BAGONG PILIPINAS

CLIENT SATISFACTION MEASUREMENT (CSM) REPORT GENERAL EVALUATION SHEET

Agency Classification:

GOCC

With Unified Submission?

Not Applicable

Department/Agency: Cultural Center of the Philippines
Submission Date of CSMR: 7 April 2026 [ Submission is on time
Coverage: January 2025 to December 2025

Date of Evaluation:

2 June 2026

Citizen's Charter (CC) used as reference:

2025, 1st Edition (as declared in the 2025 Certificate of Compliance)

Date of CC submission:

20 March 2025

Submission of the CSMR
Was the CSM Report signed by the head of

No. Questions Answers Remarks
Adoption of the CSM tool
1 Did the agency include the three (3) CC-related S
questions in the CSM tool?
2 Were the 8 Service Quality Dimension (SQD) Yes
included in the CSM tool?
3 Was the SQD 0 present in the CSM tool? Yes
4 Was the open-ended question present in the Yes
CSM tool?
Did the agency include other questions in the The agency opTec_i not to |nc.:Iud.e additional questions in the CSM
5 CSM tool? tool. This remark is for monitoring purposes only and does not
i affect the overall evaluation of the CSMR submission.
6 Did the agency use the 5-Point Likert Scale? Yes

The CSM Report submitted was signed by the agency's CART

Reporting of the CSM

For the succeeding items, confirm the presence or absence of the following:

7 CART, head of agency, or authorized Yes h
. Chairperson)
representative?
8 Was the CSM Report submitted on time? Yes

1. Scope
11 Period Covered Yes
1.2 Geographic and Office Coverage Yes
13 Table of Services Surveyed Yes
14 Services with No Clients, if applicable Services with no Clients portion of the CSM was not included in

the report

2. Data and Interpretation

Breakdown of Responses and Transactions per

Services? (SQD 1-8)

21 . Yes
service
2.2 Citizen's Charter Results Yes
23 Disaggregated SQD Results of Internal and T The agency reported a merged SQD table for internal and
) External Services external services
2.4 Free Responses Yes
25 Discussion of Scores Yes
2.6 Analysis of Numerical Results Yes
2.7 Rating for each External Service Yes
2.8 Rating for each Internal Service Yes
Result of the Agency Action Plan Reported for CY
29
2025
Continuous Agency Improvement Plan for CY
2.10
2026
3. Index
3.1 Clear Images of CSM Tool Used Yes
. . This is not applicable for offices without
52 List of Offices Covered /A regional/branch/satellite/field/district offices or campuses.
33 CSM Results of Each Central, Regional, and N/A This is not applicable for offices without
: Satellite Offices **if Consolidated** regional/branch/satellite/field/district offices or campuses.
. This is not applicable for offices without
54 Response Rates of Each Office e regional/branch/satellite/field/district offices or campuses.
. " This is not applicable for offices without
35 Ctizen's Charter Results of Each Office b2 regional/branch/satellite/field/district offices or campuses.
" This is not applicable for offices without
36 SQD Results of Each Office A regional/branch/satellite/field/district offices or campuses.
CSM Results
1 WhaT is the overall SQD 0 score (External 99.08%
Service)?
2 th_f is the overall SQD 0 score (Internal 99.49%
Service)?




What is the overall SQD results for Internal o
4 Services? (SQD 1-8) 98.25%
What is the Overall SQD results for External and
5 Internal Services (Overall Rating per Service)? 98.31%
(SQD 1-8)
6 What is the CC Awareness score? 93.96%
8 What is the CC Visibility score? 89.77%
8 What is the CC Helpfulness score? 90.70%
Were all the services covered by the harmonized Only 64% of the services enrolled in the CC were covered by the
9 ;
CSM? harmonized CSM
10 Did all the services reach the minimum sample Only 59% of the services enrolled in the Citizen's Charter reached
size? the required minimum sample size
Citizen's Charter and Certificate of Compliance
1 Did the agency officiallly submitted the Yes
uplaoded CC as reference for the 2025 CSMR?
2 Are there services covered in the CSM that are Note that this is for monitoring purposes only and does not
not included in the agency’s submitted CC? affect the overall evaluation of the CSMR submission.
Overa ompliance COMPLIANT
Remarks:

Based on the submitted CSMR and ARTA's evaluation, the agency is deemed compliant.

However, the following were observed:

1) Only (64%) of the total services declared in the CC handbook were covered by the harmonized CSM.

2.) Only (59%) of the said service reached the required minimum sample size.

3.) The table for services with no clients was not presented in the report

4.)The disaggregated SQD results for internal and external services were not included in the submitted report. Instead, only the consolidated SQD results for
both service types were presented. Consequently, the Authority requested CCP to submit the disaggregated SQD results for internal and external services
on May 25, 2026. The supporting documents subsequently submitted on May 26, 2026, were considered during the validation process.

To improve the agency's compliance for the CSM Report CY 2026, the agency must strictly adhere with the following provisions of the guidelines:

1.) Inclusion of ALL services (external and internal) in the harmonized CSM, as enrolled in the CC (Sec. 4.1. of ARTA MC 2022-05)

2.) Compliance with the minimum sample size requirement, which can be determined using the prescribed sample size calculator, for all services. (Sec. 4.3.3
of ARTA MC 2022-05)

3.) Compliance with the CSM Report Outline (Sec. 3.3. of ARTA MC 2023-05)

4.) Inclusion of Result of the Agency Action Plan (AAP) reported in CY 2025.

5.) Presentation of the following tables:

i. SQD table for internal services

ii. SQD table for external services

5.) Presentation of services with no clients.
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