15 minutes at the maximum, particularly for| 
telephone interviews and intercept interviews, as lengthy interviews often result 
in higher refusal and drop-out rates.

For door-to-door Interviews, a lengthier questionnaire can be accepted but the 
survey should not exceed 45 minutes.

The actual length of interview will be determined during the pre-test of the 
questionnaire. Should the questionnaire be longer than 15 minutes, the1 
information coverage will be reviewed and checked for prioritization of questioris.!

The questionnaire is composed of three (3) sections:

(a) Screener

(b) Main questionnaire

> Transacting with GOCC

> Overall Satisfaction

> Execution of Service

(c) Socio-Demographic Profile
Questions under the Main Questionnaire are fixed and may not be altere'dl: 
modified, or deleted. GOCCs may only add service or product specific 
questions, under Execution of Service section, without the need to secure prior 
authorization from the GCG.

A 5-point Likert scale shall be used for the overall satisfaction rating question that 
determines the level of satisfaction/dissatisfaction of the customers.

Very
Satisfied Satisfied

Neither
Satisfied

nor
Dissatisfied

Dissatisfied Very
Dissatisfied

5 4 3 2 1
Explanation of the scale should be read out to the respondents while showing 
them the showcard of the scale. This should be done before any of the rating
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questions are asked. Interviewers should explain the scale repeatedly through 
the conduct of the survey until the respondent gets used to it. Below are Ithe 
explanations of each point in the scale:

Very satisfied

Performance of the GOCC meets and exceeds the needs 
and expectations, to the benefit, of the customer. The 
service was provided with few minor problems or nonejat 
all. If there were few minor problems, a corrective action1 
might have already taken place which is deemed higl:ilyi 
effective. . | j

Satisfied

Performance of the GOCC meets the minimum' 
expectations of the customer. The service was provided 
with few minor problems or none at all. If there were few 
minor problems, a correction action might have already 
taken place which is deemed highly effective. | 1

Neither Satisfied 
nor Dissatisfied

This is the midpoint in which the respondents cannot truly 
pick a side in the spectrum. However, this does not mean, 
that the respondent has no opinion or does not know.i 
Performance of the GCCC neither meets nor doesn't meet 
the minimum expectations of the customer. | !

Dissatisfied

Performance of the GCCC does not meet the minimum 
expectations of the customers. There are a number jof 
elements or aspects in the GCCC's customer service that 
reflects a problem for which the GOCC has not yet 
identified corrective actions, if there were corrective! 
actions, then the action is perceived by the customer as1 
ineffective or has not been fully implemented to be1 
effective. . | 1

Very
Dissatisfied

Performance of the GOCC does not meet most or did hot 
meet any of the expectations of the customers. There are 
a number of elements or aspects in the GCCC's customerj 
service that reflects a serious problem for which the GOCC; 
has not yet identified corrective actions. If there were' 
corrective actions, then the action is perceived by the! 
customer as very ineffective or has totally been! 
disregarded. j ;
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VI. DATA COLLECTION QUALITY CONTROL
To be able to ensure that the data gathered from the CSS is of highest quairty
possible, the following quality control procedures should be set in place:

A. PRE-TEST

A pre-test shall be conducted to test the instrument in an actual
respondent/scenario to:

a. Ensure clarity and comprehension;

b. Check for bias;

c. Assess interview length; and

d. Anticipate possible issues on field and agree on resolutions prior the 
training proper.

Documents Needed:

a. Survey Instrument

b. Stimulus Materials

Deliverables to be Submitted:

a. Pre-test Results - GOCCs are required to pre-test at least three (3) to, 
five (5) respondents for each customer type, depending on the size-of 
its population/customer base. For GOCCs with a small customer base1 
(n<100), at least one (1) respondent per customer type is acceptableJ

b. Pre-test Report - The report documents the issues, challenges and 
other insights and relevant observations gathered during the pre-test.' 
it contains document agreements/resolutions agreed upon during the 
pre-test discussion between the GOCC and third-party service 
provider.

B. TRAINING

Training is given to team members, specifically the field team to:

a. Give an overview of the project, its design and objectives;

b. Train on sampling procedure and selection of respondents;

c. Brief on the questionnaire administration;

d. Practice skipping and routing of questions; and

e. Do mock interviews amongst themselves to familiarize themselves 
with the questions and to test their comprehension of the instructioris.

Documents Needed:

a. Survey Instrument
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b. Stimulus Materials

c. Training Manual

Deliverables to be Submitted:

a. Training Report - The training report documents the issues, 
challenges and agreements/instructions relayed during the briefing.

C. OBSERVATION

Researchers and/or team leaders should observe and conduct start-off 
within the initial days of fieldwork to monitor if the sampling procedures are 
well-understood and to check if the questionnaire is implemented properly, i

! I
The first set of accomplished questionnaires will also be checked by the tearn 
leader or supervisor and/or researcher to check for consistency and proper 
filling-up of the questionnaires (for PAPI only). j

j

Clearing/debriefing sessions should be conducted, as the need arises in 
order to clarify pending questions and provide additional instructions to the 
field team. ! :

Documents Needed:

a. Survey Instrument

b. Stimulus Materials 

Deliverables to be Submitted:

a. Observation Report

b. Clearing/Debriefing Report

D. SUPERVISION AND SPOT CHECKING 

Spot Checking

Spot checking involves going to the data collection area to check among 
others if; (1) Interviewers did proper, sampling: (2) proper skipping was 
Implemented; (3) interviewers are indeed in the area covered by the sluby; 
(4) or interviewers are interviewing correctly.

Supervision
I

A field manager will ensure the proper field implementation of study content 
and distribution and scheduling of visit. i ;j
The field manager shall also be responsible for the conduct of training' of 
Interviewers, assisted by field supervisors who will supervise the interviewers 
together with the group leaders.

Supervisors will be tasked to monitor the study full-time. They will observe 
actual interviews, follow-up and do surprise checks on the research team!
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Supervisors will observe at least 30% of the total sample size. They will also 
ensure that field logistics are received promptly and administered properly |
Deliverables to be Submitted: | |

I •

a. Supervision/Observation/Spot Checking Report

b. Fieldwork Progress Report

E. BACK-CHECKING

Back-checking is the subsequent re-contacting or revisiting respondents to| 
check whether the interviews were conducted and completed and whether| 
the responses recorded by the interviewer were consistent and accurate. As 
a standard, at least 30% of the total sample size should be back-checkedi a| 
combination of phone and in-person back-checking should be done.

Deliverables to be Submitted:

a. Back-Checking Report

b. For CAPI surveys, report on automated checks which will contain tKb 
following information:

i. Schedule of Automated Checks Conducted

ii. Checking of Administrative Variables to Monitor Data Quality

• Total Completed Output per Interviewer versus Sample Size

• Total Output/Productivity per Day

• LOI Checks

• Interview Gap between Successive Interviews

• Areas/Spots Covered per Day

• Interview Done in Odd Hours

• Geocodes

• Duplicate Contact Information

iii. Interviewing Issues

• Audio Recording Problem

• Administration Problems jI
• Non-responses j

• Response Patterns j

As part of the ESOMAR codes and guidelines, the identity of the respondents 
will be kept confidential from the GCG and the GOCCs. If there is a

I
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requirement from the GCG or the GOCC to reveal the identity of the 
respondents, the consent of the respondents will be sought for. It should be 
noted that the information on the identity of respondents will only be limited 
to their addresses/locations. However, if the respondents want to keep their 
locations/addresses confidential and detached from the survey results, his 
will be adhered to by the researcher.
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Vll. DATA PROCESSING

A. FOR PEN-AND-PAPER INTERVIEW (PAPI)

1. Field Editing

After every data collection day, the field interviewers are to go over theiri 
work in order to ensure completeness of data. All accomplished 
instruments will be submitted to the assigned group supervisor. The! 
group leaders/field supervisors will be the one to check the completed 
outputs before the field team leaves the location. Field supervisors will 
conduct a final consistency check on all outputs prior to coding of 
responses by trained coders.

2. Coding
Open-ended questions in the questionnaire will be coded, and cocJe'
frames will be created to facilitate processing of data. i :

{

3. Data Encoding/Entry |

Once the questionnaires have been cleared and coded, these will be 
sent over to the data encoders for data entry. . '

A data entry program will be used during data encoding to verify and 
conduct consistency checks on the encoded data. The data capture 
program can incorporate validation/cleaning filters to screen valid and 
invalid answers based on the consistency checking of the questionnaire.1
Depending on the complexity of the questionnaire, fifty percent (50%) [or| 

one hundred percent (100%) of each data encoder's work will be re-; 
encoded to ensure accuracy of data entry. After double-encoding the 
data separately, the two datasets will be automatically compared, and 
discrepancies will be verified and corrected accordingly to form a single 
dataset. . ;

4. Data Processing

Once data has reached zero error, data will be prepared for tatile 
processing. Data tabulation specifications or tabspecs will be developed 
by the researcher, for approval of the GOCC, as reference of the data 
processing team. The tabspecs will include the following key details:

a. List of tables with table titles and base descriptions;

b. Segments to be read in the table banners/headers;

c. Stubs or list of responses;

d. Formatting of the tables;

e. Filters/logic checks; and

f. Weights computation (for disproportionate sampling).
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The data table processing will involve descriptive statistics and several 
cross-tabulations, depending on the data requirements.

All tables will also undergo statistical tests for groups to measure the 
variance among the existing groups/segments in the sample. Tnis 
significance testing should be done at 95% confidence level, but may be 
at 90% confidence level, depending on the questions that we are testing 
for significance.

B. FOR COMPUTER-ASSISTED PERSONAL INTERVIEW (CAPI)

1. Transfer of Data

Interviewers are instructed to sync or upload data to the server on a daily 
basis before 10PM to help monitor fieldwork progress every morning.

2. Data Extraction

Interim data shall be extracted and submitted within the first full week of 
data collection to have an initial review of the data, to check for 
completeness, accuracy of skipping and iogic checks programmed in the 
survey, and other issues affecting quaiity of data coliection. Data will also 
be extracted regularly to check for the survey progress and will be 
forwarded and be used by the quality control team as basis for the spot 
checking and for the quality control measures highlighted in Part VI; Data 
Collection Quality Control.

After fieldwork completion, the complete dataset will be extracted for final 
validation and cleaning prior to processing.

3. Data Processing

Once data has reached zero error, data will be prepared for table 
processing. Data tabulation specifications or tabspecs will be developed 
by the researcher, for approval of the GOCC, as reference of the data 
processing team. The tabspecs will include the following key details:

a. List of tables with table titles and base descriptions;

b. Segments to be read in the table banners/headers;

c.

d.

e.

f.

Stubs or list of responses:

Formatting of the tables;

Filters/logic checks: and

Weights computation (for disproportionate sampling).

The data table processing will involve descriptive statistics and several 
cross-tabulations, depending on the data requirements.

All tables will also undergo statistical tests for groups to measure tne 
variance among the existing groups/segments in the sample. This 
significance testing should be done at 95% confidence level, but may be
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at 90% confidence level, depending on the questions that we are testing 
for significance.
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I I

Vlil. ANALYSIS PLAN

The analysis plan will serve as the basis for the preparation of the Rnal Report. 
The results shall be analyzed looking into the following segments, as may be 
applicable:

• Total
• By Customer Type

o General Public/Individual Customers 
o Businesses/Organizations

• By Area (depending on the sample area coverage)
o Total Luzon 
o Total Visayas 
o Total Mindanao

• By Region or Key City
• By Type of Service Availed
• By Rating
• Drivers of Satisfaction (derived importance)

Depending on customer type, the following demographic segmentation may also 
be looked into:

• General Public/Individual Customers
o Gender 
o Age/Age Group 
o Working Status 
o Educational Attainment 
o Civil Status

• Businesses/Organizations
o Type of Business 
o Industry 
o Products 
o ' Business Size 
o Number of Employees 
o Revenue 
o Year of Establishment 
o Position in the Organization (respondent) 
o Years in the Organization (respondent)
6 Decision-Making Role in the Organization (respondent) • |

The above segments should only be read if sample size allows or if sub: 
segments are n>100. If the GOCC’s total sample size is n<100, it can only be 
read at a total level.
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IX. PROJECT TEAM

The third-party service provider to be contracted by the GOCC is recommended 
to follow the structure below, to promote an organized and efficient working 
environment.

Overall Field 
Manager

Overall Data 
Processing 
Manaaer

Group Leaders
Programmers OR 

Encoders 1

Data Processing^ 
Assistants |

Field Supervisors Back-Cl^eckers

Translators

Coders

Digital Opemtion’s 
Supervisor OR 

Encoding

Data Processing 
Supervisor

Supervisor

Assistant 
Project 

Managers 
- Project 

Manager 
Statistician

Overall
Project Manager

t
Field

Interviewers
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The table below provides the minimum prescribed task per project team 
member: i I

Position Number Task
Overall Project 1 Oversees all activities of the study

Manager from start to finish ensuring that 
project objectives are realized 
Monitors the operational details of 
the survey and work closely wiih 
field and data processirjg 
departments in meeting client 
expectations j
Should be present in major meetings 
and trainings |
Should approve the questionnaire, 
tabulation specifications and report 
draft .1
Presents the findings to the GOCC

Assistant Project 
Manager

Statistician/Assistant 
Project Manager

2 Assist the Overall Project Manager 
in monitoring the survey arid 
following through to completion 
Should be present in all meetings 
and trainings
Prepares the fieldwork materials (i.e. 
questionnaire and other stimulus), 
data specs, and report
Conducts statistical analysis on the 
data 1

Field Manager 1 Oversees all fieldwork activities of 
the study from start to finish ensuririg 
that project objectives are realized! 
Monitors the field operational details 
of the survey and work closely with 
research and data processing 
department in meeting client 
expectations j

Data Processing 
Manager

1 Oversees all data processing 
activities of the study from start to 
finish ensuring that project 
objectives are realized
Monitors the data processing 
operational details of the survey and 
work closely with research and field 
department in meeting client
expectations |
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Position Number Task i
Reid Supervisors Depends on 

Area
Coverage; At 
Least 1 per 
Major Area

Supervise during field activitic 
(recruitment, interviews, etc.)

s

Data Processing 
Supervisors

2 Assists the Data Processing 
Manager in data processing related 
activities (programming, finalization 
of the script, checking of data 
completion, data processing and 
data cleaning) |

Programmers/Scriplers 
(including checker)

2 Programs the survey instruments 
into a survey link or an encoding 
script j

Data Processing 
Assistants (including 

checker)

2 Checks completion, process th 
data

e

Group Leaders At Least 1 for 
Every 5 

Interviewers

Assists the field supervisors in fie. 
monitoring

d

Field Interviewers Depends on 
the Sample 

Size; 
Maximum 
Number of 
Interviews 

per
Interviewer 
should only 

be 15% of the 
Total Sample

Conducts the interviews/dat 
collection

a

Coders Depends on 
the Number 
of Questions 
to be Coded

Codes verbatim responses |

j

I
Field Quality 

Checkers/Back* 
Checkers

Depends on 
the Sample 
Size; Should 

be able to 
Back-Check 
at least 30% 
of the Total 

Sample Size

Checks quality and validity of th 
interviews/outputs

e

1 i(
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For GOCCs conducting the survey internally, the following tasks should 
assigned exclusively to a person, at the minimum:

Position Task
Project Manager Oversees all activities of the study from start 

to finish ensuring that project objectives are 
realized
Prepares the fieldwork materials (i.e. 
questionnaire and other stimulus) and data 
specs
Conducts statistical analysis on the data 
Responsible for analysis and report 
preparation
Presents results

Assistant Project Manager Assists the Project Manager in the 
Implementation of the survey

Field Interviewers Conducts the interview/data collection
Data Encoder Encodes completed questionnaires

Data Processor/Tabulator Processes/tabulates the encoded data
Quality Checker Checks quality and validity of the 

interviews/outputs

be

Page 29 of,32



X. STATUS REPORTS AND DOCUMENTS FOR SUBMISSION

As a monitoring mechanism, GOCCs are required to submit a status report on 
the CSS activity as part of the Quarterly Monitoring Report for its annual 
Performance Scorecard. Accordingly, the following documents are required to be 
submitted to support status update as reported:

Activity Document for Submission Due Date

Pre-test

Sun/ey Instrument 
Stimulus Materials
Pre-Test Results 
Pre-Test Report

Quarterly
Monitoring

Report

Training

Survey Instrument 
Stimulus Materials 
Training Manual 
Training Report

Quarterly
Moriitoring

Report

Project Kick- 
off/Start-off

Survey Instrument 
Stimulus Materials 
Observation Report 

Clearing/Debriefing Report

Quarterly
Monitoring

Report

Project
Implementation

Supervision/Observation
Report

Fieldwork Progress Report

Quarterly
Monitoring

Report

Back-checking and 
Spot-checking

Back-Checking and Spot 
Checking Report

Quarterly
Monitoring

Report

Data Processing
Spot Checking Report for 

Data Processing
Data Quality Control Report

Annual
Accomplishment

Report

Analysis Final Report
Annual

Accomplishment
Report

The following analyses are the minimum required information to be presented 
in the Final Report: ; '

I I

a. Data Gathering Methodology (i.e. sampling procedure, total primary!
customers, sample size used, sun/ey methodology, frequency of data' 
collection) j

b. Percentage of Satisfied Customers using Top 2 Box (Very Satisfied and
Satisfied) j

1 :

c. Averaging of the Overall Satisfaction Rating

d. Comparison of Current Year Ratings versus Previous Year Ratings
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e.

f.

g-

Crosstabs of the Reasons for Overall Satisfaction Rating against Type|of 
Raters (Positive and Negative) to Determine Top Reasons for Satisfaction 
and Top Reasons for Dissatisfaction

Deriving Importance6

Correlation

Derived importance may be determined by correlating the satisfaction levels 
of each attribute (independent variable) with the overall satisfaction rating 
(dependent variable), as well as other critical performance metrics. The 
higher the correlation, the higher the influence a particular attribute has on 
overall satisfaction, and hence, the more important it is.

Kruskal Analysis

The Modified Kruskal Analysis, a tool for measuring the power of attribu es 
in driving a dependent variable, may also be used to determine derived 
importance. The assumption behind the Kruskal Analysis is that variables 
which exhibit strongly similar patterns of response to some dependent 
variable, such as overall satisfaction, are causally linked to them. :

The analysis approach uses the concept of partial correlations, where the 
correlation between two variables is obtained when the effects of other 
variables are removed. The key argument for using such procedure would 
reduce the impact of collinear variables and provide more robust estimates.

Plotting in a Scatter Diagram ! '
(

To determine where attributes will fall under, derived importance score per 
attribute (coefficient percentage of each variable) can be plotted against 
satisfaction score per attribute (either mean rating or percentage giving it a 
high rating) in a scatter diagram. The scatter diagram will jbe 
divided/seclioned by getting and crossing the mean scores of each of your 
axis. See illustration below: I i

Attributes Derived Importance Average Performance | 
Score 1

Staff Courtesy 19 4.83
Prompt Service 
Delivery 9 4.52

24/7 Support Line 9 4.91
Online Support 10 4.34 1
Staff Competency 9 4.24 ,!
Office/Service Area 
Cleanliness 6 4.17

Trustworthiness 8 3.85 ;
Reasonable Fees 7 4 i

8 Not applicable to customer types with sample size of ns30.
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Attributes Derived Importance Average Performance 
Score

Accessible Service 11 4.96Areas

Staff Professionalism 13 4.3
Mean 10 4.41
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DERIVeOIMPORTANCE

There will be four boxes in this scatter diagram, where attributes will be 
plotted:

• Important and high rated -» CORE STRENGTHS to maintain and 
communicate

• Important but low rated -> CRITICAL GAPS to focus on for 
improvement

• Not important but high rated — SECONDARY ATTRIBUTES to 
maintain and support

• Not important and low rated ^ LOW IMPACT ATTRIBUTES to monitor
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Classifications of GOCCs according to Survey Methodology (Annex A)
Page 5 cf 9

GOCC Target Respondent Methodology

National Housing Authority 
(NHA)

Relocatees Telephone or 
Face-to-face

Community Associations Telephone or 
Face-to-face

LGUs Telephone or
1 Face-to-face

National Irrigation 
Administration (NIA) Farmers Telephone or 

Face-to-face

1

National Power Corporation 
(NPC)

Small Power Utilities Group 
(SPUG)

Telephone or 
Face-to-face

Watershed and Dam
Communities

Telephone or 
Face-to-Face

New Power Producers (NPP) Telephone or 
Face-to-face

Main Grid Telephone or 
Face-to-face

, National Tobacco 
Administration (NTA)

Farmers Telephone or 
Face-to-face

Industry Stakeholders 
(Local Traders, Exporters, 
Importers, Transhippers, 
Manufacturers)

Telephone or 
Face-to-Face

1
1

National Transmission 
Corporation (TRANSCO)

Utility Management Department 
(UMD) Customers Face-to-face

UMD Locators Telephone or 
Face-to-Face !

NGCP Telephone or 
Face-to-face

Renewable Energy Developers Telephone or 
Face-to-Face

Natural Resources 
Development Corporation 
(NRDC)

Business Customers Telephone or 
Face-to-face :

Nayong Pilipino Foundation 
(NPF)

Visitors Intercept

Concessionaires Telephone or 
Face-to-Face

Northern Foods
Corporation (NFC)

Farmers Telephone or | 
Face-to-face

Commercial Clients Telephone or i 
Face-to-face
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Customer Satisfaction Survey 

National Power Corporation (NPC) 
(FOR Corporate Customers)

QUESTIONNAIRE
NUMBER

respondent information

Respondent Name Time Start (in 24:00)

Respondent Address Time End (in 24:00}

Respondent Phone 
Number (House)

Respondent Phone 
Number (Mobile]

RECRUrrER/INTERVIEWER INFORMATION

Interviewer Name Date of Interview

Interviewer ID Time of Interview

QUALITY CONTROL CHECKS AND VAUDATIONS

WitnessedA/atidated by Edited by

WitnessA/alidation Date: Date of Editing

Signature Signature

Quality Checked by Data Punched by

Quality Check Dale Data Punch Date

Signature Signature

Observed by (lA) Cleared by (lA)

Observation Date Clearing Date

Signature Signature

Back>checked by

Backcheck Date

Signature



INTRODUCTION

As part of the government’s initiative to deepen citizen participation in government processes, 
particularly in the delivery of products and/or seivices. we are conducting this survey to gauge customer 
satisfaction on the services of the NATIONAL POWER CORPORATION (NPC). We would appreciate 
if you could spare a few minutes of your time to participate in our survey. Your insights will greatly help 
the NPC improve its product and/or service delivery and meet your expectations to serve you better in 
the future. Please be assured that all answers provided will be kept in strictest confidentiaPty.

I am__________
enumerator for today.

_from [RESEARCH AGENCY, a market research company]. I will be your

Any information that is obtained in connection with this study and that can be identified with you will remain 
confidential and v/ill be disclosed only with your permission. By filling out the survey form, you are giving 
consent to the [RESEARCH AGENCY/GOCC] to process all the provided information. As the data subject, 
you have the right to access and ask for changing or deleting your personal data, v/hich will be kept by 
the (RESEARCH AGENCY/GOCC).

SCREENER

SI. Are you or any of your close family/relatives 
working with NPC? [SAJ

CODE ROUTE
Yes 1 Close interview
No 2 Proceed to S2

S2. Which of the following service/s have you 
availed or regularly avail from NPC? What else? 
Anything else? [MA]

CODE
[SERVICE A] 1 Proceed to Q1
[SERVICE Bl 2
[SERVICE Cl 3
[SERVICE D) 4
None of the above 99 Close interview

NOTE TO COCO: List all possible services that may bo availed.

S3. How would you describe your role in your 
company when it comes to dealing with NPC?

CODE
I am the owner/primary 
dccision-makcr in the 
companv

1 Proceed to Q1

I am the primary
person-in-charge of 
dealing/transacting 
with NPC

2 Proceed to Q1

I do not have any say 
or involvement when it 
comes NPC

3 ASK FOR THE 
ELIGIBLE 

RESPONDENT

Customer Satisfaction Survey • Questiorjnaire Number



Main Questionnaire

PART I. TRANSACTING WITH NPC

Q1. How long have you been availing 
services from NPC?
NO. OF YEARS:______
NO. OF MONTHS;_____

CODE
Less than a year 1
1-2 years 2
3-5 years 3
6-10 years 4
More than 10 years 5
Don’t know/refused 9

Q2. Thinking about all your 
dealings/transactions with NPC last 
[SPECIFY YEAR], in what ways did you 
transact with them? [MA]

CODE
Office visit 1
Phone call 2
Mail delivery 3
Send text / SMS message 4
Online

Visit website 5
Send email 6
Chat using apps (e.g. Viber, WhalsApp, 
Line, Facebook messenger. Skype, etc.)

7

Connected to their social media accounts 
(e.g. Facebook. Twitter, Linkedln, Instagram 
etc,)

8

Others, pis. specify 9

Q3. Where do you most often get information 
about NPC and its services?

CODE
Information desk 1
Website 2
Phone/Holline 3
Social media (Specify ) 4
Conferences 5
Text/SMS 6
Bulletins 7
Others (Specify ) 8

PART II. OVERALL SATISFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below whilo asking satisfaction/dissatisfaction 
rating questions. Do not include N/A in the showcard.

Q4. Overall, how satisfied or dissatisfied are you with the service provided by NPC? Please use this 
rating scale where 5 means very satisfied, 4 means satisfied, 3 means neither satisfied nor dissatisfied, 
2 means dissatisfied and 1 means very dissatisfied. How would you rate NPC on the overall? [SA]

SHOWCARD VERY
SATISFIED SATISFIED

NEITHER
SATISFIED

NOR
DISSATISFIED

DISSATISFIED VERY
DISSATISFIED

Overall
Satisfaction
Rating

5 4 3 2 1

Customer Satisfaction Survey • Questionnaire Number



Q5. Why do you say that you are [RESPONSE in Q4] with NPC? What else? Any other reasons?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PART 111. EXECUTION OF SERVICE

Q6. Now, we will talk about the different aspects of NPC’s services. Using this rating scale where 5 
means strongly agree (SA), 4 means agree (A), 3 means neither agree nor disagree (Neither), 2 means 
disagree (D) and 1 means strongly disagree (SD), please rate hovr much you agree or disagree v/ith 
the different aspects of the services availed from NPC. Let's start with... (READ OUT ATTRIBUTES]. 
[SA per attribute}

NOTE TO INTERVIEWER: Read allhbuies one at a time and wait for the respondent’s answer. Do not 
leave any blanks. If the attribute is not applicable or the respondent says “Don’t Know” even after 
probing, mark as N/A.

For 06, present showcard while asking level of agreement per atthbute. Do not include N/A in the 
showcand.

SA A Neither D SD N/A

Staff
NPC's staff...

treats customers with respect 5 4 3 2 1 99

strictly and fairly implements the 
policies, rules and regulations (e.g. no 
discrimination, no "patakasan* system)

5 4 3 2 99

are knowledgeable and competent or 
skilled in delivering the needed services 5 4 3 2 1 99

provides clear and sufficient information 
(i.e., solutions to problems, answers to 
inquiries, and information on products 
and services)

5 4 3 2 1 99

addresses quenes/concems in a 
prompt manner 5 4 3 2 1 99

demonstrates willingness to assist 
customers 5 4 3 2 1 99

is easy to contact 5 4 3 2 1 99

delivers services within prescribed 
timeframe 5 4 3 2 1 99

appears neat, well-dressed, and 
professional 5 4 3 2 1 99

Customer Satisfaction Survey • Questionnaire Number



SA A Neither D SD N/A

conveys trust and confidence 5 4 3 2 1 99

gcQducts and Services

Process for submitting service request 
is simple and easy 5 4 3 2 1 99

Documentary requirements are 
reasonable 5 4 3 2 1 99

Forms are simple and easy to fill out 5 4 3 2 1 99

Service Requests are 
processed/completed within a 
reasonable amount of lime

5 4 3 2 1 gg

Terms and conditions (e.g., payment 
terms, quotation, penalties) are clear, 
well-defined, and reasonable

5 4 3 2 1 99

Agreed upon timeline and schedule for 
services (i.e. equipment testing and/or 
on-site monitoring, delivery of results) 
are met

5 4 3 2 1 99

Delivered services and output are 
quality, accurate, and complete 5 4 3 2 1 gg

Documents issued (e.g., calibration 
reporl/s & certificale/s, monitoring 
report/s & test results) are free from 
defects or typographical errors

5 4 3 2 1 99

Payments are easy and convenient to 
make 5 4 3 2 1 gg

Foes and charges arc reasonable and 
appropriate to the degree of complexity 
of services availed

5 4 3 2 1 99

Information and Communication
Information from NPC is...

easy to obtain 5 4 3 2 1 99

clear and relevant 5 4 3 2 1 99

Information and Communication fWebsliel
NPC’s website...

is available and accessible (e.g., no 
downtime, loads easily) 5 4 3 2 1 99

Customer Satisfaction Survey • Questionnaire Number



SA A Neither D SD N/A

is user-friertdly and easy to navigate 5 4 3 2 99

contains the information needed 5 4 3 2 99

is useful and reliable when doing 
desired transaction

5 4 3 2 99

is secured 5 4 3 2 99

Comolaints Handlina and Records Keeoinn

Filing of complaints is easy and 
systematic

5 4 3 2 99

Complaints are resolved within 
prescribed timeframe

5 4 3 2 99

Resolutions to complaints are 
satisfactory/acceptable

5 4 3 2 1 99

Files/records are accurate and updated 5 4 3 2 99

Facilities (NPC Officesl

Utilizes up-to-date and modern 
procedures, facilities, and resources 5 4 3 2 1 99

Signages are visible and readable (e.g. 
Citizen's Charter, steps and 
procedures, directional signages)

5 4 3 2 1 99

Office is accessible and convenient to 
customers 5 4 3 2 1 99

Office premises are clean, orderly and 
well-maintained 5 4 3 2 1 99

Office premises arc well-ventilated and 
have good lighting 5 4 3 2 1 99

Office premises are safe and secure 
(e.g., security measures in place) 5 4 3 2 1 99

Office has priority lane for senior 
citizens, PWDs, pregnant women 5 4 3 2 1 99

Customer Satisfaction Survey • QuesL'onnaire Number



Q7. Whal are your suggestions for the improvement of NPC's services? What else? Anything else?
NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

Socio Demographic Profile

NAME OF ORGANIZATION COMPLETE ADDRESS OF ORGANIZATION

YEAR ORGANIZATION ESTABLISHED:

NUMBER OF EMPLOYEES Actual
1 to 99 (Micro / Small) 1
100 to 199 (Medium) 2
200 and up (Enterprise) 3

TYPE OF OWNERSHIP
Foreign 1
Domestic 2
ASSET VALUES (SHOWCARD)
Micro/Small (^15,000.000 or less) 1
Medium (R15.000.001 -R100.000.000) 2
Enterprise (R100,000,001 and above) 3

POSITION IN THE ORGANIZATION
ACTUAL POSITION:
DEPARTMENT:

YEARS IN THE ORGANIZATION
ACTUAL NO. OFYEARS:

Owner / Head of the office or association 1 Less than a year 1 16-20 years 6

Manager/Keeper/Supervisor 2 1 -2 years 2 21 -25 years 7

Operations Staff 3 3-5 years 3 More than 25 years 8

Admin Staff 4 6-10 years 4 Don't know/refused 9
Others, pis. specifv fi 11 -15 years 5

Don’t know/refused 9

CONTACT DETAILS DECISION-MAKING ROLE IN THE 
ORGANIZATION

Landline; 1 alone decide for the organization 1

Cellphone: 1 share with someone else the decision­
making process for the organization 2

E-mail;

Office landline: 1 do not have any say when it comes to the 
decision-making process for the organization 3

Other contact info:

1 declare that this interview has been 
carried out strictly in accordance with your 
specification and has been conducted 
within the ESOMAR Code of Conduct 
with a person unknown to me. Interviewers' Signature Supervisor's Signature

Customer Satisfaction Survey • Questionnaire Number



Customer Satisfaction Survey 
National Power Corporation (NPC)

IFOR NEW POWER Producers (NPPs)/Qualified Third Partes (OTPs)]

QUESTIONNAIRE
NUMBER

RESPONDENT INFORMATION

Respondent Name Time Start (in 24:00)

Respondent Address Time End (in 24:00)

Respondent Phone 
Number (House)

Respondent Phone 
Number (Mobile)

RECRUITER/INTERVIEWER INFORMATION

Interviewer Name Date of Interview

Interviewer ID Time of Interview

QUALITY CONTROL CHECKS AND VAUDATIONS

WitnessedA/alidated by Edited by

WitnessA/alidalion Dale: Date of Editing

Signature Signature

Quality Checked by Data Punched by

Quality Check Dale Data Punch Dale

Signature Signature

Observed by (lA) Cleared by (lA)

Observation Date Clearing Date

Signature Signature

Back-checked by

Backcheck Date

Signature



INTRODUCTION

As part of the government's initiative to deepen citizen participation in government processes, 
particularly in the delivery of products and/or services, we are conducting this survey to gauge customer 
satisfaction on the services of the NATIONAL POWER CORPORATION (NPC). We would appreciate 
if you could spare a few minutes of your time to participate in our survey. Your insights will greatly help 
the NPC improve its product and/or service delivery and meet your expectations to serve you better in 
the future. Please be assured that all answers provided vhll be kept in strictest confidentiality.

I am__________
enumerator for today.

Jrom [RESEARCH AGENCY, a market research company]. I will be your

Any information that is obtained in connection with this study and that can be identified with you will remain 
confidential and v/ill be disclosed only with your permission. By filling out the survey form, you are giving 
consent to the [RESEARCH AGENCY/GOCC] to process all the provided information. As tho data subject, 
you have the right to access and ask for changing or deleting your personal data, which will be kept by 
the [RESEARCH AGENCY/GOCC).

SCREENER

S1. Are you or any of your close family/relalives 
working with NPC? [SA]

CODE ROUTE
Yes 1 Close interview
No 2 Proceed to S2

S2. Which of the following service/s have you 
availed or regularly avail from NPC? What else? 
Anything else? [MAj

CODE
[SERVICE Al 1 Proceed to Q1
[SERVICE Bl 2
[SERVICE Cl 3
[SERVICE Dl 4
None of the above 99 Close interview

NOTE TO GOCC: List all possiblo sorvicos that may be availed.

S3. How would you describe your role in your 
company when it comes to dealing with NPC?

CODE
I am the owner/primary 
decision-maker in the 
companv

1 Proceed to Q1

I am the primary 
person-in-charge of 
dealing / transacting 
with NPC

2 Proceed to Q1

I do not have any say 
or involvement when it 
comes NPC

3 ASK FOR THE 
ELIGIBLE 

RESPONDENT

Customer Satisfaction Survey ■ Quastionnaire Number



Main Questionnaire

PART l. TRANSACTING WITH NPC

Q1. How long have you been availing 
services from NPC?
NO. OF YEARS:______
NO. OF MONTHS;

CODE
Less than a year 1
1-2 years 2
3-5 years 3
6-10 years 4
More than 10 years 5
Don't know/relused 9

Q2. Thinking about all your 
dealings/transactions with NPC last 
[SPECIFY YEAR], in what ways did you 
transact with them? [MA]

CODE
Office visit 1
Phone call 2
Mail delivery 3
Send lext/SMS message 4
Online

Visit website 5
Send email 6
Chat using apps (e.g. Viber, WhatsApp. 
Line, Facebook messenger, Skype, etc.)

7

Connected to their social media accounts 
(e.g. Facebook, Twitter, Linkedin, Instagram 
etc.)

8

"others, pis. specify §

Q3. Where do you most often get information 
about NPC and its services? [SA]

CODE
Information desk 1
Website 2
Phone/Hotline 3
Social media (Specify ) 4
Conferences 5
Text/SMS 6
Bulletins 7
Others (Specify ) 8

PART II. OVERALL SATtSFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below while asking salisfaction/dissatisfaction 
rating questions. Do not include N/A in the showcard.

Q4. Overall, how satisfied or dissatisfied are you with the service provided by NPC? Please use this 
rating scale where 5 means very satisfied, 4 means satisfied. 3 means neither satisfied nor dissatisfied, 
2 means dissatisfied and 1 means very dissatisfied. How would you rate NPC on the overall? [SAJ

SHOWCARD VERY
SATISFIED SATISFIED

NEITHER
SATISFIED

NOR
DISSATISFIED

DISSATISFIED VERY
DISSATISFIED

Overall
Satisfaction
Rating

5 4 3 2 1

Customer Satisfaction Survey • Questionnaire Number



Q5. Why do you say that you are (RESPONSE in Q4] v/ith NPC? What else? Any other reasons?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PART 111. EXECUTION OF SERVICE

Q6. Now, we will talk about Ihe different aspects of NPC's services. Using this rating scale where 5 
means strongly agree (SA), 4 means agree (A), 3 means neither agree nor disagree (Neither), 2 means 
disagree (D) and 1 means strongly disagree (SD), please rate how much you agree or disagree with 
the dilferenl aspects of the services availed from NPC. Let’s start with... [READ OUT ATTRIBUTES]. 
[SA per attribute]

NOTE TO INTERVIEWER: Read attributes one at a time and wait (or the respondent's answer. Do not 
leave any blanks. If the attribute is not applicable or tha respondent says "Don't Know" even after 
probing, mark as N/A.

For Q6, present showcard while asking level of agreement per attribute. Do not include N/A in the 
showcard.

SA A Neither D SO N/A

Staff
NPC's staff...

treats customers with respect 5 4 3 2 1 99

strictly and fairly implements the 
policies, rules and regulations (e.g. no 
discrimination, no 'palakasan" system)

5 4 3 2 1 99

are knowledgeable and competent or 
skilled in delivering the needed services 5 4 3 2 1 99

provides clear and sufficient information 
(i.e., solutions to problems, answers to 
inquiries, and information on products 
and sen/ices)

5 4 3 2 1 99

addresses queries/concems in a 
prompt manner 5 4 3 2 1 99

demonstrates willingness to assist 
customers 5 4 3 2 1 99

is easy to contact 5 4 3 2 1 99

delivers services within prescribed 
timeframe 5 4 3 2 1 99

appears neat, well-dressed, and 
professional 5 4 3 2 1 99

Customer Satisfaction Survey • Questionnaire Number



SA A Neither D SD N/A

conveys trust and confidence 5 4 3 2 1 gg

UC Subsidy Processing

Requirements are properly 
disseminated 5 4 3 2 1 gg

Filing of application is systematic and 
easy 5 4 3 2 gg

Documentary requirements are 
reasonable 5 4 3 2 1 gg

All transactions are properly 
documented 5 4 3 2 1 99

Funds are released on time 5 4 3 2 1 99

Documents issued are free from 
defects or typographical errors 5 4 3 2 1 99

Subsidy reports are easily accessible 5 4 3 2 1 gg

Information and Communication
Information from NPC is...

easy to obtain 5 4 3 2 1 99

dear and relevant 5 4 3 2 1 99

Information and Communication fWobsitrt
NPC's website...

is available and accessible (e.g.. no 
downtime, loads easily) 5 4 3 2 1 99

is user-friendly and easy to navigate 5 4 3 2 1 gg

contains the information needed 5 4 3 2 1 gg

is useful and reliable when doing 
desired transaction 5 4 3 2 1 99

is secured 5 4 3 2 1 99

Comolaints Handlino and Records Keeoina

Filing of complaints is easy and 
systematic 5 4 3 2 1 99

Complaints are resolved within 
prescribed timeframe 5 4 3 2 1 99

Customer Satisfaction Survey • Questionnaire Number



SA A Neither D SD N/A

Resolutions to complaints are 
satisfactory/acceptable 5 4 3 2 99

Files/records are accurate and updated 5 4 3 2 99

Facllltlos (NPC Offirest

Utilizes up-to-date and modern 
procedures, facilities, and resources 5 4 3 2 99

Signages are visible and readable (e.g. 
Citizen's Charier, steps and 
procedures, directional signages)

5 4 3 2 99

Office is accessible and convenient to 
customers 5 4 3 2 1 99

Office premises are clean, orderly and 
well-maintained 5 4 3 2 1 99

Office premises are well-ventilated and 
have good lighting 5 4 3 2 1 99

Office premises are safe and secure 
(e.g., security measures in place] 5 4 3 2 1 99

Office has priority lane for senior 
citizens, PWDs, pregnant women 5 4 3 2 1 99

Q7. Whal are your suggestions for the improvement of NPC's services? What else? Anything else?
NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.
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Socio Demographic Profile

NAME OF ORGANIZATION COMPLETE ADDRESS OF ORGANIZATION

YEAR ORGANIZATION ESTABLISHED:

NUMBER OF EMPLOYEESActunI
1 to 99 (Micro / Small) 1
100 to 199 (Medium) 2
200 and up (Enterprise) 3

TYPE OF OWNERSHIP
Foreign 1
Domestic 2
ASSET VALUES (SHOWCARD)
Micro/Smail (R15,000,000orless) 1
Medium (P15,000,001 - RIOO.000,000) 2
Enterprise (R100,000,001 and above) 3

POSITION IN THE ORGANIZATION
ACTUAL POSITION:
DEPARTMENT:

YEARS IN THE ORGANIZATION
ACTUAL NO. OFYEARS:

Owner / Head of the office or association 1 Less than a year 16-20 years 6

Managar/Keeper/Supervisor 2 1 -2 years 2 21 -25 years 7
Operations Staff 3 3-5 years 3 More than 25 years 8
Admin Staff 4 6 -10 years 4 Don’t know/refused 9

Others, pis. specify 11-15 years 5

Don't know/refused 9

CONTACT DETAILS DECISION-MAKING ROLE IN THE 
ORGANIZATION

Landline; 1 alone decide for the organization 1
Cellphone: 1 share with someone else the decision­

making process for the organization 2E-mail:

Office landline: 1 do not have any say when it comes to the 
decision-making process for the organization 3

Other contact info:

I declare that this interview has been 
carried out stnctly in accordance with your 
specification and has been conducted 
within the ESOMAR Code of Conduct 
with a person unknown to me. Interviewers' Signature Supen/isor's Signature
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OV/

Customer Satisfaction Survey 
National Power Corporation (NPC)

[For Small Power UTiLrriES Group (SPUG) Customers]

QUESTIONNAIRE
NUMBER

RESPONDENT INFORMATION

Respondent Name Time Start (in 24:00)

Respondent Address Time End (in 24:00)

Respondent Phone 
Number (House)

Respondent Phone 
Number (Mobile)

RECRUITER/INTERVIEWER INFORMATION

Interviewer Name Date of Interview

Interviewer iD Time of Interview

QUALITY CONTROL CHECKS AND VALIDATIONS

Witnessed/Validated by Edited by

WitnessA/alidation Date: Date of Editing

Signature Signature

Quality Checked by Data Punched by

Quality Check Date Data Punch Dale

Signature Signature

Observed by (lA) Cleared by (lA)

Observation Date Clearing Date

Signature Signature

Back*checked by

Backcheck Date

Signature



INTRODUCTION

As part of the government's initiative to deepen citizen participation in government processes, 
particularly in the delivery of products and/or services, we are conducting this survey to gauge customer 
satisfaction on the services of the NATIONAL POWER CORPORATION (NPC). We would appreciate 
if you could spare a few minutes of your time to participate in our survey. Your insights will greatly help 
the NPC improve its product and/or service delivery and meet your expectations to serve you better in 
the future. Please be assured that all answers provided will be kept in strictest confidentiality.

am Jrom [RESEARCH AGENCY, a market research company]. I will be your
enumerator for today.

Any information that is obtained in connection with this study and that can be identified wilh you will remain 
confidential and will be disclosed only with your permission. By filling out the survey form, you are giving 
consent to the (RESEARCH AGENCY/GOCC] to process all Ihc provided information. As the data subject, 
you have the right to access and ask for changing or deleting your personal data, which will be kept by 
the (RESEARCH AGENCY/GOCC],

SCREENER

SI. Are you or any of your close family/relatives 
working wilh NPC? [SAJ

CODE ROUTE
Yes 1 Close Interview
No 2 Proceed to S2

S2. Which of the following service/s have you 
availed or regularly avail from NPC? What else? 
Anything else? [MA]

CODE
(SERVICE A] 1 Proceed to Q1
(SERVICE B1 2
(SERVICE C) 3
[SERVICE D) 4
None of the above 99 Close interview

NOTE TO GOCC: List all possible services that may bo availed.

S3. How would you describe your role in your 
company when it comes to dealing with NPC?

CODE
I am the owner/primary 
dcQsion-makcr in the 
company

1 Proceed to Q1

I am the primary 
person-in-charge of 
dealing/transacting 
with NPC

2 Proceed to Q1

1 do not have any say 
or involvement when it 
comes NPC

3 ASK FOR THE 
ELIGIBLE 

RESPONDENT

Customer Satisfaction Survey • Questionnaire Number 2 of 7



Main Questionnaire

PART I. TRANSACTING WITH NPC

Q1. How long have you been availing 
services from NPC?
NO. OF YEARS:______
NO. OF MONTHS;______

CODE
Less than a year 1
1 - 2 years 2
3-5 years 3
6-10 years 4
More than 10 years 5
Don't know/refused 9

Q2. Thinking about all your 
dealings/transactions with NPC last 
[SPECIFY YEAR], in what ways did you 
transact with them? [MA]

CODE
Office visit 1
Phone call 2
Mail delivery 3
Send text / SMS message 4
Online

Visit website 5
Send email 6
Chat using apps (e.g. Viber, WhatsApp, 7
Line, Facebook messenger, Skype. etc.)
Connected to their social media accounts 8
(e.g. Facebook, Twitter, Linkedin, Instagram
etc.)

Others, pis. specify 9

03. Where do you most often get information 
about NPC and its services? [SAj

CODE
Information desk 1
Website 2
Phone/Hotline 3
Social media (Specify ) 4
Conferences 5
Text/SMS 6
Bulletins 7
Others (Specify ) 8

PART II. OVERALL SATtSFACTION

NOTE TO INTERVIEWER: For 04, present showcard below whilo asking satisfactior/dissatisfaclion 
rating questions. Do nol include N/A in the showcard.

04. Overall, how satisfied or dissatisfied are you with the service provided by NPC? Please use this 
rating scale where 5 means very satisfied, 4 means satisfied. 3 means neither satisfied nor dissatisfied. 
2 means dissatisfied and 1 means very dissatisfied. How would you rate NPC on the overall? ISAj

SHOWCARD VERY
SATISFIED SATISFIED

NEITHER
SATISFIED

NOR
DISSATISFIED

DISSATISFIED VERY
DISSATISFIED

Overall
Satisfaction
Rating

5 4 3 2 1
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Q5. Why do you say that you are [RESPONSE in Q4] v/ith NPC? What else? Any other reasons?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PART III. EXECUTION OF SERVICE

Q6. Now, we will talk about the different aspects of NPC's services. Using this rating scale where 5 
means strongly agree (SA), 4 means agree (A), 3 means neither agree nor disagree (Neither), 2 means 
disagree (0) and 1 means strongly disagree (SD). please rale how much you agree or disagree with 
the different aspects of the services availed from NPC. Let’s start with... [READ OUT ATTRIBUTES). 
[SA per attribute]

NOTE TO INTERVIEWER: Read attributes one at a time and wait for the respondent's answer. Do not 
leave any blanks. If the attribute is not applicable or the respondent says ‘Don't Know" even after 
probing, mark as N/A.

For Q6, present showcard while asking level of agreement per attribute. Do not include N/A in the 
showcard.

SA A Neither D SD N/A

staff
NPC's staff...

treats customers with respect 5 4 3 2 1 99

strictly and fairly implements the 
policies, rules and regulations (e.g, no 
discrimination, no “palakasan" system)

5 4 3 2 1 99

are knowledgeable and competent or 
skilled in delivering the needed services 5 4 3 2 1 99

provides clear and sufficient information 
(i.e., solutions to problems, answers to 
inquiries, and information on products 
and services)

5 4 3 2 1 99

addresses queries/concerns in a 
prompt manner 5 4 3 2 1 99

demonstrates willingness to assist 
customers 5 4 3 2 1 99

is easy to contact 5 4 3 2 1 99

delivers services within prescribed 
timeframe 5 4 3 2 1 99

appears neat, well-dressed, and 
professional 5 4 3 2 1 99
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SA A Neither D SD N/A

conveys trust and confidence 5 4 3 2 1 99

ProflMrt«s anrt Servlrp-; fRpnprah

Products and services are delivered 
according to agreed schedule 5 4 3 2 1 99

Products and services delivered 
conforms to agreed specifications, 
terms and conditions

5 4 3 2 1 99

Billing statements are accurate 5 4 3 2 99

Billing statements arc issued on time 5 4 3 2 1 99

Electricity

Energy services are consistently stable 5 4 3 2 1 99

Energy facilities (i.e., electric posts, 
transformers) are well monitored and 
maintained

5 4 3 2 1 99

Energy facilities (i.e., electric posts, 
transformers) are reliable and sufficient 
to serve wide scope of areas

5 4 3 2 99

Repairs in cases of service 
interruptions are prompt 5 4 3 2 99

Information and Communication
Information from NPC is...

easy to obtain 5 4 3 2 1 99

clear and relevant 5 4 3 2 1 99

Information and Communication (Website)
NPC's website...

is available and accessible (e.g., no 
downtime, loads easily) 5 4 3 2 1 99

is user-friendly and easy to navigate 5 4 3 2 1 99

contains tne information needed 5 4 3 2 1 99

is useful and reliable when doing 
desired transaction 6 4 3 2 1 99

is secured 5 4 3 2 1 99
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SA A Neither D SD N/A

Filing of complaints is easy and 
systematic

5 4 3 2 99

Complaints are resolved within 
prescribed timeframe

5 4 3 2 99

Resolutions to complaints are 
satisfactory/acceptable

5 4 3 2 1 99

Files/records are accurate and updated 5 4 3 2 1 99

Facilities fNPC Offices)

Utilizes up-to-date and modem 
procedures, facilities, and resources 5 4 3 2 99

Signages are visible and readable (e.g. 
Citizen's Charter, steps and 
procedures, directional signages)

5 4 3 2 99

Office is accessible and convenient to 
customers 5 4 3 2 99

Office premises are clean, orderly and 
well-maintained 5 4 3 2 1 99

Office premises are well-ventilated and 
have good lighting 5 4 3 2 1 99

Office premises are safe and secure 
(e.g., security measures in place) 5 4 3 2 1 99

Office has priority lane for senior 
citizens, PWDs, pregnant women 5 4 3 2 1 99

Q7. Whal arc your suggestons for Ihc improvcmenl of NPC’s services? What else? Anything else?
NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.
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Socio Demographic Profile

NAME OF ORGANIZATION COMPLETE ADDRESS OF ORGANIZATION

YEAR ORGANIZATION ESTABLISHED:

NUMBER OF EMPLOYEES Actual
1 to 99 (Micro / Small) 1
100 to 199 (Medium) 2
200 and up (Enterprise) 3

TYPE OF OWNERSHIP
Foreign 1
Domeslc 2
ASSET VALUES (SHOWCARD)
Micro / Small (^15,000,000 or less) 1
Medium (P15,000.001 -R100.000.000) 2
Enterprise (P100,000,001 and above) 3

POSITION IN THE ORGANIZATION
ACTUAL POSITION:
DEPARTMENT:

YEARS IN THE ORGANIZATION
ACTUAL NO. OFYEARS:

Owner / Head of the office or association 1 Less than a year 16-20 years 6

Manager/Keeper/Supervisor 2 1-2 years 2 21 -25 years 7

Operations Staff 3 3-5 years 3 More than 25 years 8

Admin Staff 4 6-10 years 4 Don’t know/refused 9

Others, pis. soecifv S 11-15 years 5

Don’t know/refused 9

CONTACT DETAILS DECISION-MAKING ROLE IN THE 
ORGANIZATION

Landline: 1 alone decide for the organization 1

Cellphone: 1 share wilh someone else the decision­
making process for the organization 2

E-mail;

Office landline: 1 do not have any say when it comes to the 
decision-making process for the organization 3

Other contact info:

1 declare that this interview has been
carried out strictly in accordance with your
specification and has been conducted
within the ESOMAR Code of Conduct
with a person unknown to me. Interviewers’ Signature Supervisor's Signature
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Customer Satisfaction Survey 
National Power Corporation (NPC) 

(For watershed and dam coMMUNmEs)

QUESTtONNAIRE
NUMBER

RESPONDENT INFORMATION

Respondent Name Time Start (in 24:00}

Respondent Address Time End (in 24:00)

Respondent Phone 
Number (House)

Respondent Phone 
Number (Mobile)

RECRUfTER/INTERVIEWER INFORMATION

Interviewer Name Date of Interview

Interviewer ID Time of Interview

QUALITY CONTROL CHECKS AND VALIDATIONS

WitnessedA/alidated by Edited by

Witness/Validation Date: Date of Editing

Signature Signature

Quality Checked by Data Punched by

Quality Check Date Data Punch Date

Signature Signature

Observed by (lA) Cleared by (lA)

Observation Dale Clearing Date

Signature Signature

Back>checked by

Backcheck Date

Signature



INTRODUCTION

As part of the government's initiative to deepen citizen participation in government processes, 
particularly in the delivery of products and/or services, we are conducting this survey to gauge customer 
satisfaction on the services of the NATIONAL POWER CORPORATION (NPC). We would appreciate 
if you could spare a few minutes of your time to participate in our survey. Your insights will greatly help 
the NPC improve Its product and/or service delivery and meet your expectations to serve you belter in 
the future. Please be assured that all answers provided v/ill be kept in strictest confidentiality.

1 am__________
enumerator for today.

_from [RESEARCH AGENCY, a market research company]. I will be your

Any information that is obtained In connectionwith this study and that can be identified with you will remain 
confidential and will be disclosed only with your permission. By filling out the survey form, you are giving 
consent to the [RESEARCH AGENCY/GOCC] to process all the provided information. As the data subject, 
you have the right to access and ask for changing or deleting your personal data, which will be kept by 
the [RESEARCH AGENCY/GOCC[.

SCREENER

S1. Are you or any of your close family/relatives 
working with NPC? [SA]

CODE ROUTE
Yes 1 Close interview
No 2 Proceed to S2

S2. Which of the following service/s have you 
availed or regularly avail from NPC? What else? 
Anytliing else? [MAJ

CODE
[SERVICE A] 1 Proceed to Q1
[SERVICE B] 2
[SERVICE C] 3
[SERVICE D) 4
None of the above 99 Close interview

NOTE TO GOCC: List all possible services that may bo availed.
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Main Questionnaire

PART I. TRANSACTING WITH NPC

Q1. How long have you been availing 
services from NPC?
NO. OF YEARS:______
NO. OF MONTHS:_____

CODE
Less than a year 1
1-2 years 2
3-5 years 3
6-10 years 4
More than 10 years 5
Don't know/refused 9

Q2. Thinking about all 
dealings/transactions with NPC 
[SPECIFY YEAR], in what v;ays did 
transact with them? [MA]

your
last
you

CODE
Office visit 1
Phone call 2
Mai] delivery 3
Send text / SMS message 4
Online

Visit website 5
Send email 6
Chat using apps {e.g. Viber, WhatsApp,
Line, Facebook messenger, Skype. etc.)

7

Connected to their social media accounts 
(e.g. Facebook. Twitter, Linkedln, Instagram 
etc.)

8

Others, pis. specify 9

Q3. Where do you most often gel information 
aoout NPC and its services? [SA]

CODE
Information desk 1
Website 2
Phone/Holline 3
Social media (Specify ) 4
Conferences 5
Texl/SMS 6
Bulletins 7
Others (Specify ) 8

PART II. OVERALL SATISFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below while asking salisfaction/dissatisfaction 
rating questions. Do not include N/A in the showcard.

Q4. Overall, how satisfled or dissatisfied are you with the service provided by NPC? Please use this 
rating scale where 5 means very satisfied, 4 means satisfied. 3 means neither satisfied nor dissatisfied, 
2 means dissatisfied and 1 means very dissatisfied. How would you rate NPC on the overall? [SA]

SHOWCARD VERY
SATISFIED SATISFIED

NEITHER
SATISFIED

NOR
DISSATISFIED

DISSATISFIED VERY
DISSATISFIED

Overall
Satisfaction
Rating

5 4 3 2 1
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Q5. Why do you say that you are [RESPONSE in 04] with NPC? What else? Any other reasons?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PART 111. EXECUTION OF SERVICE

06. Now, we will talk about the different aspects of NPC's services. Using this rating scale where 5 
means strongly agree (SA). 4 means agree (A), 3 means neither agree nor disagree (Neither), 2 means 
disagree (D) and 1 means strongly disagree (SD), please rate how much you agree or disagree with 
the different aspects of the services availed from NPC. Let’s start with... [READ OUT ATTRIBUTES]. 
[SA per attribule]

NOTE TO INTERVIEWER: Road attributes one at a time and wait for tho respondent's answer. Do not 
leave any blanks. If the attribute is not applicable or the respondent says “Don’t Know" even after 
probing, mark as N/A.

For Q6, present showcard while asking level of agreement per attribule. Do not include N/A in the 
showcard.

. . ^ ; ij- SA A Neither D SD N/A

staff
NPC's staff...

treats customers with respect 5 4 3 2 1 99

strictly and fairly implements the 
policies, rules and regulations (e.g. no 
discriminalion, no "palakasan" system)

5 4 3 2 1 99

are knowledgeable and competent or 
skilled In delivering the needed services 5 4 3 2 1 99

provides clear and sufficient information 
(i.G., solutions to problems, answers to 
inquiries, and information on products 
and services)

5 4 3 2 1 99

addresses queries/concerns in a 
prompt manner 5 4 3 2 1 99

demonstrates willingness to assist 
customers 5 4 3 2 1 99

is easy to contact 5 4 3 2 1 99

delivers services within prescribed 
timeframe 5 4 3 2 1 99

appears neat, well-dressed, and 
professional 5 4 3 2 1 99
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SA ^ . Neither 3 SD N/A

conveys trust and confidence 5 4 3 Z 1 gg

Corporate Social Responsihllltv

Consultations are conducted prior to 
the implementation of 
programs/projects

5 4 3 2 1 gg

Consultations are conducted in an 
orderly manner 3 4 3 1 1 gg

Programs and services provide 
adequate knowledge to 
parlicipants/benefidaries

5 4 3 2 1 gg

Programs and services are accessible 
to all 5 4 3 2 1 gg

Projects implemented help in providing 
livelihood to the community 5 4 3 2 1 gg

Projects implemented benefit the 
community positively 5 4 3 2 1 gg

Projects implemented help in improving 
quality of life 5 4 3 2 1 gg

Programs have lasting impact on the 
lives of the beneficiaries 5 4 3 2 1 gg

Information and Communication
Information from NPC is...

easy to obtain 5 4 3 2 1 gg

clear and relevant 5 4 3 2 1 gg

Information and Communication (Website)
NPC’s website...

is available and accessible (e.g., no 
downtime, loads easily) 5 4 3 2 1 99

is user-friendly and easy to navigate 5 4 3 2 1 99

contains the information needed 5 4 3 2 1 gg

is useful and reliable when doing 
desired transaction 5 4 3 2 1 99

is secured 5 4 3 2 1 99
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SA A Neither D SD N/A

Comolaints Handlino and Records Keeoina

Filing of complaints is easy and 
systematic 5 4 3 2 gg

Complaints are resolved within 
prescribed timeframe 5 4 3 2 gg

Resolutions to complaints are 
satisfactory/acceplable 5 4 3 2 gg

Files/records are accurate and updated 5 4 3 2 gg

Facilities (NPC Offices)

Utilizes up-to-date and modern 
procedures, facilities, and resources 5 4 3 2 1 gg

Signages are visible and readable (e.g. 
Citizen's Charter, steps and 
procedures, directional signages)

5 4 3 2 1 gg

Office is accessible and convenient to 
customers 5 4 3 2 1 gg

Office premises are clean, orderly and 
well-maintained 5 4 3 2 1 gg

Office premises are well-ventilated and 
have good lighting 5 4 3 2 1 gg

Office premises are safe and secure 
(e.g., security measures in place) 5 4 3 2 1 99

Office has priority lane for senior 
citizens, PWDs, pregnant women 5 4 3 2 1 gg

Q7. What are your suggestions for the improvement of NPC’s services? What else? Anything else?
NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.
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Socio Demographic Profile

GENDER Male 1 Female 2 NATIONALITY

Single 1 Separated 3
Married 2 Widow/ 4

CIVIL STATUS Widower

WORKING STATUS
Working 1
Studying 2
Working/Studying 3
Not working/not studying 4

RESPONDENT AGE GROUP Actual

18-25 1 36-40 4 56-60 9
26-30 2 41 -45 5 61 -65 10
31 -35 3 46-50 6 Above 65 11

51-55 7

IF WORKING: OCCUPATION

EDUCATIONAL ATTAINMENT
No formal education 1 Some vocational 6
Some elementary 2 Completed vocational 7

Completed elementary 3 Some college 8

Some high school 4 Completed college 9
Completed high school 5 Postgraduate 10

CONTACT DETAILS

Landline;

Cellphone:

E-mail:
Office landbne:

Other contact info:

I declare that this interview has been 
carried out strictly in accordance wilh your 
specification and has been conducted 
within the ESOMAR Code of Conduct 
wilh a person unknown to me. Interviewers’ Signature Supervisor's Signature
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17 January 2022

MR. CARLOS G. DOMINGUEZ
Chairman and DOF Secretary
MR. DONATO D. MARCOS
Office-in-Charge
NATIONAL POWER CORPORATION (NPC)
BIR Road cor., Quezon Avenue 
Diliman, Quezon Cily

CEO.22-0173

Re; Deadline fok Submission of 2021 PES Monitoring Report . — 
AND Applicability of CSS Additional Guidelines for 2022

Dear Secretary Dominguez and QIC Marcos,

Under GCG Memorandum Circular (M.C) No. 2017-02,’GOCCs are to accomplish the 
requisite Quarterly Monitoring Reports (or the calendar year detailing its progress in 
accomplishing its performance targets and submit the same to the GCG within thirty (30) 
calendar days from the close of each quarter. However, in view of the recent surge in cases 
of COVID-19 and to enable GOCCs to submit complete and substantiated reports under the 
circumstances, the Governance Commission extends the deadline of submission of the 
GOCCs 41"1 Quarter (Annual) Monitoring Report for 2021 and supporting documents therefor 
to 28 February 2022.

In addition, considering the COVlD-19 pandemic is still causing uncertainties in the 
capacity of the GOCCs to fully comply with the requirements of the Enhanced Standard 
Methodology for the Conduct of the Customer Satisfaction Survey, the Governance 
Commission again extends the applicability of the “Additional Cuidolinos in the Conduct of 
the Customer Satisfaction Suri/ey (CSS) for 2020 in the GOCC Sector''^ to the conduct of the 
CSS for 2022. Actions undertaken for (he conduct of the CSS for 2022 shall be stated by the 
GOCC in its Quarterly Monitoring Reports to the Governance Commission.

Finally, we remind the GOCC that submissions shall be made through a formal letter 
signed by the chief executive officer (CEO), compliance officer, corporate secretary, or other 
officer with written authorization and may be submitted to (he Governance Commission 
electronically through (ecdback'.ait|C(|.<]ov.;)h.

For Information and Compliance.

Very truly yours.

U Idiiy SigheC t>r
CHAJKMAN SAMUEL C. DAGPIN. JR.
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1 Inlcriii) Poriouiianco EvalMlioii Syslom (PES) lor the GOCC Soctor Qalcd 30 Juno 2017. 
‘ Notice to All GCG Stakeholders dated 14 August 2020, available at li'.ips ii0'-' 11'--
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NOTICE TO ALL GCG STAKEHOLDERS

Subject : ADDITIONAL GUIDELINES IN THE CONDUCT OF THE CUSTOMER 
SATISFACTION SURVEY (CSS) FOR 2021 IN THE GOCC SECTOR

Date : 26 FEBRUARY 2021

Considering that the COVlD-19 pandemic is still ongoing and is still causing 
uncertainties in the capacity of the GOCCs to fully comply with the requirements of the 
Enhanced Standard Methodology for the Conduct of the Customer Satisfaction 
Survey, the Governance Commission hereby extends the applicability of the 
previously issued Notice to All GCG Stakeholders dated 14 August 2020 with subject 
“Additional Guidelines in the Conduct of the Customer Satisfaction Survey (CSS) for 
2020 in the GOCC Sector”to the conduct of the CSS for 2021.

For other queries and concerns, the GCG may be reached through e-mail at
feedhack@qca.aov,nh.

For information and guidance.

Digitally signed by:
CHAIRMAN SAMUEL G. DAGPIN, JR.

Digitally signed by: 
COMMISSIONER MICHAEL P. CLORIBEL

Digitally signed by.
COMMISSIONER MARITES C. DORAL
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NOTICE TO ALL GCG STAKEHOLDERS

Subject : ADDITIONAL GUIDELINES IN THE CONDUCT OF THE CUSTOMER 
SATISFACTION SURVEY (CSS) FOR 2020 IN THE GOCC SECTOR

Date : 14 AUGUST 2020

In view of the circumstances brought about by the COVID-19 pandemic, and 
further considering the safety of the customers and the difficulties that may be 
encountered during this time relative to the conduct of the intercept or face-to-face 
methods of interview, the GCG hereby issues the foliowing additional guidelines 
applicable for the conduct of the Customer Satisfaction Survey (CSS) for 2020:

1. GOCCs required to observe seasonality {i.e. peak season and lean season) 
in the conduct of the sun/ey may othenivise opt to conduct the survey only 
once, instead of the required bi-annual conduct of the CSS.

2. Where telephone interviews are among the methodologies identified for a 
customer segment, GOCCs are strongly advised to elect to utilize such 
methodology instead of the allowed alternative (i.e. face-to-face, intercept).

3. In cases where the GOCC has contact information on its customer segment 
identified solely for intercept or face-to-face interview, it may proceed to 
utilize the telephone interview methodology so as not to exclude such 
customer segment as respondents in the CSS. subject to compliance with 
the Data Privacy Act.

4. While the CSS Guidebook does not require the recording of telephone 
interviews with the respondent, as well as submission of the same as an 
attachment to the Final Report, the procedure undertaken to corroborate the 
consistency and accuracy of the telephone interview must however be 
detailed in the Back-Checking Report which the GOCCs are required to 
submit as part of its Quarterly Monitoring Report. Through back-checking, a 
project team member other than the original interviewer/enumerator shall re­
contact the respondent to check the quality and validity of the 
interviews/outputs.

It shall be the task of the interviewer/enumerator to fill-out the questionnaires 
in surveys conducted through telephone inten/iew. Considering the mode 
employed, the signature of the respondents shall be dispensed with. 
Similarly, the Spot-Checking and Back-Checking Reports must detail that the 
respondents are correctly identified and that their answers are accurately 
reflected. In using telephone methodology, GOCCs are therefore reminded 
that complete contact information of the possible respondents including 
names and contact details should be provided to the researcher, subject to 
ESOMAR codes and guidelines.
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5. Under Data Collection Instrument (Item V) in the CSS Guidebook, the actual 
length of telephone interviews is limited to 15 minutes at the maximum, as 
lengthy interviews often result in higher refusal and drop-out rates. The same 
shall be determined during the pre-testing activity, and should the 
questionnaire be longer than 15 minutes, the information coverage will be 
reviewed and checked for prioritization of questions. However, please note 
that questions under the main questionnaires are fixed and may not be 
altered, modified or deleted.

6. GOCCs that proceed to survey their customers through the intercept or face- 
to-face methods are enjoined to ensure that their respective survey providers 
shall follow the health protocols (e.g. physical distancing, wearing of face 
masks and face shields, hygiene practices, etc.) prescribed by the 
Department of Health (DOH), Inter-Agency Task Force (lATF) for the 
Management of Emerging Infectious Diseases, and other relevant bodies in 
the conduct of the CSS.

7. The Enhanced Standard Methodology also allows the use of online survey 
tool/platform or self-accomplishment of the survey questionnaires in the 
following cases;

a. Limited budget for the GOCC to conduct personal interviews (i.e. 
door-to-door, intercept, telephone, face-to-face);

b. Respondents are top executives/managers in which securing an 
appointment is difficult; and

c. The only available means of communication is through email.

8. The Enhanced Standard Methodology does not allow the use of hybrid data 
collection for the same customer segment; so GOCCs cannot use 
methodologies other than what was initially chosen any time during the 
duration of data collection.

9. For customer segments identified for intercept or face-to-face interview, 
which cannot otherwise be subjected to other survey methods such as 
telephone or online interviews, GOCCs may seek approval from the GCG for 
exclusion of such customer segment in the conduct of the CSS for 2020.

10. For GOCCs whose operations have been adversely affected by the 
pandemic, hence, also encountering significant decrease in the total number 
of customers (population) during the year, such GOCCs may adjust the 
minimum sample size, which shall be based on the adjusted projections of 
the total population for 2020 (per customer segment), provided, that the 
required confidence level and margin of error indicated in the Enhanced 
Standard Methodology will be maintained.

11. The Enhanced Standard Methodology also allows the conduct of data 
gathering/survey until January of the succeeding year, except for intercept 
data gathering method, provided, that the Final Report and other supporting 
documents are made available by March; and provided further, that 
customers are informed that the scope of services being covered by the 
survey are services rendered in 2020.
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12. GOCCs shall report the actions they have undertaken, or have opted to 
undertake, for the conduct of the CSS for 2020 in their 3rd Quarter Monitoring 
Report, to be submitted to the GCG and uploaded in the GOCCs website 
within thirty (30) calendar days from the close of the quarter.

For other queries and concerns, the GCG may be reached through e-mail at 
feedback@qca.qov.Dh.

For information and guidance.

■ 0d9pn Samuel
r j CdUemitJr

SAMUEL G.DAGPIN, JR.
Chairman

Digitally signed by / Digilalfy signed
' Cloilbcl Michael byDoial

Paquera (/ / MariiesC.uz

MICHAEL P. CLORIBEL MARITES C. DORAL
Commissioner Commissioner
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