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SECTION |

INVITATION TO BID

NATLIONAL POWER CORPORATION >



1. The NATIONAL POWER CORPORATION (NPC), through
of CY 2022 intends to apply the sum of

for the Contract (ABC) to payments under the contract.

INVITATION TO BID

automatically rejected at Bid opening.

its

National Power Corporation

PUBLIC BIDDING — BCS 2022-0353

approved

Corporate Budget

(Please see schedule below) being the Approved Budget
Bids received in excess of the ABC shall be

Bid
PR Nos./PB Ref No. & I Pre-bid . ABC/ Amt. of
- e Similar Contracts Submission -
Description Canference / Opening Bid Docs
HO-CBM22-001 /
Supply and Delivery of various | Delivery of 2022 2022
Medicines for NPC Head Office | Medicine 9:30 AM 9:30 AM gggggggoom
Clinic (CY 2022) SR
HO-CBM22-006 /
PB220627- NA 00195 Annual  Physical
Medical Laboratory Package — Examination for at| * 13 June 27 June
. | least Two Hundred 2022 2022 R 3,290,000.00/
CY 2022 Annual Physical Fifty (250)| 9:30 AM 030 AM | P 5,000.00
Checkup for NPC  Head Personnel AR ' "
Office/Sucat/SPUG — Minuyan
Personnel
HO-5BP22-003 / Conduct of
PB220627- NA 00197 Customer/Public
Opinion  Survey 136‘;29 2235‘29 P 1,674,654.00/
Service Contract for the Conduct | and/or Social 9:30 AM 9:30 AM R 5,000.00
of NPC's Customer Satisfaction | Analysis and : ) : '
Rating Survey for CY 2022 Research
S1-MT522.003/ 20 (oo of . Phase
PB220426-JD (PB2)
Transformer  Turn 13 June 27 June
, Ratio Tester or| 2022 2022 | P1.200,000.00/
Supply, Delivery and Test of| . yioo)  festing| 9:30 AM 9:30 AM | P5,000.00
Three Phase Transformer Tumn equipment /
Ratio Tester for WMTSD .q P
instruments
AFG-LOG-002.F03
Rev.No.0
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Invitation to Bid - BCS 2022-0267

S$1-M8622-024 /
PB220627-JD

Supply, Delivery, Instaliation,
Propagation Test and
Commissioning of Two-Way
Digital Radio Communication
System for NPC Masbate
Transmission Lines and
Substations

Supply, Delivery,
Installation, Testing
and
Commissioning of 13615‘29
Two.-Way Digital 9:30 AM
Radio

Communication
System

27 June
2022 R 1,700,000.00/

9:30 A.M £ 5,000.00

S51-TOR22-001 /
PB220627- AD 00196

Supply, Delivery, Installation and
Test of 1 x 200 KL FOST
including Construction of
Containment Wall for Existing
FOST and Associated Facilities
for Torrijos DPP

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

Construction of
Fuel Qil Storage
Tank or Water
Storage Tank
Including ts | 13 June
Concrete 9'53?3!\4
Foundation  and ’ '

Associatled Works
with Capacity of
not less 200 cu.m

27 June
2022 P 8,276,000.00 /

9:30 AM P 10,000.00

Venue: Kafiao 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 Il. {Instruction to Bidders).

PR Nofs. { PB Ref No/s.

Delivery Period { Contract

Relevant Pericd of SLCC reckoned from

Duration 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

Minimum of Eighty-Four {84)
HO-SBP22-003 Calendar Days to a maximum of Five {b) Years

Ninety-Eight (98) Calendar Days

One Hundred Twenty (120) .
S1-MTS22-003 Calendar Days Five (5) Years
S1-MS622-024 Thirty {(30) Calendar Five (5) Years

One Hundred Eighty (180) }
$1-TOR22-001 Calendar Days
AFG-LOG-002.F03
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Invitation to Bid - 8CS 2022-0267

3. Bidding will be conducted through open competitive bidding procedures using a non-discretionary
“passfail’ criterion as specified in the 2016 revised Implementing Rules and Regulations (IRR) of
Republic Act (RA) No. 9184.

Bidding is restricted fo Filipino citizens/sole proprietorships, partnerships, or organizations with at least
sixty percent (60%) interest or outstanding capital stock belonging to citizens of the Philippines, and to
citizens or organizations of a country the laws or regulations of which grant similar rights or privileges to
Filipino citizens, pursuant to RA 5183.

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

5. A complete set of Bidding Documents may be acquired by interested Bidders from the given address and
website(s) and upon payment of the applicable fee for the Bidding Documents, pursuant fo the latest
Guidelines issued by the GPPB. Bidding fee may be refunded in accordance with the quidelines based on

the grounds provided under Section 41 of R.A. 9184 and its Revised 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 Kafao Room, NPC subject fo the
foliowing:

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 Circuiar No. 06-2019 dated 17 July 2019

7. Bids must i)e 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. All Bids must be accompanied by a bid security in any of the acceptable forms and in the amount stated
in ITB Clause 14.

9. Bid 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
Rev.No.0
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Invitaﬁbn 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:/fwww.napocor.gov.ph/besd/bids.php

/-'- T. TEVES
Kngineering Services and

and Awards Commiitee

AFG-LOG-002.F03
Rev.No.Q
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SECTION Ii — INSTRUCTIONS TO BIDDERS
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SECTION Il = INSTRUCTIONS TO BIDDERS PR NO., HO-5BF22-003

SECTION Il - INSTRUCTIONS TO BIDDERS

Scope of Bid

The National Power Corporation (NPC or WAPOCOR) wishes to receive Bids for the
SERVICE CONTRACT FOR THE CONDUCT OF NPC’S CUSTOMER SATISFACTION
RATING SURVEY FOR CY 2022, with identiiication 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 VIl (Technical Specifications).

2. Funding Information

2.1. The GOP through the source of funding as indicated below for CY 2022 in the
amount of B 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 1B 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 Enlity, 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.

S. Eligible Bidders

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

NATIONAL POWER CORPORATION mi i-ITB-1



81D DOCUMENTS SERVICE CONTRACT J'I_IHE CONDUCT OF NPC'S

CUSTOMER SATISFACTION RATING SURVEY FOR CY 2022

SECTION Il - INSTRUCTIONS TQ BIDDERS PR NO, HO-5BF22-003

5.2,

2.3.

5.4.

Foreign ownership exceeding those allowed under the rules may participate when
cilizens, 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.

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.

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

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 Vil of the Charter of the UN, subject to
Domestic Preference requirements under iTB Clause 18.

7.1.

7.2.

7.3.

Subcontracts

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.

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.

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.

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 m : -IT8-2
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8ID DOCUMENTS SERVICE CONTRACT J'I_I'HE CONDUCT OF NPC'S

CUSTUMER SATISFACTICN RATING SURVEY FOR CY 2022

SECTION I - INSTRUCTIONS TO BIODERS PR NO. HO-58P22-003

9.

10.

1.

12.

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 1B, at least
ten {10) calendar days before the deadline set for the submission and receipt of Bids.

Documents comprising the Bid: Eligibility and Technical Components

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

10.2. The Bidder's SLCC as indicated in ITB Clause 5.3 should have been completed
within Five () 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 Engiish, 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 o 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 BDS.

Documents comprising the Bid: Financial Component

11.1. The second bid envelope shall contain the financial documents for the Bid as
specified in Section VIl (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. 8184.

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

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 RA No. 9184,

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 CORFORATION m I-IT8-3
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CUSTOMER SATISFACTION RATING SURVEY FOR CY 2022
SECTION Il - INSTRUCTIONS TO BIDDERS PR NO. HO-5BP22-003

i. The price of the Goods quoted EXW (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;

iii. 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 BDS.
b. For Goods offered from abroad:

i. Unless otherwise stated in the BDS, the price of the Goods shall be
quoted delivered duty paid (DDP) with the place of destination in the
Philippines as specified in the BDS. [n quoting the price, the Bidder shall
be free to use transportation through carriers registered in any eligible
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 BDS.

13. Bid and Payment Currencies

13.1. For Goods that the Bidder wili 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 BDS, which shall be not less than the percentage of
the ABC in accordance with the schedule in the BDS.

14.2. The Bid and bid security shall be valid for One Hundred Twenty (120} calendar

days from the date 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 compeonents 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 ml‘ H-ITB-4
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SECTION Il = INSTRUCTIONS TO BIDDERS PR NO. HO-SBP22-003

16.

17.

18.

19.

be digitally signed. An electronic copy that cannot be opened or is corrupted shall be
considered non-responsive and, thus, automatically disqualified.

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.

Opening and Preliminary Examination of Bids

17.1. The BAC shall open the Bids in public at the time, on the date, and at the place
specified in paragraph @ of the I1B. 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 BAC 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,

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
RA No. 9184.

Detailed Evaluation and Comparison of Bids

19.1. The Procuring Entity’'s BAC shall immediately conduct a detailed evaluation of all
Bids rated “passed,” using non-discretionary pass/fail criteria. The BAC 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 Clause 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 ABCs of these lots or items are indicated in the
BDS for purposes of the NFCC computation pursuant to Section 23.4.2.6 of the
2016 revised IRR of RA No. 9184. The NFCC must be sufficient for the total of
the ABCs 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 Credit from a Universal or
Commercial Bank in lieu of its NFCC computation, all Bids must include the
NFCC 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 ABCs for all the lots or
items participated in by the prospective Bidder. For bidders submitting the

NATIONAL POWER CORPORATION m 1-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 incorne 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 BDS.

NATIONAL POWER CORPORATION m‘j I-ITB-6
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SECTION lll - 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 validated to ascertain such completed contract. Hence, bidders
must ensure access to sites of such projectsfequipment 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 Subcontracting may be allowed on transport, local/non-skilled labor under the
supervision of the Bidder. The Bidder shall not be relieved from any liability or
obligation that may arise from the perfermance of the Subcontractor,

10.4 The list of on-going contracts (Form Nc. 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
satisfaclory 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-GQODS-03) shall be
supported by the following documents to be submitted during Bid Opening:

1. Contract/Purchase QOrder

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/itender 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 tha 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.

141 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
salisfactory 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
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SECTION IV — GENERAL CONDITIONS OF CONTRACT
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SECTION IV — GENERAL CONDITIONS OF CONTRACT

1. 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 2018 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 [RR 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).

2. 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.

3. 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 peformance 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.,

4. 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.

v

NATIONAL POWER CORPORATION ml IV-GCC-1



BID DOCUMENTS SERVICE CONTRACT "‘_l' HE CONDUCT OF NPC'S
CUSTOMER SATISFACTION RATING SURVEY FOR CY 2022
SECTION IV - GENERAL CONDITIONS OF CONTRACT PR NO. HO-58P22-003

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.

5. 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.

6. 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:

i. Company Name

ii. Correct amount of the Bond

iii. 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.”

The bond shall remain valid and effective until the duration of the contract

{should be specific date reckoned from the contract effectivity} plus sixty

(60) days after NPC's acceptance of the last delivery/final acceptance of

the project.

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
maodifications 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.

Other required conditions in addition to the standard policy 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 shail be paid in
full and shall never be subject to any adjustment by the Surety;

iii. Incase of claim, the Surety shall pay such claim within sixty (60) days
from receipt by the Surely of the Obligee’s notice of claim/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
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SECTION VI — 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 Survey 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.

50 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 C)based 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 |, 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

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

The GCG however, in its letter dated 17 JdUary 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 Secfor” 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 all 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.  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;

d.  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;

e. 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/Deliverables DURATION
1. Inception meeting and discussion of sampling design, | Seven (7) cal.
methodology, protocols and work plan days
2. Review, add questions specific for the GOCC Seven (7) cal.
{optional), format, and translate survey instrument days
3. Pilot testing of survey instrument and feedback for Fourteen (14} cal.
possible revisions {optional, if there are major days
additions)
4. Finalization of survey instrument Seven (7) cal
days
5. Recruit, train, and submit list of final field team to be Seven (7) cal
deployed days
6. Data collection set up (including production and Seven (7) cal
preparation of fieldwork materials) days
7. Data collection proper Seven (7) to
fourteen (14) cal.
Days
8. Data cleaning and validation, and computation of | Fourteen {14) cal.
descriptive statistics days
9. Writing and submissionof reports Fourteen (14) to
a. First Report twenty-one  (21)
b. Draft Final Report cal. Days

c. Final Report

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. Project 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

Programmers/Scripters (incl. checker) 2

Data Processing Assistant (incl. checker) 2

Group 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 gualification:

a. Project Manager- must be graduate of any four (4) year course, with Masters
degree, with ten {10) vyears experience in the conduct of customer
salisfaction 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

¢. 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 Confractor 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
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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 Survey Methodology
Annex D- GCG-Prescribed Survey Questionnaires
Annex E- Letter from GCG on the Applicabilty 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 quidelines that may be prescribed
by GCG
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SERVICE CONTRACT FOR THE CONDUCT OF

NPC'S CUSTOMER SATISFACTION SURVEY
Cy2023

(PR No. HO-SBP22- 003}

SECTION Vil - SCHEDULE OF REQUIREMENTS

(BID PRICE SCHEDULE)

UNIT PRICE OF SERVICES TO BE

RENDERED TOTAL PRICE
ITEM NO. DESCRIPTION QTty. UNIT Unit Price of Value Added Tax
Services & other Taxes [cx(e+f)]
{Php) {Php)
(2) (o) {c) (d) (e) {h {g)
1.0 Service Contract for the Conduct of 1 Lot

NPC's Customer Satisfaction Survey CY
2022,

Note:Bid Price must be supported with
detailed cosf estimates.

TOTAL BID AMOUNT (Php)

Name of Bidder:

Authorized Representative:

Signature of Representative:
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SECTION VIII - BIDDING FORMS

NPCSF-GOODS-01

NPCSF-GOODS-02

NPCSF-GOODS-03

NPCSF-GOODS-04
NPCSF-GOODS-05
NPCSF-GOODS-06a
NPCSF-GOODS-06b
NPCSF-GOODS-06¢
NPCSF-GOODS-07
NPCSF-GOODS-08
Sample Form

Sample Form

TABLE OF CONTENTS

Checklist of Technical and Financial Envelope
Requirements for Bidders

List of all Ongoing Government & Private Contracts
Including Contracts Awarded but not yet Started

Statement of the bidder's Single Largest Completed
Contract (SLCC) similar to the contract to be bid

Computation of Net Financial Contracting Capacity (NFCC)
Joint Venture Agreement

Form of Bid Security : Bank Guarantee

Form of Bid Security : Surety Bond

Bid Securing Declaration Form

Omnibus Sworn Statement (Revised)

Bid Letter

Bank Guarantee Form for Advance Payment

Certification from DTl as Domestic Bidder
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Standard Form No: NPCSF-GOODS-01

Checklist of Technical & Financial Envelope Requirements for Bidders

A. THE 15T ENVELOPE (TECHNICAL COMPONENT) SHALL CONTAIN THE FOLLOWING:
1. ELIGIBILITY DOCUMENTS
a. (CLAsSS A}

> Any of the following:

¢ PhilGEPS Cerificate of Registration and Membership under Platinum Category in
accardance 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, Depantment 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 concemed 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 bidders 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 QOrder 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 submitied as a
form of Tax Clearance;

OR:
¢ A combination thereof

> Statement of all its ongoing govemment 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 bidders Single Largest Completed Contract {SLCC) similar to the
contract to be bid, and whose value, adjusted {o 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 be varified and validated to
ascertain such compleled contract. Hence, bidders must ensure access 1o sites of such projects/equipment to
NPC representalives for verification and validation purposes during post-qualification process.

it shall be a ground for disqualification, if verificaticn and validation cannot be conducted for reasons
altributable to the Bidder.)
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This Checkiis! of Requiremonts shall be provided lo prospective suppliers/contractors including all forms. Suppliers/contraclors are
encouraged {o consull this checklist before submitting their proposals on the deadiing for the submission and receipt of offers.
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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 Line 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.

(CLASS B)
For Joint Venture (if applicable), any of the following:

vE

¢ Valid Joint Venture Agreement {NPCSF-GO12DS-05)
OR

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

» Certification from the relevant government office of their country stating that Filipinos are
allowed to participate in their government procurement activities for the same iterm/product (For
foreign bidders claiming eligibility by reason of their country's extension of reciprocal rights to
Filininos)

2. Technical Documenis
> Bid Security, any one of the following:

¢ Bid Securing Declaration (NPCSF-GOODS-(6¢)
OR

@ Cash or Cashier's/Manager's check issued by a Universal or Commercial Bank — 2% of
ABC;

OR

e Bank draft/guarantee or irrevocable letter of credit issued by a Universal or Commercial
Bank: (NPCSF-GOODS-06a) - 2% of ABC;

OR

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

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

> Duly signed, completely filled-out and notarized Omnibus Swomn 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)

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

> Complete eligibility documents of the proposed subcontractor, if any

Page 2 of 3

This Checklist of Requirements shall be providad to prospective suppliers/contractors including all forms. Suppliers/contraclors are
encouraged to consuit this checklist before submilling their proposals on the deadling for the submission and receipt of offers.
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Standard Form No: NPCSF-GOODS-01
B. THE 2N° ENVEL OPE {(FINANCIAL COMPONENT) SHALL CONTAIN THE FOLLOWING:

> Duly signed Bid Letter indicating the total bid amount in accordance with the prescribed form
(NPCSF-GOODS-08)

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

» For Domestic Bidder claiming for domestic prefeience:

® |etter address to the BAC claiming for preference

& Certification from DT 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 Bidders to comply with the said request shall not be a ground for
disqualification.

In the case of foreign bidders, the eligibility requirements under Class "A” Documents (except for Tax Clearance) may be
substituted by the appropriate equivalent documenis, if any, issued by the country of the foreign bidder concemed. The
eligibility requirements or slalemenis, the bids, and all other documents to be submitted to the BAC must be in Engiish. If the
eligibility roquirements or statements, the bids, and all other documents submitied lo the BAC are in foreign language other
than English, it must be accompanied by a transiation of the documents in English. The documents shall be translatad by the
relevant foreign govemment agency, the foreign government agency authonzed to translale documents, or a registered
transialor in the foreign bidder's counlry; and shall be authenticated by the appropriale Philippine foreign service
establishment/post or the equivalent office having jurisdiction over the foreign bidder's affairs in the Phitippines.

These documents shall be accompanied by a Swom Statement in a form prescribed by the GPPB slaling that the documents
submitted are complefe and authentic copies of the original, and alf statements and information provided therein are true and
comrect. Upon receipt of the said documents, the PhilGEPS shall process the same in accordance with the guidelines on the
Govemnment of the Philippines — Official Merchants Registry (GoP-OMR).

A Bidder not submitling bid for reason that his cost estimale is higher than the ABC, is required to submit his letter of non-
participation/regret supported by corresponding delailed estimates. Failure fo submit the fwo (2} documents shall be
understood as acts that tend to defeal the purpose of public bidding without valid reason as stated under Section 69.1.{i) of the
revised IRR of R.A. 9184,

Page 3 of 3

This Checkiist of Requirements shall be provided lo prospeclive supplivrs/contraclors including alf forms. Suppliers/contractors are
encouraged to consull this checklist before submitting their proposals on the deadline for the submission and receipt of offers.
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Standard Form Number: NPCSF-GOODS-02
List of All Ongoing Government and Private Contracts Including Contract Awarded But Not Yet Started

Business Name
Business Address

Bidder's Role 2. Date Awarded
a. Owner's Name b. Date Started Value of Outstanding
Nag;%fc?ocr;:?ct! b. Address Nature of Work - Yo c. Date of Completion or Works / Undelivered
) ¢. Telephone Nos., Description Contract Duration/ Date Portion
of Delivery
Government
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 curent joint venture where he is a partner. Non declaration will be a ground for disqualification of bid.

Note : This statement shall be supparted 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

{Printed Name & Signature)
Designation
Date




el GOCUMENTS

SECTION VIl = BIDDING FORMS

SERVICE CONTRACT FOR THE CONDUCT OF NPC'S CUSTOMER
SATISFACTION RATING SURVEY FOR CY 2022

PR NQ. HO-5BP22-003

Standard Form Number: NPCSF-GOOCDS-03

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
¢. Telephone Nos.

Nature of Work

Contractor's Rale

Description

%

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

a. Date Awarded
b. Contract Effectivity
¢. Date 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 Officia! Receipt {O.R); or

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

Submitted by

Designation
Date

{Printed Name & Signature}
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Standard Form Number: NPCSF-GOCDS-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:

Year20__

Total Assets

Current Assets

Total Liabilities

Current Liabilities

Net Worth {1-3)

Net Working Capital (2-4)

I B Bl Bl B

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 Autheorized Representative

Date :




BID BOCUMENTS SERVICE CONTuLl FOR THE CONDUCT OF NPC'S
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Standard Form Number: NPCSF-GOQDS-05

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) . authorized representative of
a resident 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

—

B

2. [+

That both parties agree to be jointly and severally liable for their participation in the
Bidding and Undenrtaking 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 Name & Signature of
Representative Authorized Representative
Official Designation Official Designation
Name of Firm Name of Firm
Witnesses
1. 2.
[Jurat]

[Format shall be based on the latest Rules on Notarial Practice]
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Standard Form Number: NPCSF-GOQDS-06a

FORM OF BID SECURITY (BANK GUARANTEE)

WHEREAS, (Name_of Bidder) {(hereinafter called “the Bidder’) has
submitted his bid dated (Date) for the fname of prgject] {hereinafter called “the
Bid™).

KNOW ALL MEN by these presents that We (Name of 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 prescribed 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.

SEALED with the Common Seal of the said Bank this day of 20

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) f{ails or refuses to execute the Contract; or
b) fails or refuses o submit the required valid JVA, if applicable; or

¢) fails or refuses to fumnish the Performance Security in accordance with the
Instructians to Bidders;

we underiake 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 Bark is hereby waived. Any demand
in respect of this Guarantee should reach the Bank not later than the above date.

DATE SIGNATURE OF THE BANK

WITNESS SEAL

{Signalure, Name and Address}
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Standard Form Number: NPCSF-GOODS-06b

FORM OF BID SECURITY (SURETY BOND)

BOND NO.: DATE BOND EXECUTED:
By this bond, We (Name of Bidder) {(hereinafter called “the Principal’} and (Name
of Surety) of (NMame of Couniry of Surely) , authorized to

transact business in the Philippines (hereinafter called “the Surety”) are held and firmly bound
unto National Power Corporation (hereinaiter called “the Employer”) as QObligee, 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 Surety 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 retums 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, otherwise 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.



BiD DOCUMENTS SERVICE CONTFI=|7'=|=|:OR THE CONDUCT OF NPC'S
CUSTOMER SATISFACTION RATING SURVEY FOR CY
2022

SECTION Vil - BIDDING FORMS PR NO. HO-5BP22-003

Standard Form Number: NPCSF-GQODS-06b
Page 20f 2

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 the Employer, notice of which extension(s) to
the Surety is hereby waived.,

PRINCIPAL SURETY
SIGNATURE(S) SIGNATURES(S)
NAME(S) AND TITLE(S) NAME(S)

SEAL SEAL




BID DGCUMENTS SERVICE CONTF&MOR THE CONDUCT OF NPC'S
CUSTOMER SATISFACTION RATING SURVEY FOR CY
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SECTION VIl - BIDRING FORMS PR NO. HO-5BP22-003

Standard Form No: NPCSF-GO0ODS-06¢

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

BID-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

!/Wel,'the undersigned, declare that:

1. l/We 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. l/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) //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) //we failed to timely file a request for reconsideration or (i)
I/we filed a waiver to avail of said right;

(c) 1am/we are declared as the bidder with the Lowest Calculated and Responsive
Bid, and l/we have furnished the performance security and signed the Contract.

IN WITNESS WHEREOF, //we have hereunto set my hand this day of
20 at , Philippines.
[Name and Signature of Bidder's Representalive/
Authorized Signatory]
[Signatory's legal capacity]
Affiant

[Jurat]

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

1 Setect one and delete the other, Adoplt same instruction for simifar terms throughaut the document.
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Standard Form No: NPCSF-GOQDS-07

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 state that:

1. [Select one, delete the other:]

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

[if a partnership, corporation, cooperalive, or jcint venture:] 1 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], | 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:] | am granted full power and
authority to do, execute and perform any and all acts necessary to parlicipate, 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 Centificate, 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 anather blacklisted person or
entity as defined and provided for in the Uniform Guidelines on Blacklisting;

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

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

6. [Selectone, 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 Commiittee (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;

{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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9.

10.

IN

(BAC), the Technical Working Group, and the BAC Secretariat, the head of the Project
Management Office or the end-user unit, and the project consuitants 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 f[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;

{Name of Bidder] complies with existing labor laws and standards; and

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

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. Inquinng or securing Supplemental/Bid Bulletin(s) issued for the {Name of the Project].

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

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.

WITNESS WHEREOQF, | have hereunto set my hand this _ day of __, 20 at
, Philippines.

finsert NAME OF BIDDER QR ITS AUTHORIZED
REPRESENTATIVE]
{Insert signatory’s legal capacity]
Affiant

[Jurat]

[Format shall be based on the latest Rules on Notarial Practice]
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SECTION VIl - BIDDING FORMS 2wz PR NO. HO-SBP22-003
Standard Form No: NPCSF-GO0ODS-08
BID LETTER
Date:

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

Gentlemen:

Having examined the Bidding Documents including Bid Bulletin Numbers [finsert
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 ftotal Bid amount in words and figures]
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 suppiy 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 ceriify/confirm that we comply with the eligibility requirements pursuant to the Bidding
Documents.

We likewise certify/confirm that the undersigned, {for sole propristorships, insert: as the owner

and sole proprietar 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 [vame of Project] of the National Power Corporation ffor
partnerships, corporations, cooperatives, or joint vanturas, insert: is granted full power and authority by the
[Name of Bidder] to 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.

Iname and signature of autherized signatory] fin the capacity off

Duly autherized to sign Bid for and on behalf of

{name of bidder}



BID DOCUMENTS SERVICE CONTFHHHOR THE CONDUCT OF NPC'S
CUSTOMER SATISFACTION RATING SURVEY FOR CY
2022

SECTION VIl - BIDDING FORMS PR NQ. HO-SBP22-003

Bank Guarantee Form for Advance Payment

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

{name of Contract]

Gentlemen andfor 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 hank guarantee to guarantee its proper and faithful performance
under the said Clause of the Confract in an amount of famount of guarantee in figures and words].

We, the [name of the universal/commercial bapk], 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
famount of quaraniee in fiqures and words].

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 Coniract 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 . SERVICE CONTM.” FOR THE CONDUCT OF NPC'S
CUSTOMER SATISFACTION RATING SURVEY FOR CY
2022

SECTION VIl — BIDDING FORMS PR NO. HO-58P22-003

CERTIFICATION AS A DOMESTIC BIDDER

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

duly registered with the DTl on

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

which arefis {Specify) . are substantially 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 Persor/Entity) in

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

of the National Power Corporation (NPC).

Given this __ day of 20 at . Philippines

Name

Position

Department of Trade & Industry



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

ANNEX "A"

CUSTOMERS North Luzon | - South Luzon Visayas Mindanao TOTAL
1. Missionary Electrification Services 5 34 13 1 63
= Distribution Utifities (DUs)/Electric Cooperatives (ECs) ) 19 11 11 45
» NPPs/QTPs ] 15 2 0 17
2. Watershed Mgmt. Services 18 9 0 8 35
= Local Government Units (LGUs) 9 g 0 6 24
» Non G_ove_rnment Organizations & People's g 0 0 2 11
Organizations (NGOs & POs) :
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 ¢ 9
» PSALM & 0 o 0 5
TOTAL 60 60 . 15 21 166
N
Page 10f1 §.
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NATIONAL POWER CORPORATION
CORPORATE AFFAIRS GROUP

LIST OF NPC CUSTOMERS AND STAKEHOLDERS FOR 2022 CUSTOMER SATISFACTION SURVEY

COMPANY NAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO. &-MAIL ADDRESS NPC EERVICES PROVIDED
A MISSIONARY ELECTRIFICATION SERVICES
DISTRIBUTION UTILITIES {DUs) f ELECTRIC COOPERATIVES (ECa)
LLZOR
RORTH LUZON
1 |Aurora Eleciric Cooperative, Inc. (AURELEO) Barangay Reserva, Baler, Aurors Engr. Noel 0. Vedad Genera! Manager £929-3304045 aurelco1920@yzhoo.com ff;pa:imimm' Processing
2 | ) Maticnal Rd, Kaychanarianan, Basco, 3900 DB0BGTR4E45, DG95186815T {LIz), EC-PSA Coordination, Processing
Batanes Electric Coop., Inc. (BATANELCO) Batanes Ma. Victoria A, Mata, GM General Manager 00262380363 (Paz R ) h bataneselcof yahoo.com and Monitoting
B " . {ISE " y {078) 323-0013 DGM [Pat); 223- tselco2 B yahoo.com EC-PSA Coondination, Prog s
3 |isavela 2 Erectnc Cooperative, ing, {ISELCO I Alibagu, AH26, Hagan, 3200 kzabela Mr. David Solomon M, Siquian General Manager 044:0937 BEI1865 Havesiquian@yahoo.com and Manitor
. 0O17-B053678; 09397557428, (078) knelco_ddp&yahoo.com/ EC-PEA Coordination, Processing
4 - T
Kalinga Apayao Eleciric Cooperative, Inc. {(KAELCO } Bulanac - Paracelis Rd, Tabuk, Kalinga Engr. Tro R. Lingan General Managor 9754431, (078)8441595 kaelca_lsd @yahoa.com and Monit
09953583354 (Mayor) or .
General Manager/ Calayan . alliepls@yahoocom; LGU-FSA Coordination, Processing
5 , , : - " '
LGU-CALAYAN, CAGAYAN Calayan, Cagayan Hen. taseph Liopis Mayor mﬂ1 (Catherine Singon - Yucslayan@ grmail.com and Monftoring

'SOUTH LUZON

Amay Power & Energy Corporation [APEC)

W, Vinzona St, Old Albay District, Legarpi

Elenita D, Ga (GM) Dennls L.Man

ceneral Manager

(052)480-2606 {Sec Leda)  HO 702-

nlaco_ogmiyahoo.com;

EC-P5A Coordination, Processing

Clty, 4500 Albay {Deputy GM) 4508 tedlynlogoe. apec @ ama and Moniloring
Batangas I! Electric Covperative, Inc. (BATELEC II) Tingloy |Antipolo del Norte, Lipa Clty, 4217 Lipa, , | EC-P35A Coordination, Processin
¥y | g oy , g
) Batangas Ergrr. Octavious M. Mendoza Ceneral Manager {042) 757-09-51 (Wena) edmin@batelec2.com.ph and Monitord
8 |Busuanga Istand Elaciric Cocperative, Ing. {(BISELCC) Coron, Palawan Ms. Ruth L. Galang General Manager 09178136787 biselco@yahoo.tom EC-PSA Coordination, sing

and Monitoring

GM D9175532598; (054} 452-

Camarines Sur IV Electric Cooperative, inc. R . i Coordination, Process]
L ot g ¢ fve. bnc. {CASURECQ | Gav Jose T. Fuentebella National Hywy. Renato Z. San Jose Genera! Manager 083.452-3715; 453-0191; F452- estecT7@yshoo.com EC-PSA Coordination, Processing
gacn, Camardnas Sur . and Monitering
3085 [tec Josephine)
10 [Camarines Norte Elactric Cooperative, Inc. (GANORECO) | Magatianes Raod St, Dart, Camarines Norte  |Mr. Zandro R. Gestiada General Manager 0998-8596587; (054)5713796 canoreco_197505@yshoa.com |Corr SA Coordnalion. Proce==
11 |First Catanduanes Etectric Cooperative, Inc. (FICELCO}  |Poblacion, Claveria, Masbate Mr.Raul V. Zzfo - GM Genera! Manager Po20-6042575 - goraldine 10921685, feelcob1 @yahoo.com ECPSAS m“““m' Processing
12 s | ve, Inc. . ' 0918-3068970 GM / 09296693333 ¢ EC-FSA Coordination, Processing
ang Electric Cooporative, Inc. (LUBELCO) Bato, Catanduanes, Ms. Precila T. Balibay General Manager 06183068070 (Riza) precyballbay@yshoo.com and Monitoring
GM0920-900-4701 / 0918-563-7958 / -
13 {Marinduque Electric Cooperative, Ine. (MARELCO) Tillk, tubang, Oceldentat Mindoro Engr. Gaudencle M. Sol, Jr. General Manager 042.332-2937 (Doris) { Raderick R, | 47410 Ine@yahao.com/gaudenclasal \EC-PSA Coordination. Processing
ir@tyahoo.com and Monitoring
Maudos 09989613180
14 } i t ) i i CP 00472376587 043-451-19-B1; admingZomeco. com ph ; ECHPSA Coordination, Processing
Oceidental Mindoro Electric Cooperative, Inc. (OMECO) San Jose, Occidental Mindoro Cesar E. Faeldon General Manager 4911021 fax 4911364 (Maris) -main@gmall.com and Moniloring
! ; Barangay Sta, ksabe!, Calapan City, Province . 09299692364 -Ron Michael EC-FSANLOA Coordinalion,
15 |Criental Mindoro Electric Cooperative, Inc. (ORMECO) of Orlental Mindore Norberto M. Mendoza Acting Genersl Manager Femandez ormeca_tocp@yahoo.com Processing and Maritoring

Fagrlef 10
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M0B(Lovely) ; GM 0917 6500686

COMPANY NAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE MO, e-MAIL ADDRESS NPC SERVICES PROVIDED
st Prow Coot £ op GM celff 09177298T77: (0481433
Pal Elect . P ‘alawan Prov. CapHol, Fernandez S, Puerto . 91-44 loc B5D GM: 433-2001; F- LGU-FSA Coordination, Processing,
alawan c Cooparative, Inc, (PALECD) Princesa, £300 Patawan Ferdinand Pontillas General Manager 4334401 (Vicky), 4335546 rierdrgz@yahoo.com Monitoring and Safexeeping
npe4345011; Milot Ortega
Quezon Il Electric Coaperative, Inc. (QUEZELCO I} Gumian, Infanta, Quezon Engr. Von Erwin Azsgra General Manager 0828-394-4160 ; D42-536-4305361 o reicoz_qumian@yehoo.com  |ECT 3A Coondination, Processing

and Monfioring

Romblon Electric Cooperative, Inc. (ROMELCC)

Capacian Heghts, Barangay Capaclan,
Ramblon

Engr. Rena M. Fajlagutan

General Manager

(042) 729-0149 { D920-500-
S426(GM) ; BOP 09272215576

revnelcoinedlyahoo com. ph.

EC-P5A Coordination, Processing,
Monitoring and safekeeping

{(Melay) ; Fin. Mgr. 09195979355

{042) 667-5171 (Ana); 567-5172

tiekco_elecduyahoo.com ;

EC-PSA Coordination, Processing

Ticac Island Electric Cooperative, Inc. {TISELCO)

{wllard)

dewdee_Yselco@yahoo.com

Tablag lsland Electric Cooperative, Inc. (TIELCO Srgy. Bolod, San Pascual, Masbate Tennis IC-GM Genera
(TIELCO) gy L Alag (OIC-GM)  Manager Vivian O.-Gasc; Dennis Alag- vganc@yahoo.com and Monitofing
099839351688
Telco Tid, Cidiangan, Romblon Mr. Ricardo P Largo General Manager 0919-4892855 ; 09195570802 tiselco_ticaod55@yahoo.com!  |EC.PSA Coordination, Processing

and Monitoring

LGU-Cawzyan, Masbats

Concepcion, Romblon

Hon. Edgar Condor

General Managerf
Concepcion Mayor

09175281444

2ybridge@yahoo. com

LGU-PSA Coordination, Proms
and Monitoring :

LGU-Claveria, Masbate

Cawayan, Masbate

Hon. Froilan V. Andueza

Cenerat Manager/f
Cawayan Mayor

008-885-1369, 09184077207 (Jose
G. Femando, Coordinator)

Jefernandalld®@yahoo.com

LGU-PSA Coordination, Processing
and Monltoring

LGU-Placer, Mashate

Placar, Masbate

Hon. Eusebio Cumoran JR

ceneral Manager/ Placer
Mayor

OHE-REBTTES

bongespeniliayahoc.com

LGU-PSA Coordination, Processing
and Monitoring

LGU-San Pasgual

Burizs, San Pascual, Masbate

Hon. Niflo Maximing A. Lazaro

General Manager/ 52n
Pascual Mayor

0623-5054520 f §915-7980626

splefjgugmall.eom

LGU-PSA Coordination, Processing
and Maeniloring

VISAYAS

fAntique Electric Cooperative, Inc., (ANTECQ)

San Jose de Buenavista, Antigue

Engr. Ludovico . Lim

General Manager

0D17-302-5445-GM, 036-540-84-36
(rosa); (0386418380

antecos|fyahoo.com;ambinglim 105
9@ vyahoo.com

EC-PSA Coordination, Processing
and Monitoring

Bantayan Eleciric Cooperative, Inc. (BANELCO)

Barangay Bantigue, Bantayan, Cebu, National
Road. Bantayan, Cebu

Engr. Lee D. Rivera

GCeneral Manager

032-4609281; 032-3525205, 032-
4605112 [sec. Shiela) ; GM «
0G228602084; 09173206219
(Lilibath)

banelcoonline yahoo.com

EC-PSA Coordinalion, Processing
and Monitoring

Baohol | Electric Cooperative, Inc. (ROHECD 1)

Taghilaran Morth Road, Tubigon, Bohol

Engr. Ding Nicolas T. Roxas

General Manager

{032) 5088115 {16, 237-2205; GM
038-508-80-85 (sec. Rache!
09177297858)

bohecolcontrol@gmal.com,
bohecol_maln@yahoo com

EC-PSA Coordination, Froce
and Monilodng

Bohol 1l Electric Cooperative, bnc. {BOHECO Iy

Jagna, Bohol

Engr. Eugeniz R. Tan

General Manager

(038} 238-22-15/531-B1-16 {John)
GMOG176345308

behecojagna ®yahoo.com;
euge tanyahoa com

EC-PSA Coordinalion, Processing
and Monitoring

Camotes Electric Cooperative, nc. {CELCO]}

Bore, Camotes Island, Cebu

Emmanue! G, Suarer

General Manager

{032) 497-0272 to 73 / 0910-025-
1142, GM 09985622049,
097TE06331; BOP 09184504810

camoles_selectric_coop@ yahoo.com
ph ; mannygsusrez@ yahoo com

EC-FSA Coordination, Processing
and Monitoring

lisile Electric Cooperalive, inc. (ILECO 1}

Brygy. Preciosa, Sara, Bolla City, Moilo

Consorcia B. Pedaranda

General Manager

{033) 3920202; F392-0338; 392-
0211,262-00M {sec Tin) ; GM -
09189370495 ; BOP DO282001595

Hecod@gmail.com

EC-PSA Coordination, Processing
and Monitoring

Puge 2010
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COMPANY NAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO. *-MAIL ADDRESS NPC SERVICES PROVIDED
.y Ny 00152186730 {sec, Rassal), 0017-
Northern Samar Electric Cooperative, Inc. (NORSAMELCO) | Y- Magsaysay, bon, Allen - Catarman ) : 7710190, GM CP EC-PSA Coordination, Processing
pe { ) [Rd. Catarman, 6400 Noethem Samar Editha G. Parfecto General Manager 09178078024,091 92186730 latost norsamelcoT7@yahoo.com (L4 Monitoring
09102186730

{055} 209-8211 to 16; {D55)205-

Samar | Electric Cooperative, Inc. (SAMELCO 1) Brgy. Carayman, Calbayog Cty, 6710 Samar |GM-Placide P. Ballos General Manager 2661; §33-0757; (301-12-45); samofco_{@yshoocomor  |EC-PSA Coordination, Processing
SN Ta770128 termen Dlacidly193@yshoo.com  |and Monftoring
64 AH26, Cathalogan City Proper AH26, (055) 356-0002; 356-1451; 251 ]
Samar 1l Electric Cooperative, Inc. (SAMELCO [ Catbalogan Ctty Proper, Catbalogan Cty,  |Joey L.Talon, CPA General Manager 5545,GM 09088723315, samekcotwo@yshoa.com:  1EC-PSA Coordination, Processing
{Samer 00172875256 nic_mendova B yahoo.com and Montioring

Southemn Leyte Electric Cooperative, Inc. (SOLECO}

Maasin Clty, G600 Southem Leyte

Jonathan §. Empefc

Ceneral Manager

(053) 570-5323 (sec. audrey) GM
CO175700147

soleco_inc. Eyahoo.com

EC-PSA Coordination, Proceszing
ard Monitoring

Maripipi Mulli Purpose Cooperative (MMPC)

Barangay Poblacion, Maripip! aland, 8545

Christy Tabares

General Manager

00975276135 1 09975276135

marpipimpc@yahos.com.ph

EC-P5A Coordination, Processing
and Meniloring

1mNnANA0

Basilan Electric Cooperative, Inc. {BASELCO)

7300 Lazaro Or, lsabela City, Basilan

Ousib H. Duraparn, MPA

0IC-Ceneral Manager

O{17-3048015; (062) 200-7907 ;
BOP 09058278310

baselca_nc@yahoa.com

EC-PEA Coordination, Proc e
and Monitering

Cagayan de Sulu {CASELCC)

Mapun, Tawi-Tawl

Loribelle L, Tan

General Manager

CP# 09479913655, 09778127116,

Jhing tanf@yahoo.com

daalleanzs@gmalt.com

EC-PSA Coordination, Processing
and Monitoring

Davac del Norte Electric Cooperative, Inc. {DANECD)

Montavista, COMYAL Province

Mario Angelo M. Sotte

Acting Ceneral Manager

(Of4) 400-1129; 400-1146 & 26, FT
(084) 655-0441,001TT1TE2

danecoinc ogm@ gmail.com;
daneco_coop@yahoo.com

EC-PSA Coordination, Processing
and Moniloring

(082) 553-35-89 ; 272-77-77,

Cinagat kslands, B427 Dinagat kslands

L . -Pass Road, Digas City, 8002 Davac del ] ; i i inati
Davao del Sur Electric Cooperative, nc. {[DASURECO) By Igos ' Ferdinand D, Canasta 09183356709 ; Board President Dir. EC-PSA Coordination, Processing
Sor i nas DIC-General Manager R Brabat Secedor dasureco_coop@yshoo.com [ 2 Monitoring
CP#09995817904
] - San Jose, Caraga, Dinagat tslands, ose,
Dinagat tsland Electric Cooperative, Inc. (DIELCQ) . iogan tolands: 521 J08¢. | Sergia C. Dagooe General Manager 0950 396 3912 (Sec.) dielcodinagat@yshoo.compt  [EC;FSA Coardination, Processing

and Monitoeing

Siasi Electrc Cooperative, Inc. (SIASELCO}

Poblacien, Slasl, Sulu 7412

Altha . Anuddin

General Manager

GM 9153230503 ; BOP
00266073078 ;
0917 548 3315

aths23@yshos.com

EC-PSA Coordination, Processing
and Monitoring

Suttan Kudaret Electric Cocperative, Inc. (SUKELCO )

Isulan-Tacurong City Road, Tacurong, Sultan
Kudarat

Claudia A. Pondales

General Manager

0844770327, 00218852087 (sec.
Tess}

sukelco_19758 yahoo com ph

EC-PSA Coondination, Processing
and Moniloring

Sulu Electric Cooperative, Inc. (SULECD)

Blusbus 51, Jolo, Sulu

Ms. Peraida T, Jalani

General Manager

GM 0517-634-3168; DS 16-218-0045;
pres. 09157673118, [085) 341-8911
loc 2124

suleco_coap®yahoo cam

EC-PSA Coordination, Proce—
and Monitoring

Surigao del Norle Electric Cooperalive, Inc. {SURNECO)

Espina Street, Surigao City, Surigaa def Norte

Engr. Narcisa I. Callao, Jr.

General Manager

{086) 826-0429; B26-5456; 526~
0449,GM D920-905-001C

sumece_sungac@yahoo.com
sumecn surigao@greall. com

EC-PSA Coordinzlion, Processing
and Menitoring

Taw-Taw Electric Coop. Inc, (TAWELCO)

Tubig Boh, Bongao Taw-Tawi

Engr. Eleno M. Desuyo

Project supervisorfacting
General Manager

(DE8268-1362; 268-1304; GM
IH3-911-T422 & 04585464752,
09178427106:00265850625

tawelco IncEgmail.com ;
taw_slco@yahoo.com

EC-P5A Coordination, Processing
and Monitoring

Zambaoanga City Electric Cooperative, Inc, ZAMCELCO)

Labuan - Limpapa National Road, Zambgoanga,
T000 Zamboang)

Engr. Gannymeda B. T

Acting Ceneral Manager

{062} B1-211T; F. (062)0913877;
FROA00TS{sec Marie), 09275363842
{Jory); Frederick Baco: CP No. 0995~
8202657,

management® tamcelco.com ph

ECHFSA Coordination, Proceasing
and Monftoring

Pape 1ol 10
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Brgy. Ususan, Taguig City

Makabenta

Authorzed Representative

CDMPAN"I_’ NAME l BUSINESS ADDRESS CONTACT PERSON ] POSITION TELEPHONE NO. w-MAIL ADDRESS NPC SERYICES PROVIDED
NEW POWER PROVIDERS/QUALIFIED THIRD PARTIES (NPPs/QTPy)
SOUTH LUZON
Sth Floor, Treston Bldg., University Parkway Gerwyn P
. Seaf President & CEQY Authorized |0627-80603420/217627356/632- . NFP-Subsidy Agreemeni & Payment
RENESONS g:ls:'ict 32 Bt cor. C-5 Road, BGC, Tagulg Ratph Ranle A, Ssura Representative 23196174 rdaleang maseholdings.com P sing
. 16th Floor Sagitiarius Bldg. 111 HP e La Prealdent/Authorized 0920-9045933 or 01 7-B050373 4 NPF-Subsidy Agreement & Fayment
FPalawan Power Generation, inc. (PPGI) Casta St Makat City Josefito V. AbrogartJoy Ruiz f ntative Pt joy_ruiz B palawanpower-phcom Processing
. GPI Bldg. #55 Bayani Road Fort Bonifacio, Walden H. TantuicaRizee Toledo ! |PresidentAuthorized micledofdetap emai | NPP-Subsidy Agreement & Payment
Detta P lnc /Calamian tsland P Corp. (CIPC) Taguig City Jordan Bacus | Here Valdez Representatives 0975711859 jrsbacus B cipc.email Frocessing
DML} Power Corporation {DMCI Pelawan, DMC! Masbate, |3rd Floor Dacon Bullding, 2281 Pasong Tama PresidenlfAuthorized 6660 ) . NFPP-Subsidy Agreemen & Payment
DMC! Calapan) Ext. Ava., Makall City Nestor Dadivas/Sheila Cortes Representative 052 3683 sveortes@dmey -eom Processing
Mindoro Grid Corporation {MGC) -Bansud/Socorm & Unit 14C Betvedere Tower San Miguel Ave., Presitent/Authorized WPP-Subsidy Agreement & Payment
Bongabong/Roxas Ortigas Center, Pasig Chty Leandro R. Atayda JrfAnge! Tutod Representative 09176767858 angelica biod £ yahoo.com P ing
y 4th Flgor Unit 20 Lensbergh Place Bldg, 170 President/Authorized . NPP-Subsidy Agreement & M
Ormin Power Inc. § Qrmin lnabasan MHPP Tomas Morato Ave., Quezon City defferson Y. YaolJoe! delos Reyes Representative D9I2-B588006 Joet delosreyes@opt. ph Processing
. . 8F, unit BA, hoza Tower Mr. Francisco T Laurel, Jr / Michael) PresidentAuthorized Michael £scalante@barkeley- NPP-Subsidy Agreement & Payment
Phfippine Hybrid Energy Systems, Inc. (PHES1) 40th St, Bonifacio Global Cit. Taguig city Escalante Represeniative 0917-622-8188 renewable.eom Processing
. Unit B0&-B, Rilchmond Plaza San Miguel Ave. . PresidentfAuthorized NPP-Subsidy Agreemenl & Payment
Power One Corporation cor Lourdes Orive Paslg Cly Cristina C. Young/Edith Ticar Representative (¥125-F337001 { 7107378 edita bcar@yahoo.com P sing
Power Source Philippines, Inc (Rie Tuba, Malapascua, 10th Floor Athenaeumn Bidg. 160 L P, Leviste , Fresident/Authorized foyee bartolome & powersource grou | QTP-Subsidy Agreement & Payment
Liminangcong) 51, Salcedo Vilage, Makati City Victor R. CenizalJoyce Bartolome Represeniative eotT-E26T p Processing
. UGF Worldwide Corporale Center, Shew President/Authorized chemy makabentaEpowergroup oo |NPP-Subsidy Agreement & Payment
5. | Power Corporation (SIPCOR} Bivd., Mandaluyag City Fe T, Rebancosi/Cherry Guimalan Reprasentolive 0555-8607058 m.ph Processing
Sun West Water & Electric Cop. {(SUWECO) - STEC and | Gentrs, Exchange Road, Ortigas Center, 1605, |Robert C. Uy/Rey Anthony Pole g:f"' Cporating , 00288678714 amybautistasunwest@gmallar | NPP-Subsidy Agreement & Payment
SUWECQ - Catandyanes Pasig City Toms R i entativels bilinggroup sunwest®gmailcom | Processing
Occidantal Mindoro Consolidated Power Corp. (OMCPC) Suite 1001 Level 10 Galleria Corporate Center, | Calvin Luther R. Genativa/Elicar g?;g::{:ﬁ:zg ed COAL OG5S 09274513405 ubang@firstopower.com WPP-Subsidy Agraement & Payment
' EDSA cor. Crtigos Ave. Quezon Chty Subang Re;)russ nlat‘l:'ve ' s u P . Processing
. Unlt A, Bth Floor Glasa Yower Building Na. 115 N Prezldent/Authortred 0998-8458344, 0098-5312521; . NPP-Subsidy .Agruemer'll & pr—
KREL (Kalimex Rural Energy Comp) C. Palanca Jr. SL. Legaspi Village, Makat) Gty Radriga E. Cabrera™ary Jean A, Ped A entatives 3561006 finance®® kaltimex-energy.ph p ing
Unit A, &th Fir. Glass Tower Building, No. 115 - NPP-Subsidy Agreement & Payment
|
Sabang Renewable Energy Corp {SREC) C. Palinca Jr, St. Legaspl Vilage, Makati Clty Quintin JOse V. Pastrana President 09178684617 quintin@wenergyglobe com Processing
. 6th Floor, Rockwell Business Center Tower 3, |Denardo M. Cuayo { Alty. Martin NPP-Subsidy Agreemenl & Paymen
F
irst Phillppine Island Energy Corporalion {FPIEC) Ortigas Avenue, Pasig City Lacdao WP and Project Head 09175625685 dmeuayoiplec.com.ph Processing .
VISAYAS
9th Fhoor Qadkndge IT Center 3 Oakndge .
. . EmiT Andre M. Garciaf Arthur Kent | Presider and CECH (0327 3452420 K032) 50502 ) NPP-Subsidy Agreemenl & Payment
Izl
sta Norto Energy Comporation {INEC) E‘Lﬁ‘lmz z?dt, A.bSu. Forluna 51, Brgy Banllad, Hott Authorized Representative 00171883517 arthur.hohifvivant.com ph Processing
Camates Istand Power Corporation (CAMPCOR) Vista Huby Campus Tewer 1, Cayetano Bivd., [Jose Romme! C. Orlllaza/ Cherry | President and CEO | 0921-867-5428 cherry makabenla@powergroup.co  [NPP-Subsidy Agreement & Payment

m.ph

Processing
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COMPANY NAME BUSINESS ADDRESS CONTACT PERSON PQOSITION TELEPHONE RO, #-MAIL ADDRESS NPC SERVICES PROVIDED
B. WATERSHED MAMAGEMENT DEPARTMENT (WMD)
NORTH LUZCN
{LOCAL GOVERNMENT UNITS (LGUs)
. . , i d
Municipal LGU - hogoe fogon, Benguet Amel Bahingawan Municipal Administrator  {00777565958 mayorsofficeitogon@gmail com :ﬁ;rz‘:’f’;m’mm an
Municipatity of BOKOD Potlacion, Bokod, Benguet Thomas K. Walns Muricipa! Mayor 09985622181 Jou. bokod@yahoo com mm}:m‘m“" ard
Municipallty of BUGLIAS Bugulas, Bengust Julia Limpayos MENRO 00638446189 Watershod protection end
itatfon
LGU of Brgy. Conversion Brgy. Conversion, Pantabangan, Nueva Ecia Manoiito Riperip Chairman DAA5M4406 Wlater's” dl;dmj:m!ecum aod
LGU-Urdaneta Ciy Urdaneta City, Pangasinan Alexander Mater Mun. Agricuturist  [09228745061 Watershed protection and
LGU, Bryy,. 5an Lorenzo Brgy, San Lorenzo, Morzagaray Bulacan Jasephine do Mesa Chafrman 0955-307-2296 w!am;?;roiecuon and
LGU Brgy. Namnama Alforso Lista, Fugao Juana Concepcion SBarangay Councilor  |00386322683 Warershed protection and
LGU Brgy. Halag Aguinalde, Hugao Divina Lechuwan Borangay Councilor 00261101551 Waterls_hed protection and
rehabililation
. Senior Environmenial ) Watershed protection and
LGU Bas/sta IBasIsla, Pengasinan Geflie Gadia-Saldivar Management Speciafist 09183107520 F 09065744722 gelllegadia®@gmall.com rehabilitation
NON-GOVERNMENT ORGANIZATIONS & PEQOPLE'S DRGANIZATIONS (INGOs & POs)
i Walershed prolection and
. Dumagat Livelihood Center, Sitio Dike, Brgy. - .
KADUSMA (Kattubong Dumagat sa Sierra Madre) San Lorenzo, Norzagaray, Bulacen Brigido Salonga Vice President 0907-085-5334 mr]altuhtaliun. livellhood projects!
. } . YWatershed protection and
ﬂ;‘“;ﬂ'f,:’é’osf"a"m of Non-Govemmental Organizations. |, o mbang, Pangasinan Vima Q. Dalupe President 9608987082 bayambangmangoinc{E gmail.com |rehabitation, livefihood projects!
. g
San Vicente Agta Tabangnon Tribe {(IPs) San Vicenta, Buhi, Camarines Sur Vilma ©. Coronel Chieftain 00752141519 Livelinood projeciftraining
Watershed protection and
Joroan Triba! Group Joroan, Tiwi, Albay Arsenio Condino Triba! Chieftain 9501942402 rehabllitation, livelihood projects!
iraining
Communi Watershed protection and
unity Resource Warden - Bantay Watershed Tasks o\ 1 cina, Bubi, Camarbes Sur Nimfa C. Afina President, CREW-BWTF, Inc. [0361534950 nimfa slinaByahoocom  |rehabiitation, Tvelihood projscis!
Forea {CREW-BWTF), Inc. irining
¥¥atershed protection and
Mt Mataraya-Malepunyo Watershed Protection Council, Inc. | Brgy. Slo. Nino, Lipa City, Batangas Pedra L. Latarre Prasldent 9353325469 rehabilitation, Hvelihood projomms
iralning
Watershed protection and
Karao-Ekfp Triba! Regreening Movement (KETRM) Bokod, Benguet Constancia Cabangdi PO-Adviser! Member 9194150835 rehatilitalion, ivelinood projects!
tpinmg
WY aters] prolecoon and
Sitio lnuman Durnagat Farmers Association {SIDFA) Sitio Muman, Brgy. Lorenzo, Moz, Bulacan Ead Joseph Quero! Coordinator O36-375-5807 rehahilitation, kvelinood profects!
irainfon
Samahan ng mga may Palalsdaan sa Lawa ng Lumot .
(SPLL) Cavintl, Laguna Lristito Castro Prosident 090TTTINGTS Livelihood projectitraining
SOUTH LUZON .
LOCAL GOVERNMENT UNITS (LGUs}
- - Fiuman Resource ,
Buhi Local Government Lini Municlpally of Buti Province of Camarines Besthoven Joy Nachar Management Dfficer V, LGU- |09088863125 endcogatiriel25@gmait.com  [¥Yatershod pratoction and
Ruhi
- - P
Barangay Kinabuhayan, Dolores, Cuezon {Kinabuhayan, Dolores, Quezon Alexander Homoro: Barangay Councillor Go99351268T :rqec;a | assistance in rehabilitation
Watershed prolection and
Barangay LGU - San Bemardo San Bernardo, Tiwl, Albay Guillermg Cemochez Barangay Chairman 09105708451 none rehabilitation/Livelihood

prajecttraining
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COMPANY NAME BUSINESS ADDRESS CORTACT PERSON POSITION TELEPHONE NO. o-MAIL ADDRESS NPC SERVICES PROVIDED
Wal ection gnd
League of Barangay- Thw Tigh!, Twd, Albay Jovito C. Goderes President 09559083997 m:a:;;";““ on &
) . . Watershed protection gnd
Municipality of Cavint Cavintl, Laguna Milbert L. °""'°'°""C I’o Vina Lomaing (o1 orf Municipa! Agricufturist 09198434013 / 09190027529 ““""?’J{Tﬁ;ﬂ‘lﬁ:" P ehabitation, livehhood projscts/
: i tralning

Yatershed profection and

Barangay LGU- West Talaongan Cavinti, Laguna Manuet A, Deta Roce Barangay Captain 09397727106 rehabifitation, Tvelihood profects!

tralning

Watershed rehabilitation, livelihood
Barangay Cansusa, Cavinti Cavinii, Laguna Henry Deta Torre Barangay Chairman 9613453637 e ili

CGDH-ICO, City Environment Technica! mssistance in
City Emdronment and Natural Resources Cffice Municipal Hall, $io. Tomas, Batangas Jemuel Callnawan & Natural Resources Ciice 05498447238 rehabilitaliorslivelihood projects
ici i opment Watershed protection snd
n::i’zg"’ Planning & Deve Ofice (MPDO). LGU 5 11 ding. Mafina, Alvay German J. Gonzaga MPDO Officer 9171492185 mpdcgerman@gmall.com cehabitation
|mmoanao
LOCAL GOVERNMENT UNITS (LGUs) " ||l
Tribal Group - Indigenous Peaple Sagnran, Talakng, Bukidnon Datu Elio Guino-ay ¥ Representative/ Trbal - | ponsarasers Watershed rehabilitaton
LGU Maramag Anahawon, Maramag, Bukidnon Corncepcion Pacatang MENRO 09177192048 Watershed pratection and
. Benjamin M. Bagul F AMERUDIN . Watershed rehabilitation, Evefihood

LGU Bafindong, Lanao def Sur Balindonyg, Lanao de! Sur ABOUL RAHAB Muyricipal Mayor 09272188889 prejects / ralning

[ hed rehabilitation, Eveli
LGU Tugaya, Lanao del Sur Tugaya, Lanao del Sur Arham Abdulazis Mun. Councilor 00362806617 :Ja'ters ;Wr:;i:g iLatfon, Bvelihood
Barangay LGU-Cawayan Cawayan, Lantapan, Bukidnon Drante Dagatan Barangay Captain UDIBETOSOTE VWatershed rehabilitailon
Barangay LGL- Bagong Sitang Bagong Sitang, Maramag, Bukldnon Richard D. Jayme Barangay Captain 09755522867 Watershed rehabilitaiton
NON-GOVERNWMENT ORGANLIZATIONS B PEQPLE'S ORGANIZATIONS [INGOs & POs)
Pagarlya Youth Organtzation MSU, Maraw Clty, Lanao del Sur Prof. Johanne Gareth 5. Benlta F°”Eféﬁtm";?§$“'e' 9109204088 Wwatershed rehabllitalton
Fraternal Order of Eagles Sarimanok Chapter MSU  |MSU, Marawl City, Lanag del Sur Ansary Sandigan Member/Focal Person (9451956340 watershed rehabllitalton
IC. DAME MANAGEMENT GEPARTMENT {DMD}
NORTH LUZON
LOCAL GOVERNMENT UNITS (LGUs)

. Information and Education Campaign
Office of the Civll Defensa (QCD) - Region 1 Pagdalagan, San Femanda, Ls Union Eugene 6. Cabrera Regional Direcor {072} 616-5624 segion1@acd gov.ph | ocdr1@yah | o Discharge Warming
co.com QOperation for San Rogue Dam
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COMPANY HAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEFHONE NO. e-MAIL ADDRESS . NPL SERVICES PROVIDED
; . . Information and Education Campaign
Provincial Disaster Risk Reduction and Management Office Provincial Capitol, Malokes, Bulacan Felcisima Mungeal Local DRRM Officer, Bulacan (0932 1821677 butacen rescue@yshoo.com  |for Angat Dam OpergtionDlam
{PDRRMO} of Bulacan . !
Discharge Waming Operation
Information and Education Campaign
Provinela! Di Risk Reduction and Manag it Office and Dam Discharge Waming
(PDRRMO) of Benguet Provincial Capitol, Le Trinidad, Benguet Christopher P. Mariano LORRMO | 0928404 75687 D01 17541191 pdrrmad benguet gov. ph Overation for Ambukiao and Binga
Dams
" . benebeg® bayambang gov.ph,
Municipality of Bayarnbang, Pangasinan Ms. Genevieve L. Benebe MDRRM Officer 09158515054 banebe0803 g gmal com
Munlcipatity of San Manuel, Pangasinan Amold Draculan MDRRM Officer 0965-847-8721 pangasinan_sanmanuel{ yahoo.com
Munici of Sta. Marta, P: xl Mr. Emilic M. Villalkh MDRERM O (821-638-6033 1drr tamariaf@yahoo.com |4 . . .
{Municipal Disaster Risk Reduction and Management Ciffice patiry * Flnie, angasinan i} ° * oo ’ N .md Educ‘:rtlon_Campalm
(MDRRMQ] in Pangasinan and D:; I?;c;:;g; :emmgmm
Municipality of Eosales, Pangasi Mr. Christopher Meatro MDBERM Officer 00504420720 mdrrmorosales@Egmail com od
Municipality of Tayug, Pangasinan Mr. Wilfredo C. Calimlim MDREM Officer DAS0EAS1ELS mdrme.tayug201B@gmai.com
Municipality of Sto. Temas, Pangusinan Mr. Mark C. Mangala MDRRM Officer 94583338711 ‘mdrrmo.stp2426 @gmail com
Municipality of Morzagaray, Bulacen Jerry Sombille MORRM {Officer 09175058536/090524 70255 norzagarayreacue2015{@ gmall.com
Municipality of Bustos Bulacan Mr. Pruf Manofing Santos MDRRM Officer 00333942003
Municipal Disaster Risk Reduction and Manag 1 Office Municipality of Pacmbong, Bulacan Mr. Romeo E, Sacdalan MDRRM Officer 09209785373 mdrrme paombong@grmall.com | nfnrmation and Education Campaign
(MDRRMO} in Bulacan and Dalm Discharge Warming
Muricipality of Angat, Bulacan Mas. Ma. Lourdes A. Alborida Local DRRM Officer I 00171291151/ 09235263393 mdrmmoangat@yahoa.com  |Oeration for Angat Dam
Municipaliry of Pullian, Bulacan Arceli M. Leanardo MDRRM Officer 022870823968 pulilan mdnme20] l@gmall com
Municipality of Plaridel, Bulacan Mr. Carino D). Lopez Local DREM Cfficer 08329796650 plardaldrmmo@@grnail.com
0949 4196831 (A Cuplda)
Municipall Bokod, Ben Cupldo T 1 il ; i i
[Municipal Disaster Risk Reduetion and Managernent Ofices unlcipally of et Alma Cup MDRRM Oficer g}g g'ﬂ;gg (g'l';:; bokodmdrmeofice@gmal com  information and Edvcation Campaign
{MORRMOS) in Benguet ¢ and Da‘m Dischargahr'lfarl';lng
Municipality of Hogon, Benguet Cyrll L. Batcagan LDRRMO 0929 8629895 ltogonmdromodE gmail com on for Ambuklao Dam
GOVERNMENT PARTNERS
) - S NIA Region | Office, Bayaoas Urdaneta City, . Manager, Pangasinan ) Dams Waler Allocationf Reservoir
Mational krigation Admi R .
igation Administration (NIA)Regfon | Pangasinan Engr. Gaudencio M. De Vera imigation Management Office |(075} 832-2775 nie_pimo@yshoo.com Management
; i . Water Controd Coerdinating . Reservoir management for optimum
Irrigation & .
Mational Imigation Administration - Regfon 3 Tambubong, San Rafael Bulacan Mr. Francis Clara Unit Head 09326933384 13 bane-imofE nia.gov.ph aler utilization
—_— . . PAGASA Science Garden Complex, BIR i
Philippine Atmospheric, Geophysical and Astronomical . . Weather Services Chlel,  |8926-5060 Data management end sharing' Dam
Services Administration (PAGASA) road, Brgy. Cenlral. Quezon City, Metro M. Roy A. Badilla Hydro-Meterology Division [8284-0800 RaypagassByshoo.com |1y hargo And Warming Operation
Data management and sharing/
Nalional Water Resources Board (NWRB) 8th Floor, NIA Building, EDSA, Diliman 1101 Dr. Sevillo D. David, Jr.Ph. D. Execttive Director B8029.2365 nwrbphil & gmafl.com Dams Water Allocation/ Reservoir
Management
: . Division Manager, Angal1PQ Resenvolr management for optimum
Metropolitan Waterworks and Sewerage System g“""““"gi;“d- Balara, Difiman, Patrick Bizon Operation Management |09175655385 patiick dizonmwss gov.ph  |water uiizationf Informationand
Department Education Campaign
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Argy Laning Handa, Ouezon City

COMPANY NAME BUSINESS ADDRESS CONTACT PERSON PUSITION ] TELEPHONE NO. «MANL ADDRESS NPC SERVICES PROVIDED
PRIVATE PARTNERS
. SVP for Operation & raymund maranofff sanroquepower. |Mandatory Dam Safety Inspection for
San Roque Power Corporation Brgy. San Roque, San Manuel, Pangasinan Mr. Raymund N. Mariang Maintenance 0918923155 ym :? roquep San Ro:uwe Dam ety Inspect
) ) . - Mandatory Dam Safety Inspection for
SN Aboitiz Power - Benguet, inc. Brgy. Tinongdan, hogon, Benguet Mr. Hollis G. Fernandez AVP-PlantManager | (02) 8812 D104 hofis femandez@snaboitizcom | acaloY Dam ng:g repect
SOUTH LUZON
LCCAL GOVERNWENT UNITS (LGUsY
Provinctal Disaster Risk Reduction and Management Qffice Provincial Capitel, Sta. Cnaz, La Mr. Emesto M. Montecil PORRMO/DSWD (g:g) :?;;Eg Emergency Action Flan for Calfiraya
(PDRRMO) of Laguna o pitdl, 5. Cnzz, Laguna r. Emesto M. Mantecillo (043} and Lumot Dams Operation
{043) 5011544
i . mhariersatvatierad5 26/ gmail.com,
Municipality of Pagsanjan Ms. Marlz A_ Salvatierra Locat DRRM Assistant  |0D100807684 pagsanjanmdrmo@gmail.com
. Informalion and Educetion C
Municipal Disaster Risk Reduciion and Management Office Planning & Research Deputy -
Munigipality of Lumban M, Joba 8. Afion "g *|og175076078 banmd ileom  [and Dam Discharge Wamine—
{MDRRMQ) in Laguna unicipality uevo Lumban MDRRMO 09 tum o grnai Operation for Caliraya Dam
Municipality of Cavinti Maria Rafaela Valente MDRRM Officer 09510808861/ 09095420174 mdrmocavintilzguna@gmail.com
GUVERNMENT PARTNERS
24th Floor Vertis, North Corporate Center 1, {implementation of OMA for the Non-
PSALM Corporation Astra Comer Lux Drives, North Ave, Quezon Engr. Mary Grace |. De Guzman Acting Division Manager  |09174353525 myidegquzman{@psalm.gov.ph  |Power Components of Major Dams in
Clty, 1105 Luzon befng managead by NPC.
FRIVATE PARTMERS
. Mandatory Dam Satety Inspection for
CBK-Power Company Limited (CBX-PCL) Kalayaan, Laguna Mr. Dennis Rosacay Div. Manager 09175635433 . drosacay@cbkpower.com Calimy::qd Lot Dame pacti
. . Atty. Aimea C. Morafiaf Finance-Admin Manager!  |09309351620 (Moraha) . Mandatory Dam Safety nspection for
Peopl ,Ine. . . .
eople’s Energy Services. lnc Brgy. San Pascual, Buhl, Camarines Sur Mr. Elrmer Martinez Assistant Manager  |09990986988 {Martinez) pesi_oficlai@yatoocom o i Barit Dam
Sorosogon Il Electric Cooperative, Inc. {SORECC If) Buhatan Bridge, Sorsogon City, Sorsogon Darlene Doctor Secretary {056) 211 134 soreco2_msdiEyahoo.com
~ Mandatory Dam Safety Inspection for
o Unit 1108, West Tower, Philippine Stock ] 63743959 . Cawayan Dam
Water & Electric Co., Ing, Exchange Road, Ortigas Center, Paslg City Antonette Dilan Flant Manager 00070601183 ditan_antonetie®yahoo.com
VISAYAS
(-
Ste. Clara Power Corporation, 2F Highway 54
Sta. Clara Power Corporation Plaza 896 Stanford St. Cor. EDSA Raul Borlaza Plant Manager 09173242235 infostaclarspower.com | Mandatory Dam Safety ispectonfor
Mandal 2345733 Loboc Dam
\rvong Ciy
D. CORPORATE
1EN$€RG‘( SERYICES - POWER ENGINEERING SERVICES
NORTH LUZON
National Transmisslion Cerporation FPower Center, Dillman, Quezon Cily Mr. Julius F. Barrientos Manager 80021500 f 09453262782 Iarentos@iransco.ph Calibration of instruments
. . Let 7A Block 4 Meywoods Subdivision, Lawa, tesselectrical { outiook com )
Tio and Tet Electrical Supply and Services [Meycauayan, Bulacan Mr, Tito P. Dampog {Manager Telefax No. (044) 3230127 tpdampog2000 8 yahoo.com Cafbration of instruments
g . . #16 Raad 3, G3IS Hills Subdivision, Tel. Mo +63 (2) 883 25314 S
HOM-COR Markeling & Construction Services Corp. Brgy. Talipapa, Quezon City Engr. Harvey Chester M. Manansala |Sales Englneer +63 {2) 453 124 hemmanansala homcor@gmall. com | Calibration of instruments
2nd Fir. No, 265 Unit N Cortes Bldg. Cor, o . .
. Mr. Borifacio Sangalang and Ms.  |Engineering Manager Tel. No. (+632) 351-8243f : .
E ne.
urp-Asia Energy Source nc Sct. Femander & Tomas Morato Sts., Renelyn Agdeppa Eng ing Secretary 00382515205 rsagadeppa & euroesia.net ph Cafibration of instruments
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Brgy. San Antonio, San Pedro, Laguna

COMPANY NAME BUSINESS ADDRESS CONTACT PERSON PUSITION TELEPHONE NO. e-MAIL ADDRESS NPC SERVICES PROVIDED
SOUTH LUZON
P ] Inc. 85 Aurora Ave., Aurora Subdivision, Brgy. . g powertrademuttisales @ gmall.com
owertrada Multisales and Services Inc. Eaorora & Rizel, Phiiopines Ty Mr. Romeo Siodina Mananer Tel/Fax: {02} 451-0500 425-5319 relodina@yahao.com Celbration of Instruments
Tel. No. (02) 330-7387
J054 Eapirftu Street Parkvlew Homes i . . .
#2J Electrical Sarvices Barangay Sun Valley Paranaqus City Mr. Kerwin B, Famatrnat General Manager Gl Ko: ;091 9 245-11191{0917) kerwin_peiff yahoo.com Cattbration of Instruments
. N Tel. No, +63-2 8809 5009
Unit 2, Delcon Residences, Don Jesus Bivd, . ” .
GDA Power Resources Incorporated Cupang, Muntinlupa, 1770 Metro Manita Mr. Aflan G. Ly Vica - President, Sales :»!:Iosbﬂe. +63-927-470 D579 {+63-957- aftanuy @ gdapower com gh Cafibration of instruments
Altemative Power Solutions, Inc. Partaza Compound, South Drive, Mr. Nors Tiongeo 09166134401 thisD9166194401 @ gmai.com | Calibration ef instrments

MINDANAQ GERERATION EXTERRAL CUSTOMERS

MINDANAO

Power Sector Assets and Liabilities Management {PSALM)

24th Fleor, Vertis North Corporate Center 1,
Astra Comer Lux Drives, Vertis North,

Atty. Ma. llyn Albito

QIC-General Counsel

£248-4800 | 7902-5000

miathita@psatm gov.ph

Transmittat of NPC aecured
cerificates of tiles and

Manager

Comporation . - informationfrecords of NPC
Mindanag Averue 1105 Quezon City tandholdings ko PSALM
Mindanao Regional Control Center - Mindanao Mr. Ambrocio R. Rosales AVP-NGCP, Mindanao TO1TTI18I7 £ (088) BSC-2351 amasales@ngep ph Updated Plant Maimenance
Mationa! Grid Corporation of the Phil. (NGCP) Systern Operations, Carmen, Cagayan de Org Schedula {GOP) and Plant Shutdown
Chy 9000 QIC-Head, Systema N Request
Rolandg €. Villalobos 0 tions. Mindanao 09178751322 rovillalobos @ ngep.ph
RESOURCE MANAGEMENT SERVICES (RM3)
CORPORATE
NQORTH LUZON
Weler Reading, Fower Bills,
Brgy. San Roque, San Manuel, SVP For Operation & raymund marlano®sanroquep Jannual Meter Accuracy &
5an Roque Power Corporation Mr.R nd N. Marlano
Pangasinan aymuna N. Marla Malntenance 09189230155 ower.pn Capacity Test, Plant
Meter Reat‘ilnq, %%wer élliﬁ, .
-Operations / Statlon Annual Meter Accuracy &
Team Sual Corporation Brgy. Pangasecasan, Sual Pangasinan #r. Ruben H. Licerl vP -
v o 0 Licerlo Manager 02 B573-5300 ruben.licerlo@teamenergy.ph Capacity Test, Plant
Meter Reading, Power Bllis,
Luzon Hydro Corporation Brgy Amilongan , Alllem, Il'ocos Sur Mr, &rnotd 5. Annual Meter Accuracy &
oy 9 notd . Tandoc Plant Manager 09385421788 arnold.tandcc@aboltlz.com  |Capacity Test, Plant
Maintenance Schedule, ==
MELET Reaging, Fow
Casecnan Hydroelectric Power Plant Sitlo Pauzn, Brgy. Villarica, Annttal Meter Accuracy
£nd of Contract 10 Dec. 2021} Pantabangan, Nueva Eclja Marlon Labllles Plant Manager 09171333476 Capacity Test, Plant
L LEL
SOUTH LUZON
Fower BIIs, MONLhly REVENUE
Meter Reading & Fuel
Manager- Performance Inventory, Annuat
Kepcollljan Corporation ericsen.romana@kepcophilippl '
{End of CoRtract 05 June 2023} Brgy. liijan, Batangas Clty Mr. Ericson Romana and Efficlency 08052387321 nes.com ferformance Test, Seml-Annual
Department Meter Accuracy Test, Plant
Malntenance Schedule to NGCP
Meter Reading, Power Blls,
CBK-Power Company Limited (CRK-PCL Kalayaan, Laguna Mr, Roger Quinones Jr. General Englneering 09175255615 Rgulnones@cbkpower.com Annual Meter Accuracy &

Capacity Test, Plant
Malntenance Schedule elc,
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IPSALM! Corporation

North, mindanag Avenue 4105 Quezon

Clty

Management
Department

COMPANY NAME BUSINESS ADDRESS CONTACT PERSON POSITION TELEPHONE NO. &-MAIL ADDRESS NPC SERVICES PROVIDED
Processing of Gas Delivery Bilts,
shelt Phillppines Exploratlon B, V. [SPEXI - ot Sﬁ:gi’gfgﬁ:‘i;g:iﬁ":;:d Commercial Advisor SPEX Endorsement of Plant
Malampaya Qnshore Gas Plant Drtv;e Fllinvest, Cor, 'orate dL:Y Ms. Colyn Ceralige BV 09178031414 Colyn.Cerate@sheil.com ‘Mal‘ntenance schedule to NGCP
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GOVERNANCE COMMISSION g,;,“_ EELa

] ‘IUVthmt lkl

3F, Cibark Center 6241 Paseo De Ronas Masat Cry, Phippinas 1226

24 September 2019

MR. CARLOS G. DOMINGUEZ

DOF Secretary and Chairperson

MR. PIO J. BENAVIDEZ

President and CEQ ‘ I: i
NATIONAL POWER CORPORATION (NPC) . Cros 3L

BIR Rd. cor. Quezon Ave., Diliman, ;
Quezon City ’ 321 "f"’-f' i

RE: ENHANCED STANDARD GUIDELINE ON THE
CONDUCT OF CUSTOMER SATISFACTION SURVEY

Dear DOF Secretary Dominguez and PCEO Benavidez,

This is to formally transmit a copy of the enhanced standard guideline whizh
will govern the GOCCs in the conduct of the annual customer satisfaction startiag
2020. GOCCs are advised to read the guidelines thoroughly; clarifications and
concerns on the matter will be addressed during the Technical Panel Meetings.

For COMPUANCE. /4}1 hex
Very truly yours,

SAMUE@.@AGPIN, JR.
Jairmans
MICHAEL P. CLORIBEL MA SC. RAL

Commissioner” Commissioner
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RE: ENHANCED STANDARD GUIDELINE ON THE
CONDUCT OF CUSTOMER SATISFACTION SURVEY

Dear DOF Secretary Dominguez and PCEO Benavidez,

This is to formally transmit a copy of the enhanced standard guideline whizh
will govern the GOCCs in the conduct of the annual customer satisfaction stari g
2020. GOCCs are advised to read the guidelines thoroughly; clarifications a1d
concerns on the matter will be addressed during the Technical Panel Meetings.

For CompLIANCE.
Very truly yours,

SAMUEL (4. EFAGPIN, JR.
afrmans
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'DEFINITION OF TERMS

DEFINITION 1

TERMS
Back-Checking '

A quality control procedure mvolwng subsequent
re-contacting or revisiting respondents to * check
whether the -interviews were conducted Iand
completed and whether the responses recorded by
the Interviewer were consistent and accurate |

Call Back

Process of calling or visiting a sampled respondent
who is initially not avallable agaln to c:ompleteI the

survey S |

Clearing or Debriefing Sessions

Process of reconvening the survey team aﬂer the
start-off 10 discuss clarifications, concerns, land
challenges encountered during the first few days of
data coliection and agree on ways to address them
moving forward -

Code Frames or Codebook

Shows the categories that were formed from
responses from open-ended questions; Contams
the numeric data equivalents of verbal data Wthh
shall be used for the purpose of analysis l ;

Computer-Assisted Personal
Interview (CAPRI) '

A data collection method by an in- person
interviewer (i.e. face-to-face interviewing) who uses
a digital device (e.g. computer, 1ablet) to admlnusler
the questionnaire and capture lhe answers o::f| the
respondents . b

Cross-Tabulations

Pertains to the creation of a table showing two or
more variables, with the categories of one vanab!e
distributed across the rows of the table, whlle the
other variable is distributed down the columns |

Customer Type ‘Pertains 1o 'a group or segment of custome{s
classified based on specific characteristics | |
Customer types have been pre-identified in Anlnex
A. o

Data Tables -

Refers to set of tables which display the survey
results |

|
Each tab resembles a spreadsheet with muluple
rows and columns, wherein rows contain |the
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 olher
acts as a guide for the conversion of data mto

meaningful forms and results - R

i
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DEFINITION g | i

Disproportionate Sampling -

A sampling strategy wherein each subgroup Ias
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, |and

discrepancies will- be verified and corrected
accordingly to form a single dataset. l i

| Drop-Out Rate

Refers to the proportion of all eligible sample cases

- | that were lost over the duration of the mtervrew or

over the duration of the study _ 1

v
I

ESOMAR

World Association of Opinion and Marketrng
Research . Professionals (formerly . European
Society for Opinion and Marketing Research) 1s;a
membership organization representing the rnterests
of the data, research and insights profession at an

| international level. While it started as a European

association, ESOMAR is the global assoc:alron for
the industry, with members based In 130 counmes

It provides ethical and professional guidance | land

advocating on behalf -of its global membershrp
community. .

General Population

" i Refers to the general public and not a very specmc

type of populauon

Geocodes | Refers to a set of geographical coordrnates
- corresponding 1o a location i
Household Defined in' market research as the social lurrit

consisting of a person living alone or a group of
persons who sleep in the same housing unit and
have a common amangement in the preparatron
and consumption of food '

Hybrid Data Collection or Mixed
Data Collection -

Refers to the use of two or more data collectron
methods

Inception Meeting or Kickoff
Meeting

Pertains to the first meeting with the project tearn
and the client of the project to discuss and defrne
the base elements of the project (goals, scope-
expectations) and other project planning aclivities

Kish Grid

A method for selecting members wnhrn a household
to be interviewed 1

It uses a pre-assigned table of random numbers to
find the person to be interviewed. I

Page 2 of 322
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DEFINITION NEE

Kruskal Analysis _

A statistical tool -for measuring the power ;of
attributes in driving a dependent variable - l ;

| The essential assumption behind the analysrsils

that variables which exhibit strongly similar panerns

of response to some dependent issue (for example

overall satisfaction) are causally linked. IThrs
analysis approach uses the concept of pamal
correlations, where the cormrelation between,two
variables is obtained when the effects of other
variables are removed. _ : '-. ;

Pen-and-Paper Interview (PAPI) -

A ‘data -collection method by an m-persen
interviewer (i.e, face-to-face interviewing) usmg a
printed paper questionnaire where responses are
recorded _ | |

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 coliectionin
full survey operations = - |

Proportionate Sampling -

A sampling stralegy wherein the sample suze or
number of target respondents allocated for each

| subgroup is determined by their number relative to

the entire population .

Primary Sampling Unit (PSU)

| Refers to sampling units that are selected in the'first

(primary) stage of a multi-stage sample ;

Sample

Pertains to the sub-population 1o be studied in order
to make an mference tc a reference populatron (a

| broader population to which the findings from a
| study are to be generalizedy = | N

‘Sample Size -

Relers to the number of population members or
cases that are included in the sample | i

Sample Spots

Refers to areas (usually barangays) that have been
sampled and where the survey data collection wrll
be conducted . .

Spot Check

A quality control procedure that involves gomg to
the data collectlon area to check if: (1) lnterwewers
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 unlts
within the population to be selected and be mc[uded
inthe sample” .-~ | |

i
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Weights/Weighting o " | Refers to statistical adjustments that are made to

- ' ' survey data after they have been callected in order
| to improve the accuracy of the survey esumates {1)
‘| to correct for unequal probabilities of selectionithat
often have occurred during sampling; (2) to help

compensate for survey nonresponse [
I
!

i
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. RATIONALE o T | l
Under GCG Memorandum Crrcular (M.C.) No. 2012 07 or the Code of Corporate
- Governance, GOCC Governing Boards are required to: !

(a) Ensure integrity and honesty in dealrngs with customers and operate a
highly effective and efficient organization, focused on meetrng oustomer
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 i

- {b) Operate policies of contmuous improvement, of both processes and the
skills of the staff, to take best advantage of advances in all aspect of socuety

in order to ensure that it continues to add value to ItS oustomers
businesses.z - N : ]

To ensure GOCCs are able to satisfy these requrrements, 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 Systern
(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 tanglble and verifiable data on how
GOCCs deliver thelr serwces !

Anchared on the prmcrple of contrnuous 1mprovernent this enhanced standard
methodology is issued to ensure that individual results of the GOCCs' CSS are
‘comparable and can be consolidated to determine. the -overall customer
satisfaction score of the GOCC sector. The enhanced gurdehne alms to ensdre

- 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 drssatlstred and the factors
that lead to both

! Section 37, GCG M.C. No. 2012-07
2 Section 37, GCG M.C. No. 2012-07 _ : o ;
3 Perlormance Evaluation System Guidebook. : - i
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I DATA GATHERING METHODS - 5 |

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

A. Method A: Intercept Interview - . : l !

The objective of the intercept interwew is to gather on-site feedback from
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 stamensI

i .
B. Method B: Telephone Interwew or Face-to-Face Interview | |

Telephone interview is the most efficient way of. reachlng customers who do
not usually visit the offices/branches of the GOCCs. However, GOCCs may
opt to use face-to-face interview dependlng on the convenience of the
respondenis. : : : _ |

'

The- respondents that will part:c;pate in the mtemew should come from the
GOCC's list of clients (individuals, corporations, and non-profit orgamzatlons
such as social enterprises and cooperatives). In using this methodology,
GOCCs are reminded that complete contact information of the possmle
respondents including names and contact detalls are required. 1

C. Method C: Doer—to-Door Intervlew ' '

Door-to-door interview is most efﬂc:enl for customers of GOCCs with no
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. =

GOCCs with different customer types may use a dliferent data gathermg method
- for each of its customer types (e.g. intercept interview for individual customers '
and telephone interview for business clients). Note, however, that this is the only,
instance which allows the use of hybrid data gathering method. Hybrid deta
collection is not allowed for the same type of customer | !

In addition, the use of online survey tool/platform or seli- accomphshment of the
~ 'survey questionnaire (e.g. e-mail, postal mail, etc.) as data gathering rnethed
- may also be used if the GOCC falls in any one of the cases below: .
1. Limited budget for the GOCC to conduct personal interviews (i.e. det:nr-to-l
door, intercept, telephone, face-to-face); - f i
2. Respondents are top executlves/managers in which securlng an appomtment'

is difficult; and | | |

4 lt shall bo noled, howaver, that the two data gathering methods cannot be used in combination. For ex.ample |f

the GOCChhird party decided to use telephone mtemew. it must be used consistently for all the respendents‘
belonglng ta the same customer type.

Page 6 of32!
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3. The only available means of communication is through e-mail.

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

If the contracted third-panly 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 controi 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 self-administer the survey but are reminded to
strictly follow the guidelines provided below. GOCCs that will conduct the sunvey
in-house should be able to present a comprehensive report on the procedures
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: dentify 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 survey
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 budgcet
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 siz
should be allocated proportionately or disproportionately into the PSUs.

PR ¢+ [

Once the PSUs have been |dentn‘red 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 should
be agreed between the researchers and the GOCCs

Researchers and GOCCs. are remmded of the basrc rule of. spreadrng the
day and time of the research schedule {0 ensuire that all possible segments
of the population are represented and that there is an equal chance for
customers to partrolpate in the survey. - .

The sampllng 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 10th customer will be asked;to
participate in the survey.

Note that for systematic samplmg techmque, as:de from the sampllng :ntervat
number, a random start number should also be identified. _!
in cases when the selected customer does not meet the required recrunment
criteria or is not willing to participate in the survey, the field mterwewers
should continue with the interval scheme in identifying the next customer,
until the required customer sample is met. _
. FOR TELEPHONE INTERVIEW OR FACE-TO FACE lNTERVlEW | i
The selection of the respondents will be done through the systematrc
sampling technique using a customer list provided by the GOCC. The
customer list must be complete with customer name .and correct/updated
contact details. _ o _ g
The procedure for systematic sampling technrque for telephone interviews is!j
as follows _ _ ]
Step 1: Create a contact list and identil‘y population size ;
Step 2: Clean, segment, and group customers based on how dataisto :
be analyzed : _ D
. i
Step 3. ldentify sample size i

Step 4: Compute for sampling interval number _' [

Step §: Select the respondents usmg rnterval number
Step 6: Contact respondents for the interview

Researchers should identify a sampling interval number The samplmg
interval number will be used to determine which of the customers in the list:
will be invited 1o paricipate in the survey. For example, if the samplmg
interval number is 10, then every 10th customer in the list will be contacted

|
i
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 tequired customer sample ismet. - © | | |

t

|
|
I
and invited. In doing so, the customers may get equal chance of gettlng
selected to participate in the interview.

Note that for systematic sampling techmque asrde from the samplrng mterval '

number, a random start number should also be identified. ,

In cases when the selected customer does not meet the requnred recruitment
criteria or is not willing to partrcrpate in the survey, the interviewers shou!d
continue with the interval scheme in identifying the next customer, until the

~ The respondent may be rntervrewed instantly upon reachrng hlmfher 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) calibacks will

. be made. If at the second callback, the customer is still not avarlable]or

" 1. With Customer Lrstlng E - _ | i

‘cannot be reached, the customer should be replaced by calling the next
- customer in the list, still following the interval scheme.

FOFI DOOFI-TO DOOR INTEHVIEW y

ij
- The selection of the respondents wull 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, correc!jupdated contact details, and addresses. . ;

The conduct of systematic sampling technrque for door-to-door mtemews
with listing shail be guided by the following steps: . o

Step 1 Creale a contact list and identrl‘y popu]atlon size

-y

. Step 2: Clean, segment and group. customers based an how data

SI
tobe analyzed :

Step 3. tdentrfy\sample size

~ Step 4: Compute for sampling intervsl'nu_mber

~ Step 5: Select the respondents using interval number

Step 6: Contact respondents for the intenriew

Researchers should identify a sampling interval number “The samplrng
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 samphng'
interval number is 10, then every 10th customer in the list will be contacted.
and invited. In doing so, the customers may get equal chance of getting '
selected to participate i in the rnterwew _ i

1

‘Note that for systematic sampling technrque aside from the samplrng
interval number, a random start number should also be 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, t he
interviewers should continue with the interval scheme in |dentrfymg the'
next custorner, untii the required customer sample is met

The respondent may be mtervrewed Instantly upon reachlng 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 macle' lt
at the second callback, the customer is still not available, the customer,
should be replaced by visiting or contacting the next customer in the llst

still following the interval scheme.

. Without Customer Listing (General Population) _ i
For door-to- door interviews without lrstlng. a multi stage samplmg shall bei
employed following the steps below

' Step 1: Select sample crtles or mumcrpahttes

| Step 2: Select sample_spots

Step 3: Select semple households 5
Step 4: Selectton of the sample adult usrng a Ktsh gnd .‘

Within each’ study area, crttes/mumc:pelltres will be selected w:thout;
replacement and with probablllty proportronal to population size. i

Once the cities/municipalities have been 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 o its
.populatlon stze Each munrmpallty must recetve at least one spot. :
“In each sample city or muntcrpallty. the requrred number of sample spots,|

or-barangays will be randomly selected. - l

-'Spots or barangays should be classifi ed into urban and rural. The|
followmg rntenrat scheme by urbamty is recommended

a. Interval of five (5) in rural barangays_

b. Interval of ten (1 t)) 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 households!
nearest to the starting street comer. Subsequent sample households wﬂll
be chosen using a fixed interval of nine (9) households in between the
sampled ones and every 10" household will be sampled for urban spots
while a fixed interval of four (4) households and every 5% household will
be sampled for the rural spots.

In each selected household a respondent wrll be randomly chosen amongE
household members who are 18 years of age and older, using the equal

|
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__ R
probab:hty sample selection Kish grid. One (1) qualified male or female

respondent will be randomly -chosen. from among all ellglble/quahf:ed
respondents in the household. : _ - | ;

In cases where no qualified respondent, the .interval sampling o l
household will contmue until five (5) sample respondents are ldentmedl

The interval scheme indicated above should also be implemented in (a)
replacmg households; and (b) subsmutlon of respondents
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Substitution

Substitution of respondents {for selected respondents who are not qvailable) will be
done only after two (2) valid callbacks. Substitution will be made only with a reSpondeng

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. i

Urban-Rural Ciassifications ‘ _ o
A barangay is classified as urban if it meets any of the following: |

i. lthasa population size of 5.000_dr more;

2. lthas atleast one establishmeht with a 'rninimum of 100 employees;

3. It has five or more establishments with 10 1o 99 employees, and five or mo_regj
facilities within the two-kilometer radius from the barangay hall. T]he
establishments include: ' ' -

i tdwnf_qity 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 (elémehtary,-high school, and coliege), hospitali, 3
puericulture or health center, or library; | 5

vi. lanqiine telephone system or cal_ling station or cellular phone signal; ;
Vi, pdstal _servide or public fire-bro.te.ction service; - - i _.
vili. community waterworks sy;e‘.tém_:o.r_ public-street sweeper; and ;
ix. seaport in operation.. R | C

A barangaf.y Whicﬁ does not satisfy any of the criteria'ébové Is classified as rural.

b
i
!

® The definition is based on the Philippine Statistics Authofity's report on the urban population In the country, which

provides information on the barangays classificd as urban based on the 2003 (new) definition of urban areas. The ~
new definition of urban areas was epproved by the National Statistical Coordination Board through Aesalution No.’
8, series of 2003, on October 13, 2003. [t is uscd in this teport for the urban-rural classification of all barangays,:
except for the barangays in tha National Capital Region which were all automatically classified as urban. !

. i
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V. - 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 pnmary customers.

Of the identitied primary customers the survey respondents ShOL Id
satisfy at least one of the criteria below

a. Current!on-gomg customers of the GOCG'

b. Has a current/actwe account wrth the GOCC or

¢. Had at least one transaction with the GOCC dunng the time of visit. I
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. '

The final criterion to be followed should be 1nc|uded in the screener porlron :
of the questionnaire and should be clear among the interviewers to ensure
that the respondents to be interviewed are ehgrble and responses will be _
relevant. . : ;

B. SAMPLE UNIVEHSE

For data gathering methodologies whrch requires a list of customers i. e 1
. Telephone Interviews, Face-to-Face Interview, Door-to- Doorlntemewwrth
. Customer - Listing), -the sample universe should be provided to the _.

researchers prior the conduct of the systematic selection. - ‘

i
The sample universe refers to the names of the customers with their,

telephone numbers (for telephone 1nterv|ews) and addresses (for face-to-
‘face and door-to-door rntervnews) | o i :

Toensure the contudentrahly of the list, the researchers and all their partners,
should sign a Non-Disclosure and Conhdentralrty Agreement whrch
contains the following items:

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

b. The masterlist should anly be provided to the researcher who will be’
doing the systematic selection. All field interviewers should only be.
prowded wrth the list of customers that they will be contacting.
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a. The list should be drsposed of property or returned to the GOCC. No
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 that 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|to
the respondents before the conduct of interview proper. At the mrnlmum.|
the official letter must contain the tollowrng - !;

a. " Information about the third- party agency and what they will be
- -eonducting; _

b. Purpose of the research _

C.. | Invrtatron of customers {o partrcrpate in the survey. and
d. Assurance of oonfrdentralrty B S
' C. SAMPLESIZE | ' i

In practice, market researchers typrcatly use a combrnatron 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 ancl time - also set the limit on the
sample size. _ _ 1

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

a. 500 for natronwrde coverage MOE of +l 4 3% at 95% oontrdence
level’

b. 300 for area- specrfrc ooverage = MOE of +/-5.6% at 95%I
'confrdence level _ _ _ '

c. 100 for customer type with small universe or when the number of

. the total prrmary customers is not enough 10 reach at least a !

sample size of n=300 for the sunrey MOE of +/-9. 8% at 95%
_confidence level

The results should only be read at the total level. No further '
breakdowns can be made as the sub-segment reads will not be .
conclusrve due to a very smali sample size.

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

€. 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 ;

I
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Note thal the required sample size is consrdered as the minimum sample
size. R .

To |liustrate

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

Hequrred minimum samp!e srze '. . o
Indnrrduals 500 _ B
Business Emmes 500 _

'Semple 2: GOCC B whose business has a natronwrde
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.

- Hequrred minimum sampis size:
Individuals: 500 - _
- Business Entities: 10 ' - _ ]!

FREQUENCY OF DATA COLLECTiON = _ N P
|
In order to properly monitor the GOCC's- customer satrsfactron 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. whlch may have an effect on
the results of the survey. . _ : i _
Except for mtercept data gathering method GOCCs are allowed .to
conduct-data gathering/survey until January of the succeeding year,
provided that the Final Report and other supporting documents are made

. available by March. . : ’
'AREA COVERAGE |

Primary area coverage for the ‘sludy depends on where the customers jof
the GOCCs can be contacted and interviewed. Essentially, it is where the
- PS8Us are located such as geographic areas, venues, offices/branches,’

~ stations, and other units where we can get our sample. : |
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DATA COLLECTION INSTRUMENT

The quantltatwe study will make use of a structured questlonnaire which w:ll]
ensure consistency all throughout the pro;ect and ehmlnate mtemewer blas Thisi
questionnaire ensures: _ ‘

I

» More rigid style of ihtewiewing;_' B

« Presence of cIosefended and 6penfended questions;
. Htghly structured 'G:ay of queetioning; and |
- Assigned of numerical values to responses.

The length of the intemew will be 16 minutes at the maxlmum, pr:nrtlcularlyr fori'
telephone interviews and intercept interviews, as lengthy interviews often result:
in higher refusal and drop-out rates.

For door-to-door interwews a Iengthter questlonnalre can be accepted but the
survey should not exceed 45 minutes. - _

- The actual length of interview will be determtned durlng the pre~test of the

questionnaire. Should the questionnaire be longer than 15 minutes, the;

- information coverage will be reviewed and checked for pnormzatlon of question 5.

" The quest:onnanre is compesed of three (3) SBCIIOHS
(a) Screener
(b) ‘Main questionnaire

b 'Trans'acting with GOCC

L

pE Overall'SatiSfabtion

')- Executien ot Service

(c) Soclo Demographlc Profile

" Questions under the Maln Questlonnalre are fixed and may not be altered,’

modified, or deleted. GOCCs may only add service or product specmc
questions, under Execution of Service secllon, without the need to secure prior.
authorization from the GCG. - _ !

o I
- A5-point Likert scale shall be used for the overalt satisfaction rating question that.
deterrntnes the level of satusfactlon/dtssatlstactlon of the customers !

o N_either o o
Very . g Satistied . Very :
Satisfied Satistied nor : Dissatistied Dissatisfied l;
- ) Dissatistied 5
5 4 8 2 1 !

Explanation of the scale should be read out to the respondents while showmg
them the showcard of the scale. This should be done before any of the ratlng

1
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questions are asked lnlemewers should explaln the scale repeatedly through
the conduct of the survey until the respondent gets used to it. Below are lthe
explanations of each point in the scale _ 5

Performance of the GOCC meets and exceeds the needs
and expeclations, to the benefit, of the customer. The
service was provided with few minor problems or none]at
all. If there were few minor problems, a corrective actlon
might have already taken place which is deemed htghly
effective. :

Very satlsf_ied-_.\

Performance of the GOCC meets the mlmmum '
.| expectations of the customer. The service was prowded
Satlstied - 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.

.. | Thisisthe mldpomt in which the respondents cannot truly

; | pick a side in the spectrum. However, this does not mean
ﬁi‘:%ﬁ;?;?:&t: that the respondent has no opinion or does not know l
: Performance of the GOCC neither meets nor doesn't meet
the minimum expectations of the customer. :

- | Performance of the GOCC does not meet the minimum!
- ‘| expectations of the ‘customers. There are a number |of
- | elements or aspects in the GOCC's customer service that

. | reflects a problem for which the GOCC has not yet
Dissatisfied identified corrective actions. if there were corrective,
.| actions, then the action is perceived by the customer as
ineffective or has not been fully amplemented to be
effective. = | |

Performance of the GOCC does not meet most or did not
meet any of the expectations of the customers. There are
- | anumber of elements or aspects in the GOCC's cuslomer,
_ Very .| service that reflects a serious problem for which the GOCCG;
- Dissatistied | has not yet identified corrective actions. If there were'
corrgctive actions, then the action is perceived by thel
-| customer  as- very meffecnve or has totally been
' dlsregarded . _ . o

!
' ;
l

{
I
!
£
!
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VL. DATA COLLECTION QUALITY CONTFIOL

To be able to ensure that the data gathered from the CS8 is of hlghest quallty
possible, the following quality control procedures should be set in place:

A. PRE-TEST _ i o ' l

A pre-test shall be conducted to’ test the mstrument in an actual:
respondent!scenanoto I ' o h

a. Ensure clarity and Comprehension; i
L : |

b. Check for bias; | l
c. Assess interview Iength and ' ' 1
|

|

d. Anticipate possible issues on field and agree on resolutions pnor the |
training proper. i

Docume_nrg Needed:

a. Survey Instrument | i
b. Stimulus Materials

Deliverables tg_ be Su_bmfﬂed:

a. Pre-test Results — GOCCs are required to pre-test at least three (3)ito,
tive (5) respondents for each customer type, depending on the sme;of1
its population/customer base. For GOCCs with a small customer base
(n<100), at least one (1) respondent per customer type is acceptab e

1

b. Pre-test Report ~ The report documents the lssues challenges and
other insights and relevant observations gathered during the pre-test
it contains document agreements/resolutions agreed upan during the
pre-test discussion between the GOCC and third-party serwce
provider.

B. TRAINING

Training is gi_ven'to team members, specifically the field team to:
a. Give an overuiew of the projeot its design and'objeotives,
b. Train on sampling procedure and selection of respondents

¢. Brief on the questionnaire administration;

d. Practtce sklpp:ng and rouung of questions; and

e. Do mock mterwews amongst themselves to familiarize themselves
with the questions and to test their oomprehensmn of the mslructlons

‘Documents Needead:

a. Survey Instrument
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'b. Stimulus Materials
c. Training Manuai
_Deliverables to be Submitted:

a. Training Fiepbn — The training report documents the lissues,
challenges and agreements/instructions relayed during the briefing.

. OBSERVATION

Researchers and/or team leaders should observe and conduct start-off
within the Initial days of fieldwork to monitor if the sampling pracedures are
well-understood and to check if the questionnaire is implemented properl‘y.é.

. . . . : i

- The first set of accomplished questionnaires will also be checked by the team
leader or supervisor and/for researcher to check for consistency and proper
filling-up of the questionnaires (for_F_‘API only). -

- Clearing/debriefing sessions should be conducted, as the need arises, in

order 1o clarify pending questions and provide additional instructions to ?he
field team. : T - ;

. Documents Needed: :
a. Survey Instrument |
b. Stimulus Materials |
Deliverables to be Submitted: L - I
a. Observation Report . . ) o o '
'b.'. CIearing/De.b.'r_Ie!i'rllg Report - | | |
. SUPERVISION AND SPOT CHECKING
‘Spot Checking '

Spot checking involves going to the data collection area 1o check amqné
others 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. . , ' S

Supe_nﬂslon E ' _ E
: |

A field manager wii_l ensure the proper field implementation of study content
and distribution and scheduling of visit, ’

The field manager shall also be respansible for the conduct of training of
interviewers, assisted by field supervisors who will supetvise the interviewers
together with the group leaders. - i

Supervisors will be taskéd to menitor the study full-time. They will obserlve:
actual interviews, follow-up and do surprise checks on the research team.
S _ i

R
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- Supervisors will observe at least 30% ’o of the total sample size. They wm also

ensure that field logistics are received prornptly and administered properly

Deliverables to be Submitted:

a. Supervision/Observation/Spbt Checking Report

b. Fieldwork Progress Report
BACK-CHECKING - '

Back-checking is the subsequent re-contacting or rewsmng respondenls

|

}

to'

check whether the interviews were conducted and completed and whetherl
the responses recorded by the interviewer were consistent and accurate. As
a standard, at least 30% of the total sample size should be back- checked*A
combination of phone and in- person back-checkmg should be done. .

Deliverables to be Submitied:

a. Back-Checking Report

b. For CAPI surveys, report on automated checks whlch wxl[ contam the

following information:

i. Schedule of Automated Checks Gdnducted

ii. ~Checking of Administrative Variables to Monitor Data Quality -

« Total Completed Output per Interviewer versus Sample Size

Total OutpuUProductlwly per Day

LOI Checks |
Interview Ga_p. between Success'ive-lnteruiews_
Areas/Spots _Covéred per 'Day - |
Interview Done in Odd Hours

Geocodes

Duplicate Contact Information

i, Interviewing Issues

As part of the ESOMAR codes and gu:dehnes the :denmy of the respondents
will be kept conf:denllal from the GCG and the GOCCs. If there is

Audio F{ecording' Problem
Administration Problems
Non-responses

Response Patterns
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[
[
i !

requrrement from the GCG or the GOCC to reveal the ldentrty of the
respondents, the consent of the respondents will be sought for. it should ba
noted that the information on the identity of respondents will only be limited
to their addresses/locations. However, if the respondents want to keep therr
locations/addresses confidential and detached from the survey results this
will be adhered to by the researcher .
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viI.

DATA PROCESSING
A FOR PEN-AND-PAPER |NTERVIEW (PAPI) _
1. Fleld Editmg _ - , . !

2. Coding

3. Data EncodlnglEntry

4. Data Processing

After every data collectlon day, the field interviewers are to go over thelr
work in” order 1o "ensure completeness of data. All accomphshed
instruments will be ‘submitted to the assigned group -supervisor. Tha

. group leadersffield supervisors will be the one to check the completed :
~ outputs before the fieldteam leaves the location. Field supervisors will
~conduct a final consistency check on aII outputs prior to coding of

responses by trained coders.

Open-ended questions in the questtonnaure will be coded, and codei

frames wnll be created to facilitate processmg of data. |
Once the questionnaires have been cleared and coded, these w:ll 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 caplure
program can incorporate validation/cleaning filters to screen valid and
invalid answers based on the consistency checking of the questionnaire.’

‘Depending on the complexlty of the questlonnalre, 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 accordmgly to form a smgle
dataset. - _ :

|
|
i
1

Once data has reached zero error, data will be prepared for table
processing. Data tabulation specifications or tabspecs will be devetoped

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; ' 5

24

Segments to be read in the table banners/header_s; |
Stubs or list of responses;’ . -
Formatting of the tables;

Filterslloglc checks; and

o a0

We:ghts computahon (for dISproportldnate samphng)
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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 sampie. This
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 logic checks programmed in the
survey, and other issues affecting quality of data collection. 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;

Stubs or list of responses;

e o

Formatting of the tables;
€. Filters/logic checks; and
f. 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 the
variance among the existing groups/segments in the sample, This
signiticance testing should be done at 95% confidence level, but may be
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at 90% conftdence level, dependmg on the questtons that we are testlng
for sngmf:cance | ,
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ViIil. ANALYSIS PLAN : ' IR . }
The analysis plan will serve as the basis for the preparatlon of the Final Heporl
The results shall be analyzed loocking into the followmg segments, as may be
applicable:
|
. Tolal' _
By Customer Type '
o General Publlcllndwudual Customers
o - Businesses/Organizations
» By Area {depending on the sample area coverage)
o Total Luzon
o Tolal Visayas
-0 Total Mindanao
By Region or Key City
By Type of Service Availed
By Rating .
Dnvers of Satlsfactlon (derived rmponance)

Depending on customer type, the followzng demographrc segmentatlon may also
be looked rnto _ _

|
e General Public/Individual Customers | |
o Gender _ ]
o - Age/Age Group ' i
.o - Working Status l
o Educational Atlarnment
o Civil Status
. Busmesses/Orgamzatrons
Type of Business
- Industry '
Products - -
" Business Size
Number of Employees
Revenue ,
Year of Estabhshmenl : ‘ !
Position in the Organization (respondent) E
]

;

]
|
|
!
i
[

Years in the Organization (respondent)
Decision-Making Role in the Organlzatlon (respondent)

©.000000000

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, |t can only be
-read at a total level.
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IX.

PROJECT TEAM

"The third- party service prowder to be contracted by the GOCC is recommended

to foliow the struclure below, 1o promote an organlzed and efficient workmg

environment.

Assistant |
Project
Managers
- - Project

Manager -
- Statisticlan

_——

Overall Field
Manager

f

B

_ Overall - :
Project Manager .

Overall Data’
Processing
Manaager

Field Supervisors

" Coders

Translators

[

- Data Processing

'Back—(_:hec_kers :

Supervisor

Digital Operation
Supervisor OR
Encoding -
Supervisor -

w

‘Group Leaders | .

T

" Field
Interviewers

Data Proce.ssmgl
Assistants

I
Programmers OIIQ
)

Encoders
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The table below prowdes the minimum prescribed task per pro;ect team

member:

Position - Number

Task ]

Overall Project - A
Manager SR

Oversees all activities of the study

from start to finish ensuring that

project objectives are realized -

Monitors the operational details of
the survey and work closely w:lh
field - and data process:ng
departments in  meeting client

expectations !

Should be present in major meenngs

‘and trainings _
Should approve. the questlonnalre,

tabulation spemflcatnons and report
draft

Presents the flndlngs to the GOCC

‘Assistant Project - -2

Manager i

Statistician/Assistant
Project Manager

Assist the Overall Project Manager
in monitoring the - survey and

following through to completion

Should be present in all meetings
and trainings

Prepares the fieldwork matenals (i.e.
questionnaire and other stimulus),
data specs, and report _
Conducts slatlsucal analysm on the |
data .

Field Manager - | 1.

Oversees all fieldwork activities of
the study from start to finish ensunng
that project objectives are reallzed.

Monitors the field operational detalls
of the survey and work closely wnth
research "and -data processmg
depariment in mesting = client
expectations

' Data Processing 1
Manager o

Oversees all data processmg
activities of the study from start to
finish  ensuring. that pro;ect
objectives are realized -

Monitors - the data processmg
operational details of the survey and
work closely with research and fleld
department in.  meeting cllent
expectations

1
l
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1

Number

Position Task
Field Supervisors Depends on | Supervise during field activities
Area (recrultment mtemews elc)
Coverage; At
least 1-per
Major Area . _
Data Processing 2 Assists the Data Processing
Supervisors L Manager in data processing related
I | activities (programming, flnaltzatlon _
of the script, checking of data
completlon data processing and
data cleaning)
Programmers/Scripters 2 Programs the survey instruments
(including checker) into a survey link or an encodmg
o ' ' script |
Data Processing 2

Assistants (including
checker)

E data '

Checks ~completion, process the

Group Leaders

At Least 1 for
Every 5
Interviewers

Assists the field supervisors in. field
maonitoring _ |

" Field interviewers

Depends on

the Sample

- Size;

- Maximum
Number of
interviews

per

interviewer

should only
be 15% of the
Total Sample

Conducts the interviews/daia
collection X
Y _ N |

Coders

Depends on
the Number
of Questions
to be Coded

Codes verbatim responses !
. |
l
|

~ 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 quahty and valldlty of the
mtervzews/outputs -

r
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- For GOCCs conducnng the survey internally, the followmg tasks should |be
assigned exclusively to a person, at the min:mum -

Position - .- Task 5

Project Manager - | Oversees all activities of the study from start
- - | to finish ensuring that pro;ect 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 resuits

Assistant Project Manager | Assists the Project Manager in  the
_ o : implementation of the survey

Field Interviewers : Conductsthe'interviaw/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

I
|

[ H
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STATUS REPORTS AND DOCUMENTS FOR SUBMISSION

As a monitoring mechanism, GOCCs are required to submit a status reporn 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:

Anelysie

. | Finel Report

Activity - Document for Submisslon Due Date
' Survey Instrument
Stimulus Materials - Quarterly
Pre-test : Monitoring
. Pre-Test Results Report
Pre-Test Report
- Survey instrument - |
. Stimulus Materials - Quarterly
Training . Maonitoring
i ~Training Manual Report
- Training Repoit
Survey Instrument
Project Kick- Stimulus Materials | N?ouzﬁgﬁiiyg
off/Start-off Observation Report " Report
- Clearing/Debriefing Report _ -
_ Supervision/Observation Quarterly
Implgrrr?e?:t:gtion | Report : ~ Monitoring
Fieldwork Progress Report Repornt
Back-checking and Back-Ch_ecking and Spot - h%ﬁ:ﬁ:%
Spot-checking Checking Report Report
- . | SpotChecking Repart for Annual
Data Processing - Data Processing Accomplishment
Data Quality Control Report Report
' Annual

e Aooomplishmeot

Report

i
‘ .

|

_I

The foliowing analyses are the mlnlmum reqmred mformatlon to be presentedr
in the Final Report: :

a.

Data Gathering Methodology (i.e. sampl:ng procedure total przmary
customers, sample size used survey rnethodologsh frequency of data

collection)

Percentage of Satisfied Customers using Top 2 Box (Very Satisfied and

Satisfied)

Averaging of the Overall Satisfaction Rating |

Comparison of Current Year Ratings versus Previous Year Ratings
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. E : . P
e. 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 - '

;

f. Deriving Importances S ' i
Correlation _ | _ E
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 satistaction, and hence, the more important it is. -

Kruskal Analysis

The Modified Kruskal Analysls, a tool for measuring the power of anribuI 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 patteins of response to some dependent
variable, such as overall satisfaction, are causally linked to them. ’

The analysis approach uses the conc'épt'of partial correlations, where the
correlation between two varlables is obtained when the effects of ot@er_
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 Scatterbiagram

!
{

t

i
r

To determine where attributes will fall under, derived importance score ;'Je:r
attribute (coefficient percentage of each-variable) can be plotted against
satisfaction score per attribute (either mean rating or percentage giving it f::l
high rating) in a scatter diagram. The scatter diagram will |be
divided/sectioned by getting and crossing the mean scores of each of your
axis. See illustration below: i

|

. ortance | Average Performance | ||

.Att;lbutes Derived Importance Score t :

Staff Courtesy = | - 19 4.83 | i

-| Prompt Service ' i

Delivery 9 4.52 1 i

2477 Support Line 9 4.91 |1}
Online Support 10 4.34 i
Staff Competency 9 4.24 !
Office/Service Area L : - '
Cleanliness '6-_- 47 |
Trustworthiness 8 3.85 H
Reasonable Fees 7 4 i

® Not applicable to customer types with sample size of n330. o . :
' |
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Average Performance
Attributes Derived Importance 9 Score
Accessible Service 11 4.95
Areas |
Staff Professionalism 13 4.3
Mean 10 4.41
R NG5 5 TRENGIIA.
il 1" TR I
0 wpr o .
Ld
o
= .o
<l ',:.-, ; (8]
CE‘ "
o — —————
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DERIVED IMPORTANCE

There will be four boxes in this scatter diagram, where attributes will be
plotied:

« Important and high rated — CORE STRENGTHS to maintain and
communicate

e Important but low rated — CRITICAL GAPS to focus on for
improvement

e Not important but high rated — SECONDARY ATTRIBUTES to
maintain and support

« Notimportant and low rated — LOW IMPACT ATTRIBUTES to monitor

Page 32 ot 32




CLASSIFICATIONS OF GOCCs ACCORDING TO SUAVEY METHODOLOGY {ANNEX A)

Page5¢fg

GOCC

Target Respondent

Methodology ;

National Housing Authority
{(NHA)

Relocatees

Telephone or |
Face-to-face |

Community Associations

Telepheone orj
Face-to-face |

LGUs

Telephone or |
Face-to-face |

National lrrigation
Administration (NIA)

Farmers

Telephone or _!
Face-to-face

| 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 |

Telephone or _1

| Administration (NTA)

(Local Traders, Exporters,

Telephone or

| Main Grid Face-to-face |

Telephone or

Farmers Face-lo-face |

' National Tobacco industry Stakeholders %
i’

importers, Transhippers,
Manufacturers)

Face-to-Face

“I

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

Henewable Energy Developers

1
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 o

Northern Foods
Corporation (NFC)

Farmers

Telephone or |
Face-to-face

Commercial Clients

Telephone or ﬁ
Face-to-face |




CUSTOMER SATISFACTION SURVEY

NATIONAL POWER CORPORATION (NPC)

(FOR CORPORATE CUSTOMERS)

QUESTIONNAIRE
NUMBER

RESPONDENT JNFORMATION

Respondent Name

Time Start (in 24:00)

Respondent Address

Tima End ({in 24:00)

Respondent Phone
Number (Housa)

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
Witness/Validation Date: Date of Editing
Signature Signature
Quality Checked by Data Punched by
Quality Check Dale Data Punch Date
Signature Signature
Observed by ({1A) Cieared by (1A)

Observation Date

Clearing Date

Signature

Signature

Back-checked by

Backcheck Date

Signature

hrnnex



INTRODUCTION

As part of the government's initialive to deepen citizen participation in government processes,
particularly in the delivery of products andfor services, we are conducling 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 lo participate in our survey. Your insights will greatly help
tha 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 slrictest confidentiality.

| am from [RESEARCH AGENCY, a market research company]. | will be your
enumeralor for today,

Any information that is obtained in connection with this study and that can be identified with you will remain
confidential and viill be disclosed anly with your permission, By filling out the survey foam, you are giving
consent to the [RESEARCH AGENCY/GOCC] to process all the provided information. As the data subject,

you have the right lo access and ask for changing or deleling your personal data, which will be kepl by
the [RESEARCH AGENCY/GOCC].

SCREENER
CODE ROUTE
S1. Are you or any of your close family/relatives Yes 1T |Close interview
working with NPC? [SA] No > Proceod 1o S2
CODE
S2. Which of the following service/s have you SERVICE A 1__ | Proceed to Q1
availed or regularly avail from NPC?7 What else? SERVICE B 2
Anything else? [MA] SERVICE C 3
SERVICED 4
Nane of the above 99 | Close interview

NOTE TO GOCC: List alf possible services that may be availed.

CODE
S3. How would you describe your roje in your I am the owner/primary
company when it comes to dealing with NPC? decision-maker in the 1 Proceed to Q1
company

| am the primary
person-in-charge of

dealing / transacting 2 Proceed to Q1

with NPC

| do not have any say 3 ASK FOR THE
or involvement when it ELIGIBLE
comes NPC RESPONDENT

Customer Satisfaction Survey « Questionnaire Number 2




MAIN QUESTIONNAIRE

PART |. TRANSACTING WITH NPC

Q1. How long have you been availing CODE

services from NPC?
NO. OF YEARS: Less than a year

. 1—2 years
NO. OF MONTHS: 35 years

6 — 10 years

More than 10 years

Don't knowfrefused

Office visit

Qz2, Thinking about all your | Phone call

dealings/transactions with NPC  last | Mail delivery

[SPECIFY YEAR], in what ways did you [ Send lext/ SMS message

transact with them? [MA] Online

Visit website

Send email

Chat using apps (e.g. Viber, WhalsApp,
Line, Facebook messenger, Skype, etc,)

Connected to their social media accounts
(e.g. Facebook, Twitter, LinkedIn, Instagram
etc.)

O
o | ~ofen awm—kg | en] | | M| =
m

Others, pls. specify

CODE

information desk 1

Q3. Where do you most often get information Website

about NPC and its services? [SA} PhonelHotline

Social media (Specify }

Conferences

Text/SMS

Bulletins

o] =~ o] an| ] GRS

Others {Specily ]

EARLIL OVERALL SATISFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below whilc asking satisfaction/dissatisfaction
raling questions. Do nol 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? fSA]

] - . NEITHER | - -
o | very SATISFIED VERY
SHOWCARD | gyt | SATISFIED NOR DISSATISFIED | p1sSATISFIED
DISSATISFIED
Overall
Satisfaction 5 4 3 2 1
Rating

Customer Satisfaction Survey « Questionnaire Number 3




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 lll, EXECUTION OF SERVICE

Q6. Now, we will talk about Lhe 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, Lel's start with... [READ OUT ATTRIBUTES].
{SA per attribute]

NOTE TO INTERVIEWER: Read allribules one al a lime and wail for the respondent’s answer. Do not
leave any blanks. If the aliribute 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 cusiomers with respect 5 4 3 2 1 99
strictly and fairdy implements the
policies, rules and regulations (e.g. no 5 4 3 2 1 g9
discrimination, no “palakasan” system)
are knowledgeable and compelent or
skilled in delivering the needed services S 4 8 2 1 99
provides clear and sufficient informalion
(i.e., solutions to problems, answers to 5 4 3 2 1 99
inquiries, and information on products
and services)
addresses queries/iconcemsin a
prompt manner 3 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 z 1 %9

Customer Satisfaction Survey « Quastionnaire Number 4



SA

- Neithsr

SD

N/A

conveys trust and confidence

99

Braducts and Services

Process for submitting service request
is simple and easy

99

Documentary requirements are
reasonable

99

Forms are simple and easy to fil out

89

Service Requests are
processed/completed within a
reasonablc amount of lime

99

Terms and conditions (e.g., payment
terms, quotation, panalties) are clear,
well-defined, and reasonable

99

Agreed upon timefine and schedule for
services (i.e. equipment testing and/or
on-site monitoring, delivery of results)
are met

99

Delivered services and output are
quality, accurate, and complete

99

Documents issued (e.g., calibration
reporl/s & cerlificate/s, monitoring
report/s & test resulis) are free from
defects or typographical errors

99

Payments are easy and convenient to
make

99

Fees and charges are reasonable and
appropriale to the degree of camplexity
of services availed

99

nformation an mmunication
Information from NPC is...

aasy lo obiain

99

clear and rejevant

99

NPC’s websile...

Information and Gommunication (Website)

is available and accessible (e.g., no
downtime, loads easily)

98

Customer Satisfaction Survey - Quastionnaire Number




‘SA Nelther SD | NA
is user-friendly and easy to navigate 5 3 1 g9
contains the information needed 5 3 1 99
is useful and reliable when doing 5 3 1 g9
desired transaction
is secured 5 3 1 g9
C laints Hand)) | R is Keep
Filing of complaints is easy and 5 3 1 89
syslematic
Complaints are resalved within 5 3 1 99
prescribed limeframe
Resolutions to complaints are 5 3 1 99
satisfactory/acceptable
Filesirecords are accurate and updated 5 3 1 99
Eacilities {NPC Officest
Utilizes up-to-date and modern 5 3 1 99
procedures, facilities, and resources
Signages are visible and readable (e.g.

Citizen's Charter, sleps and 5 3 1 99
procedures, directional signages)
Office is accessible and convenient to
cuslomers 5 3 ! 9
Office premises are clean, orderly and 5 3 1 99
well-maintained
Office premises arc well-ventilated and 5 3 1 99
have good lighting
Office premises are safe and secure 5 3 1 ag
{e.q., security measures in place)
Office has priority lane for senior 5 3 1 99
citizens, PWDs, pregnant women

Customer Satisfaction Survey * Questionnaire Number 6




Q7. What are your suggestions for the improvement of NPC's services? What else? Anything else?
NOTE TO INTERVIEWER: ASK SPONTANEQUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

Soclo DEMOGRAPHIC PROFILE

NAME OF ORGANIZATION

COMPLETE ADDRESS OF ORGANIZATION

NUMBER OF EMPLOYEES Actual
1 lo 93 {Micro / Small) 1
100 io 199 (Medium) 2
200 and up {Enterprise) 3

YEAR ORGANIZATION ESTABLISHED:

TYPE OF OWNERSHIP

Foreign 1

Domestic 2

ASSET VALUES (SHOWCARD)

Micro / Small (15,000,000 or less) 1
Medium (15,000,001 - R100,000,000) 2
Enterprise (R100,000,001 and above) 3

POSITION IN THE CRGANRIZATION

Other contact info:

decision-making process for the organizalion

ACTUAL FOSITION: YEARS IN THE ORGANIZATION

DEPARTMENT: ACTUAL NO. OFYEARS:

Owner f Head of the office or association 1 Less than a year 1 | 16 =20 years 6

Manager/KeeperiSupervisor 2 1-2vyears 2 | 21-25vyears 7

Operations Staff 3 3-S5 years 3 | More than 25 years | 8

Admin Staff 4 6 ~ 10 years 4 | Bor'l know/frefused | 9

Others, pls. specify 5 11 =15 years 5

Don't know/refused 9

CONTACT DETAILS DECISION-MAKING ROLE IN THE
ORGANIZATION

Landline: | alone decide for the organization 1

Cellphone: | share with someaone else the decision-

E-mail- making process for the organization 2

Ofiice landline: | do not have any say when it comes to the 3

| 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 * Quastionnaire Number 7




CUSTOMER SATISFACTION SURVEY

NATIONAL POWER CORPORATION {NPC)
[FOR NEW POWER PRODUCERS (NPPs)/QUALIFIED THIRD PARTIES (QTPS))

QUESTIOKNAIRE
NUMBER

RESPONDENT INFORMATION

Respondent Name

Time Start {in 24.00)

Respondent Address

Time End (in 24;00)

Respondent Phone
Number (House)

Respondent Phone
Number (Mabile)

RECRUITER/NTERVIEWER INFORMATION

Interviewer Name

Date of Interview

Interviewer 1D

Time of Interview

QUALITY CONTROL CHECKS AND VALIDATIONS

Witnessed/Validated by Edited by
Witness/Validation Date: Date of Editing
Signature Signature

Quality Checked by Data Punched by

Qualily Check Dale

Data Punch Date

Signature

Signature

Observed by {IA)

Cleared by (lA)

Observation Date

Clearing Date

Signature

Signature

Back-checked by

Backcheck Date

Signature




INTRODUCTION

As part of the govemment's iniliative 1o deepen citizen participation in government processes,
particularly in the delivery of products andfor 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 expectaticns to serve you betterin
the future. Please be assured that all answers provided will be kept in strictest confidentiality.

| am from [RESEARCH AGENCY, a market research company]. | will be your

enumerator for today.

Any infarmation that is obtained in connection with 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 lo the [RESEARCH AGENCY/GOCC] to process all the provided information. As the data subject,
you have Lhe right lo access and ask for changing or deleling your personal dala, which will be kept by

the [RESEARCH AGENCY!GOCC].

SCREENER

51. Are you or any of your close familyfrelatives
working with NPC? [SA]

S52. Which of the following service/s have you
availed or regularly avail from NPC? What else?
Anything else? [MA]}

NOTE TO GOCC: List all possible services that may be availed.

$3. How would you describe your rale in your
company when it comes to dealing with NPC?

CODE ROUTE
Yes 1 Close interview
No 2 Proceed to 82
CODE
SERVICE A 1 Proceed 1o Q1
SERVICEB 2
SERVICE C 3
SERVICE D 4
None of the above 99 |Chkse interview
CODE
| am the owner/primary
decision-maker in the 1 Proceed to Qi1
company
| am lhe primary
petson-in-charge of
dealing / transacting 2 Proceed to Q1
with NPC
| do not have any say 3 ASK FOR THE
or involvement when it ELIGIBLE
comes NPC RESPONDENT
2

Customer Satisfaction Survey - Questionnaire Number




MAIN QUESTIONNAIRE

PART I. TRANSACTING WITH NPC

Q1. How long have ygg‘;}een availing CODE
services from N
NO. OF YEARS: ‘1-"_5; ‘;‘::r 2year ;
NO. OF MONTHS: ___ 3=6years 3
6—10 years 4
More than 10 years 5
Don't knowirefused 9
CODE
"Office visil 1
Q2, Thinking aboul all your | Phone call 2
dealings/fransactions with NPC last | Mail delivery 3
[SPECIFY YEAR), in what ways did you { Send text/SMS message 4
transact with them? [MA] Online
Visit website 5
Send email 6
Chat using apps (e.g. Viber, WhatsApp. 7
Line, Facebook messenger, Skype, elc.)
Connected to their social media accounts 8
(e.g. Facebook, Twitter, LinkedIn, Instagram
etc.)
Others, pls. specify 9
s CODE
Information desk 1
Q3. Where do you most often get information Wobsite 2
about NPC and its services? [SA] Phone/Hotine 3
Social media (Specify ) 4
Conferences 5
Text/'SMS 6
Bulletins 7
Others (Specify ) 8
BART ), QVERALL SATISFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below while asking satisfaction/dissatisfaction
raling queslions. Do nol include N/A in the showeard.

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]

_  NEITHER .
VERY A SATISFIED VERY
SHOWCARD SATISFIED SATISFIED NOR DISSATISFIED DISSATISFIED
. DISSATISFIED
Overall
Saltisfaction 5 4 3 2 1
Rating

Customer Satisfaction Survey - Qusstionnaire Number 3




Q5. Why do you say that you are [RESPONSE in Q4] with NPC? What else? Any other reasons?

NOTE TO INTERVIEWER: ASK SPONTANEQUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PART lll. EXECUTION CF SERVICE

Q6. Now, we will talk about lhe 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
lhe different aspects of the services avalled from NPC. Let's start with... [READ OUT ATTRIBUTES).
[SA per attribute]

NOTE TO INTERVIEWER: Read alinbules one al a lime and wail for the respondent's answer. Do no!
leave any blanks. If the altribule 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 agresment per attribute, Do not include N/A in the
showcard,

SA A | Neither.]. D SD | NA
Staff
NPC's stalf...
treats cuslomers with respact 5 4 3 2 1 99
strictly and fairly implements the
policies, rules and regulations {e.g. no 5 4 3 2 1 99
discrimination, no “palakasan” system)
are knowledgeable and compelent or 5 4 3 2 1 a9
skilled in delivering the needed services
provides clear and sufficient information
(i.e., solulions to problems, answers to 5 4 3 2 1 99
inquiries, and information on products
and services}
addresses queries/concems in a
prompt manner 9 4 3 2 1 99
demonstrates willingness o assist
customers 5 4 3 2 1 99
is easy to contact 5 4 3 2 1 99
delivers services within prescribed
timaframe S 4 3 2 L 9
appears neat, well-dressed, and
professional 5 4 8 2 1 99

Customer Satisfaction Survey - Questionnaire Number 4



SA A <! Neither | SD N/A

conveys trust and confidence 5 3 1 99

LG Subsidy Processing

Requirements are properly 5 q 1 99

disseminated

Filing of application is systematic and

easy 5 3 1 99

Documentary requirements are

reascnable 5 3 1 99

Alj transactions are properly

documented 5 3 1 9

Funds are released on time 5 3 1 a9

Documents issued are free from 5 3 1 a9

defects or typographical errors

Subsidy reports are easily accessible 5 3 1 99

Lt . T icatl

Information from NPC is...

easy to obtain 5 3 i 89

clear ang relevant 5 3 1 89

lof { {c ication (Website)

NPC'’s website...

is available and accessible (e.g., no 5 3 1 ag

downlime, loads easily)

is user-friendly and easy lo navigale 5 3 1 99

contains the information needed 5 3 1 a9

is useful and reliable when doing

desired transaction 5 3 1 9

is secured 5 3 1 99

C aints ing a ac

Filing of complaints is easy and

systematic 5 3 1 99

Complaints are resclved within

prescribed timeframe 5 3 1 99
Customer Satisfaction Survey + Questionnaira Number 5




" sA

citizens, PWDs, pregnant women

| Neither sD N/A
Resolutions to complaints are 5 3 1 a9
satisfactory/acceptable
Filesfrecords are accurate and updated 5 3 1 99
Eacliities (NPC Offices)
Utilizes up-to-date and modern 5 3 1 99
procedures, facilities, and resources
Signages are visible and readable (e.q.
Citizen's Charer, steps and 5 3 1 99
procedures, direclional signages)
Cffice is accessible and convenient to
cuslomers 5 3 ! 99
Office premises are clean, orderly and 5 3 1 99
well-maintained
Office premises are well-ventilated and 5 3 1 ag
have good lighting
Office premises are safe and secure 5 3 1 a9
(e.9., security measures in place)
Office has priority lane for senior 5 3 1 99

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.

Customer Satisfaction Survey * Questionnaire Number




Soclio DEMOGRAPHIC PROFILE

NAME OF ORGANIZATION

COMPLETE ADDRESS OF ORGANIZATION

NUMBER OF EMPLOYEES Actual
1 to 99 (Micro/ Small) 1
100 1o 199 (Mediumy} 2
200 and up (Enlerprise) 3

YEAR ORGANIZATIONESTABLISHED:

TYPE OF OWNERSHIP

Foreign 1

Domeslic 2

ASSET VALUES (SHOWCARD)

Micro / Small (245,000,000 or less) 1
Medium (15,000,001 — R103,000,000) 2
Enterprise (100,000,001 and above) 3

POS|TION IN THE ORGANIZATION
ACTUAL POSITION:

DEPARTMENT:

YEARS IN THE ORGANIZATION
ACTUAL NO. OF YEARS:

Owner / Head of the office or association 1 Less than a year 1 | 16 - 20 yoars 6
Manager/Keeper/Supervisor 2 1-2years 2 | 21 -25years 7
Oporations Staff 3 3—5years 3 | More than 25 years | 8
Admin Staff 4 6 — 10 years 4 | Don't know/refused | 9
Others, pls. specify 5 11~ 15 years 5
Don't know/refused 9
DECISION-MAKING ROLE IN THE

CONTACT DETAILS ORGANIZATION
Landline: | alone decide for the organization 1
Celiphane: I share wilh someone else the decision- 2
E-mail: making process for the organization
Office landline: | do not have any say when it comes tothe |
Other contact info: decision-making process for the arganization

I 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 Supervisar's Signature

Customer Satisfaction Survey * Quastionnaire Number 7




CUSTOMER SATISFACTION SURVEY

NATIONAL POWER CORPORATION (NPC)

[FOR SMALL POWER UTILITIES 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 VALLIDATIONS
Witnessed/Validated 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 (IA)

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,
particulary in the delivery of preducts 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/er service delivery and meet your expectations to serve you betterin
the future. Please be assured that all answers provided will be kept in strictest confidentiality.

| am from [RESEARCH AGENCY, a market research company]. | will be your

enumerator for loday.

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 the provided information. As the data subject,
you have the righl lo access and ask for changing or deleting your personal data, which will be kept by

the [RESEARCH AGENCYIGOCC].

SCREENER

S1. Are you or any of your close familyfrelatives
working with NPC? [SA]

52. Which of the following servicels have you
availed ar regularly avail from NPC? What else?
Anything else? [MA]

NOTE TO GOCC: List all possible services that may bo availed.

$3. How would you describe your rele in your
company when it comes to dealing with NPC?

CODE ROUTE
Yes 1 | Clhose interview
No 2 Proceed to 52
CODE
SERVICE A 1 Proceed to Q1
SERVICE B 2
SERVICE C 3
SERVICED 4
None of the above 99 | Close interview
CODE
| am the owner/primary
decision-maker in the 1 Proceed to Q1
company
| am the primary
person-incharge of
dealing / transacting 2 Proceed to Q1
with NPC
| do not have any say 3 ASK FOR THE
or involvement when it ELIGIBLE
comes NPC RESPONDENT
20f7

Customer Satisfaction Survey - Questionnaira Number




MAIN QUESTIONNAIRE

PART I. TRANSACTING WITH NPC

Q1. How long have you been availing
services from NPC?
NO. OF YEARS:

NO. OF MONTHS;
Qz, Tninking about all yaur
dealings/transactions  with NPC  Jast

[SPECIFY YEAR], in what ways did you
transact with lhem? [MA]

Q3. Where do you most often get information
about NPC and its services? {SA}

EARTIL OVERALL SATISFACTION

CODE

Less than a year

1 -2 years

3 -5 years

6 — 10 years

More than 10 years

Daon't knowirefused

Cffice visit

Phone call

Mail delivery

Send lext f SMS message

Online

Visit website

Send emal|

Chat using apps {e.g. Viber, WhatsApp,
Line, Facebook messenger, Skype, etc.}

0
I | o -r:-oal\:-tg Wl nt & po| -

Connected to their social media accounts
{e.g. Facebook, Twitter, LinkedIn, Instagram
etc.)

Others, pls. specify

CODE

Infarmalion desk

Website

Phone/Holline

Sacial media (Specify }

Conferences

Text/SMS

Bulletins

Others {Specily )

o | O Oy L A —

NOTE TO INTERVIEWER: For Q4, present showcard below while asking satisfaction/dissatisfaction
raling questlions. 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 en the overall? [SA]

. ' NEITHER :
s ain VERY SATISFIED ' : VERY
SHOWCARD SATISFIED SATISFIED NOR DiSSATISFlED DISSATISFIED
' - DISSATISFIED '
Overall
Satistaction 5 4 3 2
Rating

Customer Satisiaction Survey - Questionnaire Number
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Q5. Why do you say that you are [RESPONSE in Q4] with NPC? What else? Any ather reasons?

NOTE TO INTERVIEWER: ASK SPONTANEQOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PART lil. EXECUTION OF SERVIGE

Q6. Now, we will talk about the different aspects of NPC's services. Using Lhis 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 diiferent aspects of the services availed from NPC, Let’s start wiih... [READ QUT ATTRIBUTES].

[SA per attribute]

NOTE TO INTERVIEWER: Read allnbules one at a time and wail for the respondent’s answer. Do not
leava any blanks. If the attnbute is not applicable or the respondent says “Don't Know” even after

probing, mark as N/A.
For Q8, presant showcard while asking level of agreement per atlribute. Do not include N/A in the
showcard.
SRS SA Neither SD N/A
Staf
NPC's staff...
treats customers with respect 5 3 1 99
strictly and faidy implements the
policies, nules and regulalions (e.g, no 5 3 1 99
discrimination, no “palakasan’ system)
are knowledgeable and competeni or s 3 1 99
skilled in delivering the needed services
provides clear and sufficient information
(i.e., solutions to problems, answers to 5 3 1 99
inquiries, and information on products
and services)
addresses queries/concemns in a 5 3 1 99
prompt manner
demonstrates willingnhess to assist
customers 5 3 1 99
is easy 1o contact 5 3 1 99
delivers services within prescribed
timeframe 5 3 L 99
appears neat, well-dressed, and
professional 5 3 1 93
Customer Satisfaction Survey - Questionnaire Number 40f7




SA Neither 8D N/A

conveys trust and confidence 5 3 1 99

Eroducts and Services (General)

Products and services are delivered 5 3 1 a9

according to agreed schedule

Products and services delivered

conforms to agreed specifications, 5 3 1 99

terms and conditions

Billing statements are accurate 5 3 1 99

Billing statements are issued on time 5 3 1 99

Electricity

Energy services are ¢onsistently stable 5 3 ] g9

Energy facilities (i.e., electiic posts,

transformers) are wall monitored and 5 3 1 99

maintained

Energy facilities {i.e., electric posts,

transformers) are reliable and sufficient 5 3 1 99

to serve wide scope of areas

Repairs in cases of service

interruptions are prompt 5 3 ! 99

Laf . 1c -

Information from NPC is...

easy to obtain 5 3 1 99

clear and relevant 5 3 1 99

tio c icatio e

NPC's website...

is available and accessible {e.g., no 5 3 1 99

downtime, loads easily)

is user-friendly and easy to navigate 5 3 1 99

contains the information needed 5 3 1 99

is useful and reliable when doing

desired transaction 5 3 1 93

is secured 5 3 1 99
Customer Satisfaction Survey - Questionnaire Number S5of7




cilizens, PWDs, pregnant women

SA Neither sbh N/A
C laints Hand)i IR is Keepi
Filing of comglaints is easy and 5 3 1 99
systematic
Complaints are resclved within 5 3 1 99
prescribed timeframe
Resolutions to complaints are 5 3 1 89
satisfactory/acceptable
Files/records are accurate and updated 5 3 1 g9
jces
Ulilizes up-to-date and modem
. 5 3 1 89
procedures, {acililies, and resources
Signages are visible and readable (e.g.
Citizen's Charter, steps and 5 3 1 a9
procadures, directional signages)
Office is accessible and convenient to 5 3 1 99
customers
Office premises are clean, orderly and 5 3 " 99
well-maintained
Cffice premises are well-ventilated and 5 3 1 99
have good lighling
Office premises are sale and secure
; . 5 3 1 99
{e.g., securily measures in place)
Office has priority lane for senior 5 3 1 90

Q7. What are your suggestions for the improvement of NPC's services? What else? Anything clse?
NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

Customer Satisfaction Survey - Quastionnaire Number
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Soclo DEMOGRAPHIC PROFILE

NAME OF ORGANIZATION

COMPLETE ADDRESS OF ORGANIZATION

NUMBER OF EMPLOYEES Actual
1 to 98 (Micro/ Small) 1
100 to 199 (Medium) 2
200 and up (Enterprise) 3

YEAR ORGANIZATION ESTABLISHED:

TYPE OF OWNERSHIP

Foreign 1

Domestic 2

ASSET VALUES (SHOWCARD)

Micro / Small (R15,000,000 or less) 1
Medium (215,000,001 - 2100,000,000) 2
Enterprise (R100,000,001 and above) 3

POSITION IN THE ORGANIZATION

Other contact info:

decision-making process for the organization

ACTUAL POSITION: YEARS |[N THE ORGANIZATION
DEPARTMENT: ACTUAL NO. OFYEARS:
Owner / Head of the office or association 1 Less than a year 1 | 16 - 20 years 6
Manager/Keeper/Supervisor 2 1-2years 2 | 21-25years 7
Operations Staff 3 3 -5vyears 3 | Morethan25years | 8
Admin Staff 4 6 — 10 years 4 | Don't know/refused | 9
Othars, pls, specify 5 11 —15 years 5
Don't know/refused 9

DECISION-MAKING ROLE iN THE
CONTACT DETAILS ORGANIZATION
Landline: | alone decide for the organization 1
Cellphone: I share with someone else the decision- 2
E-mail: making process for the organization
Office landline: | do ot have any say when it comestothe | 4

| declare that this interview has been
carried out strictly in accordance with your
specification and has been conducted
within the ESOMAR Cods of Conduct
with a person unknown to me,

Interviewers’ Signatura

Supervisor's Signature

Customer Satisfaction Survey - Questionnaire Number

Tof7




CUSTOMER SATISFACTION SURVEY
NATIONAL POWER CORPORATION (NPC)

(FOR WATERSHED AND DAM COMMUNITIES)

QUESTIONNAIRE
NUMBER

RESPONDENT INFORMATION

Respondent Name

Time Start {in 24:00)

Respondent Address

Time End (in 24:00)

Respondent FPhone
Number {House)

Respondent Phone
Number (Mobile)

RECRUITER/NTERVIEWER INFORMATION

Interviewer Name

Date of Interview

interviewer |ID

Time of Interview

QUALITY CONTROL CHECKS AND VALIDATIONS
Witnessed/Validated 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 {IA) Cleared by (IA)

Observation Dale

Clearing Date

Signature

Signature

Back-checked by

Backcheck Date

Signature




INTRODUCTION

As part of the government’s iniliative to deepen citizen participation in government processes,
particularly in the gelivery of products andfor services, we are conducting this survey to gauge custamer
satisfaction on the services of the NATIONAL POWER CORPORATION (NPC). We would appreciale
if you could spare a few minutes of your time to participate in our survey. Your insights will greatly help
the NPC improve its proeduct andfor 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 from [RESEARCH AGENCY, a market research company]. | will be your
enumeralor for today.

Any information that is obtained in connection with this study and that can be identified with you will remain
confidential and will be disclosed anly with your permission. By filling out the survey form, you are giving
consent lo the [RESEARCH AGENCY/GUOCC] to process all the provided information. As the data subject,
you have the right to access and ask {or changing or deleling your personal data, which will be kept by
the {RESEARCH AGENCY/GQCC].

SCREENER
CODE ROUTE
S1. Are you or any of your close family/relatives Yes T |Close interview
working with NPC? [SA] No 5 Proceed 1o 52
CODE
S2. Which of the following service/s have you SERVICE A 1| Proceed to Q1
availed or regularly avail from NPC? What else? SERVICE B 2
Anything else? [MA] SERVICE C 3
SERVICED 4
None of the abave 99 | Close interview

NOTE TO GOCC: List alf possible services that may be availed.

Customer Satisfaction Survey - Quastionnaire Number 2



MAIN QUESTIONNAIRE

PART I. TRANSACTING WITH NPC

Q1. How long have you been availing
setvices from NPC?
NO. OF YEARS:

NO. OF MONTHS:
Q2. Thinking about al| your
dealingsftransactions with NPC  last

{SPECIFY YEAR], in what ways did you
transact with them? fMA]

Q3. Where do you most often get information
aoout NPC and its services? [SA]

EART Il OVERALL SATISFACTION

CODE

Less than a year

1 -2 years

3 =5 years

6~ 10 years

More than 10 years

Don't knowirefused

| On| | L B =

CODE

Office visit

Phene call

Mail delivery

Send text / SMS message

Pl L] M| =2

Ontine

Visit website

(=2 N4y

Send email

Chat using apps (e.g. Viber, WhatsApp,
Line, Facabook messanger, Skype, etc.}

Connected lo their social media accounts
(e.g. Facebook, Twilter, LinkedIn, Instagram
elc.)

Others, pls. specify

CODE

Information desk

Website

Phone/Hotline

Social media (Specify }

Conferences

Texl/SMS

Bulletins

Others (Specily )

Lo ~i| on| n| $=] QA PRI =

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 salisfied or dissatisfiad 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]

o : S : -~ NEITHER _
; VERY : * SATISFIED . . ) VERY
SHOWCARD SATISFIED SATISFIE_D NOR DleATﬁFIED DISSATISEIED
’ ' ' DISSATISFIED
Overall
Satisfaction 5 4 3 2
Rating

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 Ill. 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 neilher agree nor disagree {Neither), 2 means
disagree (D} and 1 means strongly disagree (SD), please rate how much you agree or disagree wilh
the different aspects of the services availed from NPC. Let's start with... [READ OUT ATTRIBUTES].

{SA per &ttribute]

NOTE TO INTERVIEWER: Read attibutes one at a time and wait for the respondent’s answer. Do not
leave any blanks. If the altribute is not applicable or the respondent says “Don’t Know” even afler

probing, mark as N/A.

For Q6, presen! showcard while asking level of agreement per allribute. Do not include N/A in the

showcard.

-SA ‘Neither SD . N/A

Staff

NPC's staff...

treats cusiomers with respect 5 3 1 99
strictly and fairly implements the

policies, rules and regulations (e.g. no 5 3 1 99
discrimination, no “palakasan” system)

are knowledgeahle and compelent or 5 3 " g9
skilled in delivering the needed services

provides clear and sufficient information

{i.e., solutions to problems, answers to 5 3 1 99
inquiries, and information on products

and services)

addresses gueries{concerns in a

prompt manner 5 3 1 99
demonstrates willingness 1o assist

customers 5 3 1 99
is easy to contact 5 3 1 99
delivers services within prescribed

timeframe s 3 ! 99
appears neat, well-dressed, and

professional 5 3 1 99
Customer Satis{action Survey - Questionnaire Number 4




{ Neither

SA - SD N/A

conveys trust and confidence 5 3 1 99
Corporate Sqcial Respopsibllity
Consultations are conducted prior to
the implementation of 5 3 1 99
programs/projects
Consultations are conducted in an o 3 1 99
orderly manner
Programs and services provide
adequate knowledge lo 5 3 1 a9
participants/beneficiaries
Programs and serfvices are accessible 5 3 1 99
to all
Projects implemenled help in providing A 2 1 99
livelihood to the community
Projects implemented benefit the s 3 § a9
community positively
Projects implemented help in improving 5 3 i 99
quality of life
Programs have lasting impact on the 3 1 99
lives of the beneficiaries F
Luxf . iC icati
information from NPC is...
easy to obtain ¥ 3 i 99
clear and relevani 5 3 1 99

io C upjcatio
NPC's website...
is available and accessible (e.g., no 5 3 1 99
downtime, loads easily)
is user-friendly and easy to navigate 5 3 1 99
contains the information needed 5 3 1 89
is useful and reliable when doing s 3 1 99
desired transaction
is secured 5 3 1 89

Customer Satisfaction Survey + Questionnaira Number




SA Neither SD | NA
c taints Handli I B is Keepi
Filing of complaints is easy and 5 3 1 99
systematic
Complaints are resolved within 5 3 1 a9
prescribed timeframe
Resolutions to complaints are 5 3 1 99
satisfactoryfacceptable
Filesfrecords are accurate and updated 5 3 1 99

cilitios Offices

Ulilizes up-to-date and modermn 5 3 . 99
procedures, facilities, and resources
Signages are visible and readable (e.g.
Citizen's Charter, steps and 5 3 1 98
procedures, directional signages)
Office is accessible and convenient to
customers S 3 ! 9
Office premises are clean, orderly and 5 3 1 99
well-maintained
Office premises are well-ventilated and 5 3 1 a9
have good lighting
Office premises are safe and secure 5 3 1 99
(e.g., security measures in place)
Cifice has prority lane for senior 5 3 1 99
cilizens, PWDs, pregnant women

Q7. What are your suggestions for the improvement of NPC's services? What else? Anything eise?
NOTE TO INTERVIEWER: ASK SPONTANEOQUSLY, PROBE UNTIL RESPONDENT SAYS NONE,

Customer Satisfaction Survey - Quastionnaire Number




Soclo DEMOGRAPHIC PROFILE

GENDER Male 1 Female 2 NATIONALITY
Single 1  Separated 3 WORKING STATUS
Married 2 Widow/ 4 Working 1
CIVIL STATUS Widower Studying 2
Working/Studying 3
Not working/not sludying 4

RESPONDENT AGE GROUP  Aclual

IF WORKING: OCCUPATION

18-25 1 3_B-40 4 56-60 9
26-30 2 41-45 § 81-65 10
31-35 3 46-50 6 Abave 65 11
51-585 7
EDUCATIONAL ATTAINMENT CONTACT DETAI|LS
No formal education 1 Some vocational 6 Landline:
Some elementary 2 Completed vocationa] 7
Celiphone:
Completed elementary 3 Some college B eliphone
Some high school 4 Completed college g [ E-mai
Completed high schoal 5 Post graduate 10 | Office landline:
OCther contact info:
| declare that this interview has been
carried out striclly 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

Customer Satisfaction Survey - Quastionnaire Number 7
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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 City I k-bm
~
v PP

RE: DEADLINE FOR SUBMISSION OF 2021 PES MONITORING REPORT - om o -~ 7
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 lo accomplish the
requisite Quarterly Monitoring Reports for the calendar year detailing its progress in
accomplishing its performance targets and submit the same to the GCG within lhirty (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 substanliated reports under the
circumstances, lhe Governance Commission extends the deadline of submission of the
GOCC’s 4" Quarter (Annual) Monitoring Report for 2021 and supporting documents therefor
lo 28 February 2022.

In addition, considering the COVID-19 pandemic is still causing uncertainties in the
capacity of the GOCCs to fully comply wilh the requirements of lthe Enhanced Standard
Methodology for the Conduct of the Customer Satisfaction Suivey. the Governance
Commission again EXTENDS the applicability of the “Additional Guidelines in the Conduct of
the Customer Satisfaction Survey (CSS) for 2020 in the GOCC Sector? 1o the conduct of the
CSS for 2022. Actions undertaken for the conduct of the CSS for 2022 shall be stated by the
GOCC in its Quarterly Moniloring Reports lo the Governance Commission.

Finally, we remind the GOCC thal submissions shall be made through a farmal lelter
signed by the chief executive officer (CEOQ), compliance officer, corporate secretary, or other
officer with written authorization and may be submilted to the Governance Commission
electronically through feedbackiiigey gov ph,

FOR INFORMATION AND COMPLIANCE.

Very t}ruly yours,

gt sy  Monex

CHAIKMAN SAMUEL G. DAGPIN, JR.

I T PR ﬁé?
FAE y

To0 laaky B d by Lrilaips gladny

COMMISSIONER MICHAEL P CLORIBEL CUMMISSIONER MAKITES . DORAL

_‘ Intenm Perfounance Evalualion Sysiem (PES) for the GOCC Sectar dated 30 June 2017.
* Nolice to AN GGG Stakeholdors dated 14 August 2020, available at hitps 2oy guy j.b.
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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 COVID-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 wilh subject
“Additional Guidelines in the Conduct of the Customer Satisfaction Survey (CSS) for
2020 in the GOCC Sectfor” to the conduct of the CSS for 2021.

For other queries and concerns, the GCG may be reached through e-mail at
feedhack@gca.qov.ph,

FOR INFORMATION AND GUIDANCE.

Digitally signed by:
CHAIRMAN SAMUEL G. DAGPIN, JR.

A’”\ITC/L——-"‘" >
Digilally sjgned by:

Dugitaliy signed by
COMMISSIONER MICHAEL P. CLORIBEL ety Sgnee o

COMMISSIONER MARITES C. DORAL



ML R ARA ML

‘‘‘‘‘

af “‘1{lli\51' 35

GOV[RNANCE COMMISSION

AR T N R R R IR N R T R R TR IR N R RTINS TSR 1Y R T R
LF, Citbank Center. 8741 Paseo De Raxas. Makali City, Phu.ppnes 1226

Management
Syatem

154 52a1.2M5

o tar

NOTICE TO ALL GCG STAKEHOLDERS

SuBsecTt : 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-18 pandemic, and
further considering the safety of the customers and the difficulties that may be
encountered dunng this time relative to the conduct of the intercept or face-to-face
methods of interview, the GCG hereby issues the following 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 survey may otherwise 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 interview. 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.



10.

1.

Additional Guidelines in the Conduct of the CSS for 2020
Page 2 of 3

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.

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 (IATF) for the
Management of Emerging Infectious Diseases, and other relevant bodies in
the conduct of the CSS.

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.

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.

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,

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 cenfidence level and margin of error indicated in the Enhanced
Standard Methodology will be maintained.

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 3" Quarter Monitoring
Report, to be submitted to the GCG and uploaded in the GOCC's 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
feedhack@agcqg.qov.ph,

FOR INFORMATION AND GUIDANCE.
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