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Pursuant to the provision of the Implementing Rules and Regulations (IRR) of Republic Act
No. 11032 also known as Ease of Doing Business Act of 2018 Specifically Rule IV, Section 3,
item “b”, to wit: "Al agencies shall embed feedback mechanisms and client satisfaction
measurement in their process improvement efforts. The agency shall report to the Authority
the results of the Client Satisfaction Survey for each service based on the guidelines to be
issued by the Authority’ and in line with the Department’s implementation of its Quality
Management System (QMS) which states that, "DPWH has implemented effective
arrangements for communicating with customers in relation to the delivery of contractual
obligations, customer inquiries and customer feedback, including customer complaints”.

Furthermore, the Inter-Agency Task Force (IATF) on the Harmonization of National
Government Performance Monitoring, Information and Reporting Systems (Administrative
Order No. 25, series 2011) suggests that ease of transaction of critical external and internal
services may be achieved through streamlining:

- Standardization of core processes including those implemented the Regional, Satellite,
and Extension Offices;

- Digitization e.g., by developing electronic or online paperless systems, new service
delivery channels, contactless transactions and systems and procedures reengineering
for faster, easily accessible, seamless, and more efficient public service delivery.

Thus, the implementation guidelines of Customer Satisfaction Survey Application (CuSSA) is
hereby prescribed.

1. RATIONALE

In order to measure the government efficiency in serving the public and ensure
continuous improvement in the public service delivery, Administrative Order No. 25
through its Guidelines on the grant of the Performance-Based Bonus (PBB) requires all
government agencies to establish a harmonized citizen/client satisfaction survey and
submit report that characterize the total experience, expectation, and satisfaction in the
delivered public service among clients.

In addition, evidences of achievement in the ease of doing business/ease of transaction
shall also be submitted in compliance with the requirements set by AO25 IATF and Report
Card Survey (RCS) 2.0 program implemented by the Anti-Red Tape Authority (ARTA).

2. OBJECTIVES

The Stakeholders Relations Service (SRS) as the CuSSA process owner, aims to
standardize the process of feedback management to improve the management of
customer feedback, improve data quality and application interfacing, and produce
analytics to monitor the trends of customer feedback.
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3. AUTHORIZED USERS

To properly gauge the effectiveness and overall quality service delivery of the Department
and to gather sufficient data to be analyzed on the required satisfaction report, the
following are the Authorized Application User (AAU) for the CuSSA:

3.1 Application Administrator (AA) — designated Stakeholders Relations Service
(SRS) employee in charge of monitoring the application and updating the
administration module of the application.

3.2 Central and Field Office User

e Central Office - Public Assistance and Complaints Focal Person and Front
Desk Officer for Frontline Services;

¢ Regional Office (RO) — Regional Public Information Officer;

e District Engineering Office (DEQ) - District Public Information Officer and
Designated CuSSA Focal Person responsible for assisting external
stakeholders in using CuSSA within their jurisdiction.

The AAU is a permanent employee who has an official DPWH account, has been
designated by their respective Head of Office and granted access by the Application
Administrator.

4. RESPONSIBILITIES AND ACCOUNTABILITIES IN THE USE OF CuSSA ACCOUNTS

4.1 Each office shall identify their AAU using the CuSSA Access Request Form
available in the DPWH Intranet under Downloads and then submit to their
respective RPIOs for consolidation and submission to the Stakeholders Affairs
Division (SAD)-SRS. Both the SRS and Information Management Service (IMS)
shall approve the Access Request Form. These will allow the authority to AAU
as stated in the Section 3.

4.2  The approved AAUs will then be registered in the CuSSA by SRS. Any changes
in the AAU shall undergo the same process stated in Section 4.1.

4.3 The AAU must be aware of their responsibilities and accountability when using
the CuSSA. As the representative of the Department, the AAU must strictly
adhere to the following guidelines regarding interactions with external
stakeholders:

4.4  AAUs must introduce themselves when assisting the external stakeholders

4.1.1 He / She shall clearly explain the most current Data Privacy policy of the
Department and state that the survey is voluntary;

4.1.2 Once an agreement is made between the AAU and the customer, the AAU
shall log-in using his / her DPWH account in the CuSSA;

4,1.3 AAUs shall assist the external stakeholder throughout the whole process
of the survey without interfering and/or influencing the customer’s
answers.

5. REPORTING

7.1 Using the CuSSA, the AAU shall select the type of report they want to generate
such as External Stakeholders Satisfaction Survey Report and the Customer
Satisfaction Feedback Summary Report.

7.2 The DEOs shall submit the generated reports to the concerned RO on a
quarterly basis. The reports shall include actions taken on the negative
feedback, with corresponding documentary evidences, if there are any. The RO
shall then submit the consolidated summary report to SAD-SRS. The result of
the survey shall be used in any capacity as required by the QMS or any applicable
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law and/or policy that requires such, with the consent of the DPWH Anti-Red
Tape Team (DARTT).

7.3 The Corporate Planning and Management Division (CPMD) being the DARTT
Secretariat and PBB Secretariat shall prepare the Citizens / Client Satisfaction
Survey (CCSS) Report and submit the same to the AO25-IATF and ARTA, unless
otherwise revised or superseded. The SRS shall generate current calendar year
report and provide the needed data to CPMD on or before the 15*" day of
January of the following year.

7.4 All DPWH offices with frontline services declared in the most current Citizen’s
Charter handbook are hereby directed to use the CuSSA as the main mechanism
in gathering customer satisfaction feedback to all the clients that availed service
in the Department. AAUs are requested to develop appropriate strategies to
ensure that all required fields in the CuSSA are fully accomplished by the
customers after each transaction.

7.5 Any changes / revisions / modifications to be made under this DO shall be
consulted and approved by the DARTT prior to its implementation.

The respective heads of offices are hereby authorized to procure device/s, with specification
to be provided by the IMS, which will be deployed for the effective implementation of CuSSA
application.

This Order supersedes Department Order No. 169, series of 2016 and shall take effect
immediately.

For compliance.

Encl: CuSSA Manual

17.1.1 ZMM/NEP/AVS/RDR

Department of Public Works and Highways
Office of the Secretary

LCCRLEE TR
WIN2K00611
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1. General Information

1.1. Application Overview

The Customer Satisfaction Survey Application (CuSSA) shall support the recording of
customer feedback in line with the implementation of the Quality Management System
(QMS) towards ISO 9001: 2015 certification. CuSSA enables the Department with
better recording, management and monitoring of walk-in customers’ feedback. Built-
in functions are based on the Department Order 169 series of 2016 for a more efficient

and quality records management.

CuSSA Administration module has the following capabilities:

« Monitor trends in customer satisfaction through quantifying customer feedback

e Generate reports such as:
¢ External Stakeholders Satisfaction Survey Report
» Customer Satisfaction Feedback Summary Report
¢ Manage and maintain CuSSA user access and libraries such as:
¢ Reason for Answering No
¢ Frontline Services
» Signatories

1.2. Application References

The application complies with the latest Department Order (D.O. 169 series of 2016)
concerning the Department’s implementation of the Quality Management System

(QMS) towards ISO 9001: 2015 certification.

1.3. Points of Contact

This section covers the points of organizational contact (POCs) that may be needed by

the document user for informational, procedural, and technical purposes.

1.3.1. Information

The Stakeholders Relations Service (SRS) being the application owner, serves as
the official source of information relating to the SRS process and the application.
Document user shall inform SRS concerning any information about the process and

application.

1.3.2. Coordination

List below are the concerned offices and personnel that will help application user

deal with the changes in processes and practices brought by the application.

Responsibilities
To provide first-hand
information and solution
to non-technical concerns
encountered by the
application user.

Service/Personnel
Stakeholders Relations
Service, Stakeholders
Affairs Division (SRS-SAD)

(CO), Regional
Office (RO) and

Application User

All application user
(from Central Office

1|Page
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To be the coordinator
between the application
user and the technical
team.

District Engineering
Office (DEQ))

Information Management
Service, User Support

To serve as the level 1

Application User

Division, IT Helpdesk ; . from CO
Section (IMS-USDITHS) _| £ 107 POt S5P) or

Regional IT Support Officer encountered by the Application User
(RITSO) application user ftom RO
District IT Support Officer | PP : Application User
(DITSO) from DEO

Information Management
Service, Application
Support Division (IMS-ASD)

To be the SP to all
technical concerns
escalated by the level 1
SP.

Application User
from CO, RO and
DEO

1.3.3. Helpdesk
User may report all application technical issues and concerns through the following
means:

* Filing request/s thru web: http://itservicedesk/MRcgi/MRentrancePage.pl
= Sending in email request to the itservicedesk@dpwh.gov.ph
» (alling the helpdesk hotline 5304-3070 loc. 43070

2| Page
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2. Application Summary

2.1. Data Flows

Customer Satisfaction Survey Application (CuSSA) is an enterprise-wide application that works with interfacing with other existing
applications in the Department.

NEEDED DATA SOURCE APPLICATION OWNER
Employee Data Personnel Information System Human Resource and Administrative
(PIS) Service (HRAS)
- Internal Organization Management System : .
Organization Data (IOMS) Information Management Service (IMS)
{cation Data Administrative Ar(e:A I:I’Ia;r;agement System Planning Service (PS)

3|Page
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2.2. User Access Levels

Dashboard

View Customer Feedback Trends

Survey Feedbacks

| View Customer Feedbacks

Generate Customer Feedback Form

Reports

Generate Reports

NLNIEEN
' NLSLNEN
' NLSINRY
' NLSLNEN
TSNS

Administration

| Add New Reason for Saying No

Edit Reason for Saying No

Add New Frontline Service

Edit Frontline Service

Add New Signatory

| Edit Signatory

Add New User Access

Update User Access

View Audit Trail

SISIKNIKNINISKNSNISASAKNIR K

User Roles:

4|

External Stakeholders

AA — Application Administrator

SRS - Stakeholders Relations Service User
FDO - Front Desk Officer

RPIO — Regional Public Information Officer
DPIO - District Public Information Officer
CPIO - Central Office Public Information Officer

Customer Satisfaction Survey Application (CuSSA) — User’s Manual
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3. Getting Started
3.1. Logging On

1. Go to Attp.//co-web06:502 or click on the CuSSA shortcut icon on the desktop to launch the application.

DPWH Customer Satisfaction Survey Application

2 B sasowore [N\ i
PR - w— b

51
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An error message will be displayed for incorrect login credentials.

i

DPWH Customer Satisfaction Survey Application

Wiz errlmas] of oot Mithenath 10 weiaor Panwort

R L
& decastrozma

6 |
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Otherwise, upon successful login, the user will be redirected to Home page.

Reminders and Anrouncements

Announcement!

Frequently Asked Questions (FAQS)

How to login?

» To access the application. use your Netvork Username and Password.
Who are eligible to use?

« iy permanent and authorized employees shall have the access to the application.
Who is the Apptication User Coordinator {AUC) of CuS$A?

+ Hs, Zarsh fhae Mabini

About Customer Satisfaction Survey Application

Customer Satisfaction Sirvey Application (CuSSA} shall suppart the recording of customer feadback in Ene vith the § ion of Quality System {QMS) towards 150 9001:3015 certification . CuSSA enables the Depariment with beter
1econfing and Horing of vealkdn “ feqdback. Bulltin functions ase basad op the Dapartment Order 168 series of 2018 for a rmore efficient and quality secords management

SR 3202

7|
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3.2. Application Navigation

¥ CuSSA
4 Survey Feedback 7 12
 ZDC
. _— 8 :n;tet by Date
ZHEILLA MARIE A, DE CASTRO
@ 4 =
5
|
6|9 10 Q
Transaction 1D » Transaction Date Stakeholder Name Office Visited Action
©
®
o3
®
®
©
°®
11 Femee ®
=0
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NO. NAME ICON

1 Application Name e C U SSA

2 Hamburger Menu

3 Logout Button 5] Locout

4 User Profile
ZHEILLA MARIE A. DECASTRO

(A7)

91

Customer Satisfaction Survey Application (CuSSA) — User’s Manual



NO.

NAME

ICON

5 Main Modules E Survey Feedback
6 Sub-Modules
10 |
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NO. NAME ICON

7| Module Tie Survey Feedback
8 Search Filter -

9 Record Count 10

10 | Table Search Search
11 |
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11 | Data Table = <

[ini}
N NAME ICON
ol

=N
12 | Main Screen @
B-

12 |
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3.3. CuSSA Modules

3.3.1. Home

The default page displayed upon successful login. The home page contains the sections such as About Customer Satisfaction Survey
Application, Frequently Asked Questions (FAQs), and Reminders and Announcements.

3.3.2. Dashboard

This module provides visual representations of trends in customer feedback.
3.3.3. Survey Feedback

This module displays the list of all accomplished customer feedback.
3.3.4. Reports

This module allows the generation of report in summarized form based on consolidated customer feedback.

3.3.5. Administration

This module allows the managing of the application libraries, user access and audit trail.

13 |
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4. Dashboard

This module displays the trend in customer feedback through graphs and charts.

# CussA =

Dashboard

ZHERLA MARIE A DX CASTRO

o

]

[t

» People % Process
&‘l 76.85% i 78.70%

Sumorary of Nature of Feeatack

Mature ot Feedbach .

-/

@ Prage 1709879 Complees 1Y127E3%: Sudeatens - 36078075 @ Cumensete 1139 30N

Favaties  Asmenibes Bervwe Sty
& 84,26% ‘ 54.17%

Overall ¢ xpenence Raling

) woon

14 | P oo
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4.1.

15 |

Filtering Dashboard Data

1. Click the Dashboard module. Different charts containing trends in customer feedbacks will be displayed.

Dashboard

2\ 76.85%

Prasse - 17429.82%

Process

78.70%

Summary of Nature of Feedback

Y
:"I\

57 | ;J

|
Nalure of Feedhack ' —4

4 Complairg - 13122 B35} Suggestion < 16 128.07%) 4§ Comments . 31 (19.30%)

Facildies | Amanities
& 84.26%

Service Qualdy
54.17%

B) st
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2. Click the Filter dropdown and select a filter option to narrow down the data being displayed.

¢ CuSSA

ZHEILLA MARIE & DE CASTRO

25 Dashooad

Dashboard
prom
Summary of Nature of Feedback N =
Nature of Feedback '
® Praise. 17429.82% @ Complaint- 13(22.81%) Suggeslion - 16{28.07%) @ Cominents - 11 (19.30%)
» People Frocess & Facilities { Amenities Service Quality
&'l 76.85% S 78.70% 84.26% ‘ 54.17%
Overall Experience Rating
8272

16| "2 e
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3. Select from the Region dropdown list.

s CuSSA = 5] ooyt
Kals Dashboard
£ ZDC
!‘r } -
R [ Fitter by Date s 1
ZHEILLA MARIE A. DE CASTRO
[ | :
Office s Dresion 7 Section
Summary of Nature of Feadback
N
IQV,."‘.
“l 4 1
&
IR
Matura of Feadhack "‘w-
& Praise- 17 (29.82%) @ Complaint- 13(22.81%) Sugpeitisn - 70 ZEOTY) @ Comments- T} {19.30%)
People Process Facllities / Amenities “ Service Quality
&‘b 76.85% 78.70% é 84.26% 54.17%
DM D 2022

17 |
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18 |

4. Select from the Office dropdown list. This will filter the list of possible values for Office / Division / Section dropdown.

& CuSSA

v
b &
| _;_,‘I'

ZHEILLA MARIE A. DE CASTRO

Dashboard

Central Office

ooere -

Al Offies

iice ¢ Lingon - Setton

Al Gffices

» Peaple
&‘I 76.85%

Sununary of Nature of Feedhack

(s

Nature of Feedback

& Praise - 17 (29.82%) @ Complaint-13(22.81%)

78.70% &

Suggestion - 16(28.07%) @ Commenls - 11 (19.30%)

Facilities / Amenities

84.26%

Filter by Date

Service Quality
54.17%

21 LosouT
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5. Select from the Office / Division / Section dropdown list.

CuSSA

SN

ZDC |

“&**ﬁ”f’}v ek
w7 | Filter by Date

ZHEILLA MARIE A. DE CASTRO

A Offices
= Dashboard
An —

Summary of Nature of Feedback

Nature of Feedback "L- y

S Proise - \YOOUEYN) @ Complaint - 13(22.61%) Suggestion - 16 (28.07%) @ Comments - 11 {19.30%)

» People Pracess Facilities 7 Amenities Service Quality
&'I 76.85% 78.70% & 84.26% 54.17%

19 |
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4.1.1.

20 |

Filtering by Date

1. Click the calendar icon and set the start date.

# CuSSA —
Dashboard

Ak Offices

Gice Beis.on i Seczon
All Offices

2 es
m 76.85%

Summary of Nature of Feedback

S7

Hasure of Foedbach, '

& Praize - 17(29.82%) @ Compiaint - 13 (22.81%)

Process
78.70% é

Filter by Date

8} tosour ‘

FRTER

Suggestion-16(28.07% @ Comments - 11 (15.30%)

Service Quality

Facilities  Amenities
84.26% ‘ 54.17%
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2. Click the calendar icon and set the end date.

CUSSA = 5} Looour

e ﬁ}l Dashboard
kv_'.- sy
N Filter by Date

ZHEILLA MARIE A. DE CASTRO

< Qg o e e e e

! AR oifices (]
®3  Dashboard i - 4}
. OK'Qes

Summary of Nature of Feedback

Matute of Festdback ' o

Praive - 17 (29.82%) @ Complsint - 13 {22.81%) Suggestion - 16.(20.07%) @ Comments - 13 {19.30%)
» People : Pracess Facilities / Amenities Service Quality
&‘I 76.85% . 78.70% é 84.26% “ 54.17%

21 |
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3. Click the Filter button.

8} wosour

Dashboard

Filter by Date =
ZHEILLA MARIE A. DE CASTRO

Filter
Regnt ~-
o Central Office v

A i -
““ o'ﬁces
e

Summary of Natura of Feedback

48

Nature of Feedback

W Praise- 1312708 @ Complaint - 15 (20.93%} Suggestion - 15(31.25% @ Comments - 16{20.83%;
2 People - Process Facilities 7 Amenities Serylce Quality
» 79.01% 86.42% & 90.12% n 58.33%

22| Page
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4.1.2, Filtering by Quarter

1. Select from the Year dropdown list.

CuSSA

.
IJ'E‘; J,;_IQ}
2 _{_a :

“—-—‘_—-—"p'

ZHEILLA MARIE A, DE CASTRO

¥ oashboard

TRAH 2 00D

Dashboard

Laiits sl e
Al Offices

Al Offices

» People
& 79.01%

v

Praise - 13{22.08%)

Pracess

86.42%

Fibao
:’ Filtes by Quarter

&) toson

Summatry of Nature of Feedback

-

Nature of Feachack

@ Complaint - 10 (20,53%)

8

Juppeilien . 15 (3129 § Comumems - 10 {20.83%)

&

Facllities / Amenities

90.12%

‘ Seyvice Quality
58.33%

23 |
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2. Select from the Quarter dropdown list.

» CUSSA = 8 oot

e
A Dashboard
| ZDC |

N e Fiter

_— Falter by Quarter -

ZHEILLA MARIE A. DE CASTRO
o Central Oific - 2022 L
Alt OFfices h
Summary of Nature of Faedhnck
Nature af Feedback
@ Praise-13(27.08%) @ Compiaint - 10 (20.83%) Suggestion - 15(31.25%) & Comments - 10 (20.83%)
» Peopie Process 4 Facilities ; Amenitios Service Quality
&\ 79.01% 86.42% 90.12% n 58.33%

24 |
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25 |

3. Click the Filter button.

CuSSA =

ZHELLA MARIE A, DE CASTRO

Al Offices

Alf offices.

=

TPVAT T 2020

o Dashboard
®

Peaple
79.01%

- Fes -
| Filter by Quarter

Traasier
Thireh Quarter

Summary of Nature of Feedback

48

Nature of Feedback

Praise - 13:127.08%; @ Complamt - 19 {20.83%)

Process
86.42% &

Suggestion - 15131.25%) @ Comments - 10 {20.83%}

Fucibithes ¢ Amenities

Service Quality
90.12% u 58.33%

5} woooy!

Customer Satisfaction Survey Application (CuSSA) — User’s Manual




4.2. Opening Drilldown Charts

4.2.1. People, Process and Facilities / Amenities

1. Click the Survey Category card to display a popup screen that contains the detailed information.

& CuSSA

ZHEILLA MARIE A. DE CASTRO

28  Dashboard

’ People
&‘ 76.85%

Summary of Nature uf Feedback

7

S7

Mature of Feecback '

® Praise. 17(29.82%) @ Complaint- 13 (22.81%)

Suggestion - 16 (28.07%) & Comments - 11 (19.30%)

Facilities / Amenities.

Process
78.70% & 84.26%

Overall Experience Rating

Service Qualily

54.17%

8(22.22%

3 wooouT
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2. Click No column to view the dissatisfaction reasons.

i

& CuSSA

DEILLA MARKE A DE CASTRO
Amerce Bratees Jinoue - Sin e Sleh

At Oneey

N e
B ouryy Esadrac
El Sep=y

¥, seoption

9

DR © 2022

Yes @ No

d Per item
= Qualizy
17%
At uoory Froww= e )
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3. Click on the specific reason to view the list of respondents with this answer.

& CuSSA
People
SecLrty Guard
ZHEILLA MARIE A. DE CASTRO
Wi griesey Tagorm St te  Bdarow & Reasons Per Survey ltem
Aty Dot
(o]
M Ao

ﬂ Lavay Fanctienh
P i~
47%

M arsemence ]

Saitamiog
BACK CLOSE

1 B 1Y
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4. Click the View Item icon to open the customer’s feedback form.

& CuSSA
@ People
Senirity Grard
THENLA MARE A. DE CASTRO- Rude

T TN T BRAtTT Sencdd - Lo

N

_ Trapsaction ID «

| 2. Q.
B nwem

B smreaves

ULt g rrd

BrEmy

Cutpiarong
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5. Click Back to return to the previous chart, or Close to dismiss.

@ e
ZHEILLA MARIE A. DE CASTRO a0
Exaroms Brmam e -ty
©
Female

& =

| 4 JEESIRERTS

B e ‘;Qﬂﬂﬁy

i e 47%
B
Trtasssy

8ACK | CLOSE
DPAHSEIaS
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4.2.2.

1. Click the Service Quality card to display a popup screen that contains the detailed information.

CuSSA

ZHEILLA MARIE A, DE CASTRO

DRISH T

Service Quality

i

’ People
&'l 76.85%

Summiary of Nature of Feedback

7

S7

Mature of Feedback

-/

Praise - 17 (29.82%)  ® Compiaint - 13 (22.81%) Suggestion- 15 (20.07%) @ Comments - 11 {19.30%)

Facilities / Amenities

Process
78.70% & 84.26%

Overaft Experience Rating

&1 tosour

Sesvice Quality

54.17%
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2. Click on the rating scale to view the number of feedback received per item.

@ Service Quality

Number of Feedback Received Per ltem

L S

Awacing

2B

ane—pm e

S

@ strongly Disagree ' Disagree Neither Agree of Disagree @ Agree @ Strongly Agree

Py Tas aemtacuny Laewd Ingnimeng
O & s
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3. Click Close to dismiss.

# CuSSA =
e s ok Wbl Fan bt
Service Quality
THLILLA MARIE A DE & A of Feedback ived Per ttem
e
sy e | |
o T = -
|
i [ s [ ' = | '
—_ e I
B eomrmo me ! B+ I
B ceem | |
R arestetin [+ [ o B0 AR S '
;e - =
” L | . -
[+ - —
@ stongly Disagree & Disagree Neither Agree of Disagree 7 agree @ Strongly Agree
[eoe LT i
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5. Survey Feedbacks
This module allows the user to view all the customer feedback.

5.1. Viewing of Customer Feedback

1. Select the Survey Feedback module.
# CuSSA = 5] womn

Survey Feedback

e e
i

ZHEILEA MARIE A. DE CASTRO

o

Transaction 1D « Transaction Date Stakehotder Name Office Visited ¢

i

e © & 6 &6 06 © © 0 ©
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2. To filter customer feedback on this module, refer to Section 4.1 Filtering Dashboard Data. To open specific customer feedback, click
View Item icon under the Action column.

CuSSA = 8 wosour

Survey Feedback

ZHEILLA MARIE A. DE CASTRO [

‘Trapsaction D « Transaction Date Stakeholder Name = Office Visited ¢

B suverrecdbac

@@e@eee@eaé
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The Customer Feedback popup screen will be displayed.

# CuSSA
Transaction ID: SRS-2022-0036
-
Respondent information <l
ZHEHLLA MARIE A. DEC .
HAPe T oy bt 0 Sy roe
L y Dormie
=) 3
08/30,/2522 & |
M e —
R ] T4 P
Action
. B oo 2 i Service - loers Affairs Division ®
o mamevsealen @
& of PR a sipgraging
Ancrenitation of Exiernal Stakenolders ang othar Relevantinterested Parties (RiFSH ®
. Sesan o @
ITTS/USh Juana Dela Druz
©
Generat Pushe
©
©
Personal Information
@
Cela Cruz
| ®
PRINT CLDSE (o]
e IS -—
Teg |0 10 i e SRS i ;RS
AP doa
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3. Click Survey Response tab to view the customer’s response per item.

Transaction iD: SRS-2022-0036

Survey Response

ZHEILLA MARIE A. DECA
Biakenoiders Reletons Servcer 8
T Aers Do

N e

ER  omroee

B swmm

5L spmmavees

. 1 i
¢ 0 © @ 0 & @ @ @ 04‘
| » .

: P s p

. L-'.—!— 3 4 e

tPuH S0
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5.2,

38 |

Generating Customer Feedback Form

1. Click Print to generate a Portable Document Format (PDF) version of the Customer’s Feedback Form.

& CuSSA

Transaction [D: SRS-2022-0036

|
|
| |
|

Survay Response =
ZHENLA MARIE A DECY —_
b gEes Treatary Baren
..... e Poople
o =
N e i @

8 aicon

b Bezorty

7 arwrec @

| S
Hoani 3 S stems | Secaaet @
S

)]
@@'@@@QGGOH
P

tad >
R L L —— - e e R — “———T'I-ﬁfhv‘--

DPWHS 2022
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A new browser tab will open containing the generated form.

(= Customar Feedback Form 148 - wex + | @O D

DEPARTMENT OF PUBLIC WORKS AND HIGHWAYS
Customer Satisfaction Survey. Form

Trarsettion 10: SRS-2022-0036

Tiate of ‘disid: August 30, 2022

Tirie of Visit: 01:43 PR

Qftice Visited: jons Service -
Section / Unit 7 Person Visted: ITTS/USD{Ivana Delx Cruz
Fronthinie Service/s Availed: of DPWH

of

Interested Parties (RIPS)

Type of Transaction: General Pubtic

PERSONAL INFORMATIOH

Sumarme:

Firgk Name:

Sex:

ADDRESS

Address: Sampaloc, Ma_nlh
Chy / Muricipality: Manila/Mania
Province. Metropolitan Manila

CONTACT DETAILS

TelephanafMobrie Humber: 09123456789

Fenant Address: juan.delacruz@Pgmail.com
NAYURE OF FEEDBACK

1 Praise ] Complaint  |#] Sugoestion [} Comment
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2. Click Download to download a copy of Customer’s Feedback Form, or click Print to print the form.

Customaer Fesdback Form

40| " = ge

i

Transaction 10:

Date of Vist:

Time of Visi:

Offe Visted:

Sextion / Unit / Person Visited:
Fronthne Service/s Avaied:

Type of Transaction:

DEPARTMENT OF PUBLIC WORKS AND HIGHWAYS

Customer Satisfachon Survey Form

SRS-2022-0036
August 30, 2022
01:43 PM
Sarvice - Stakeh
ITTS/USD/Jusna Dela Cruz
of DPWH

of
Interestod Parties (RIPS)

Genersi Public

PERSONAL INFORMATION

Surname:
First Name:
Age:

Sex:
ADDRESS
Adgress:

City  Municipaity:
Provirce:

CONTACT DETAILS

TelephonajMobde Numbes:
Email Address:

NATURE OF FEEDBACK

Sampaloc, Manila
Manila/Manila
Metropolitan Manila

09123456789
juan.delacruzGgmail.com

Praise

7] Complat {71 Suggestion [T} Comment
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6. Reports

This module allows the generation of different reports based on the parameters selected.

CuSSA

ZHEILLA MARIE A. DE CASTRO

Reports

5 rosout
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6.1. Generating Reports

1. Select the report type from the Report Type dropdown list.

ZHEILLA MARIE A. DE CASTRO

il

Reports

8] wosut
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Another set of dropdown lists will be displayed.

A Reports

ZHEILLA MARIE A. DE CASTRO | ‘
tatetnil Piichers SaliSTCTly ik v P -

Note: Depending on the user’s role, Region, Office and Office/Division/Section dropdown lists may be automatically filled out and disabled.
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2. Select the region from the Region dropdown list.

» CUSSA T 5] 1ocout

Reports

ZHEILLA MARIE A, DE CASTRO ‘-

GENERATE

2R Rl

Note: Values for Office dropdown list will automatically be filtered based on the region selected.
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3. Select an office from the Office dropdown list. Values for Office / Division / Section will automatically be filtered based on the

selected office.

o CuSSA

ZHEILLA MARIE A, DE CASTRO

TRV B I0RD

Reports

g Regor*
Central Office

Cat e
All Offices

all offices

1 1osour
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4. Select Office / Division / Section in the dropdown list.

it

) oeour

i CuSSA

Reports

ZHEILLA MARIE A. DE CASTRO
4l SaréfeRie s Satatac i San ey Bepon

o pegin® -

Central Dffice

o5 Bl Setice
e Tadice

Note: Office / Division / Section field will be automatically disabled and set to ‘All Offices’ if the selected item in Office dropdown is a
District Engineering Office.
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5. Select from the Year dropdown list.

CuSSA =

S Reports

ZHEWLA MARIE A. DE CASTRO
LT et T

4] bagrees

Central Office

Note: Year dropdown list will contain the last five (5) years.
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6. Select from the Quarter dropdown list.

i

Reports

ZHEH.LA MARIE A, D CASTRO

Extermia Slase’ Jrers Sastaction Surry Rerln
Central Office
Syshshokiers Beistion Seivice

GENERATE

3] wooour
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7. Click Generate

CuSSA —
S Reports
(o)

) ”
e

ZHEILLA MARIE A. DE CASTRO Pt Tene

Centrai Office

| ooa2 -

DERERATE

oPy T 2022

&) rogeut
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A new browser tab will open containing the generated report.

= Extemal Stakeholdars Satisfection Survey

DEPARTMENT OF PUBLIC WORKS AND HIGHWAYS
Central Office

External Stakeholders Satisfaction Survey

Stakeholders Relations Service

Number of feedbacks received for 3rd Quarter : 2
{Buemmary rumber oY '
[ Goomew ] :

B | 2

HNumber of Feadbacks Recelved per Criteria :
Summary of Externat Satisfaction Survey

Efficiency of Systems / Procedures
{Timeimess

(Office { Work Environment
Restroom

Parking Area

Satisfaction Rate

% = (Total Number of Satished Customer* f Total Number of
Surveyed Customer) x 100

*Customer with YES answers
Prepared by: Submitted by:

ZHEILLA MARIE A, DE CASTRO ARJAY N, PERALTA
1 Director I

[ Date Issued [ Revision No. | Revisian Date |
[Grzia0is | s | epsams |

Date and Yime Generaied: 09/06/2022 §3:35:47 PH
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Click Download to download a copy of the generated report, or click Print to print the report.

Extarnal Stekehalders Satisfaction Survey + 2 o

DEPARTMENT OF PUBLIC WORKS AND HIGHWAYS
Central Office

Exterral Stakeholders. Saebifctan Surney
Stakiehoiders Relations Service

Number of feedbacks rensived for Jed Quarter 2

[Efficiency of Systems f Procedures
Toreiness

iQffice § Work Epvironment
{Restroom

Parking Aea

Satisfaction Rate

I% + (Total Number of Satisfed Customer® | Totat Number of
ISurveyed Customer) x 100

85.35% t

i *Custorner with YES answers

Prepared by: Submitted by:

ZHEILLA MARKE A. DE CASTRO ARJAY N. PERALTA
X st X Director I

[

[ Date issiad | evision to. | Revision Date |
L wvaama | s | spzams

Dave arvd Time Goneraced: 09/06/2022 03:35:47 #1
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7. Administration

This module allows the administrator to manage libraries, user access and audit trail.

Select the Administration module. There are three (3) sub-modules: Libraries, User Access and Audit Trail.

ZHEILLA MARIE A. DE CASTRO

Administration

Category ©

m
i £

§
.

) tosout

Agtion

.

N

NN

NN N

N,
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7.1. Libraries

7.1.1. Adding new Reason for Saying No

1. Select the Libraries sub-module under the Administration module.

CUSSA = 33 Locou

Administration

ZHEILLA MARIE A. DE CASTRO

]
Q i

Category * Suervey Hem Reason Status Action
e -
A | 7’
[ awer ra
=3 /7
Em -
’
=3 /
/s
en s
s s
|
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2. Click Add New.

v CUSSA =
Administration
— Reason o1 Saying N
ZHEILLA MARIE A, DE CASTRO
o
PO
Category ~
Salotar Lwiete: S ey
Sazirer averuer
Shias dmet e =
e
SENS RN

Survey Hem =

Active

2
d H g
COBEERARAAR

e
%

B tocout

Action
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The Add New Reason popup screen will be displayed.

& CuSSA =

@ Administration
Genac for Bayng o

ZHERLLA MARSE A, DE CATTRO
e Pew=) fercy gl
e L -
(]
Ty, e e 10
AR cesthowry Add New Reason
Ea s
B ooou
- -y ."FQ"
=y S
e LS 2 IHw

[V § 2120

11 P sees mhdlly podie

L SRR O, SIS SRR S RS
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3. Select from the Item Category dropdown list.

@ Administration

ZHEMLA MARIE A DE CASTRO

WY I T
3
ﬁ "
BF Oaein
£3 w, tow
[ [REEE=EN
Eprimiy | bmeripdy
T Fatmay  areerta)
. Faoiivey - amens
. "

m

Epnrda s |
. e |

. v

——— | ——————

Epnites Nt Bedtonm

- DU o

Ldl e e ] ’
Fhostied T 3

el e A0S0 i e e

—Th

Taw o

T

WD N NN N EN RS
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4. Select the Category from the dropdown list.

Administration

WO - Seaos T SO

Rauzod o5 Sapeg No

ZHEILLA MAREE A. DE CASTRO
s g, St = G4 e
ANIT TS

Add New Reason

“as v - LY ey
& PR -

Fppatem  ATerEliny
iver dTcaTy Fac tipn  amtrvigd

By stirs | dorpomg

&
3
2

[#]

g

L

NERA LN N NN Y NN

§
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5. Select from the Survey Item dropdown list.

@ Administration
Bopbde 1on Lapiig M

ZHEILLA MARIE A. DE CASTRO
Sidewrriaers Bed i Gervry - Smentaoe
sy Dedety

A Sire
N cewen
B “aaverrwdien

Fpmitey | Amendie|

lpe Loan Pritey e

Froaman | srmande]

Paceiters | Avardat

Epribiey  Amanial

— » e
Facimes ( imeres ST
{ =ertwy e
L -y g -~
o . stroa

1iG and ssag-andior waghol

e et Pt S|

N SRl N NN NN

S,

~
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6. Input the new reason to be added in the field provided.

@ Administration
Fewaon tor Sadng N !

—_——
THEILLA MARIE A DE CABTRO

P ) B s T T eI
e Gewee
s}
A e ey | W i
-t Add New Reason s
2] FeeTa

B feon
Ly oo "'\"I I m &
A sierat s soern == s
ATy
e et v
it [
S | == m .
—— e ———— - -
Sai=tay e ned S P gt R0 BSPDy ORI et s
. e 3 = s
Tl - . mm s
pritles .:. 3 e

[ st e
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7. Click Save.

# CuSSA =

ZHEILLA MARIE A. DE CASTRO

Administration

Sl fr Taying W

0o
]
E3 sompte

D B 02

0 st
e CLUSE
W ] -
— - — - ———— — S —
PoTE AT Sston * marg omg B plcoroy
Faciiies | Amarite -
’ v = - it
O
of 50 evtrie

Action

7

LSRN

N

Note: Upon successful saving, the new reason will be automatically available in the feedback form.
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7.1.2. Editing Reason for Saying No

1. Click the Edit icon under the Action column.

+ CuSSA

Bl cosour

i

L

Category * Survey ftem & Reagon s o Action
8 sominisvation s
’
em s
ea s
“ ’;
/s
Ative

;o
’
’
H - :onen
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Edit Reason popup screen will be displayed.

# CuSSA =L

Administration

Renson toe Sayleq) teo

D
ZHEILLA MARIE A. DE CASTRO

bl IV ———
amgry Lhlge

= Fecinat : Ameiing

' o
Sy —

Facitie e

Fgeiray - gyl

“ i

v g2

e ——— —— — e — _—
Faritug | st Paning kew Frorane of Sun g fowee
Eaziliey | Asraevting Batoam Pz RO 0AD aeiiTr AT
= -t it bie AL
[ Tt - N
N Ji e

ra

Actinn
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2. Edit the Reason for Saying No or set the Status as Active or Inactive.

& CuSSA = 8

@ Administration
Rranom Tor Bypog Mo f

THEILLA BIARSE A Of CATTRO
o
# - e { Q
33 osnboe £dit Reason
2. ] i Fowna

Statu

=
= v
= 7/
el 7
en s
il = el e .
= /
e v/
= s
e 7
moc

poveis 2oad
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3. Click Save.

R R R S S . )|

@ Administration
Reavce for Sayseg No .o

ZHEfLLA MARIE A. DE CASTRO
| Bz
=
¥ 18 Q
L Edit Reason
E G Status
Eatilties s Amenties
B  awen
Facimes ¢ Amanimy =3 7
x Parking Ares
e Fasiizies | Ayt n ’
Vet Aizaan Faciviey - a=snaa) = 7
- f
‘ : B | e .
Facilioy anertm o
AT CLOSE
I —
Facisdg ¢ aenTet e e ortags H Fafeg Soate - Trve Vs
FaciEn 7 Mertne P D e EOSD BARIO" S0a [ st | 7
e s
re " i u o
el . - - 4 nal
DEYWH S 0

Note: If the status is changed to inactive upon successful saving, the selected reason will be automatically unavailable in the feedback
form.
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7.1.3. Adding Frontline Services

1. Click Frontline Services tab.

CuSSA

ZHEILLA MARIE A. DE CASTRQ

Administration

Frondling Services

Offica Name ~ Frontiine Services

5
g

A N . T T T T O A

B} woeou
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2. Click the Edit icon under the Action column.

 CuSSA =

i Administration

Frontiing Semvices

ZHEILLA MARIE A. DE CASTRO

3 PR £
#%  sammstiaton ~
Sesgg e R
o aran

NN N

N,

2 roe0ut
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Edit Office Frontline Services popup screen will be displayed.

& CuSSA

THEILLA MAKIE A DE CASTRO
Yourrioes Readors Se v 1 e 3ry

s Do

[22]
N e
BS  Cavtices
= R L
ﬂ Dyports
"
Lea

W accwr

DN 8 2032

Administration

iy Offiee Fronthne Senices

3 THen twms -
* Abra Distnct Enginesring Clfice

List of Frontline Services

:

Inactve

Active

Actve

Actye

A

NN

A U ¥

N,

a
Vs
s
rd
/s
o
ld
'
s
7
Fa

Qeoul




3. Click Add New.

Administration

Edit Office Frontline Services

ZHEILLA MARIE A. DE CASTRO &gra Distict Engineening Gffice
Lapaptoinry Egatoei Dw ERR = TE o T )
At

it _ ) e
[~] List of Frontline Service m a

BB ran feamisi
3 Code 2 Frontiime Service « Action ’
& o
s
e PhanL5iTES saa1 inactve P 4
= "

] S TRE0n [ATEN Active

3
Bosooooeaf
|
N,
Ny NGRS ENECN ] RNy

£
"
L

T & 2l
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Add New Frontline Service popup screen will be displayed.

Akl New Frontline Service

Sangs
Active

ACCRORNC o COIISTIS FCOMUIARTE Materate EncTvesy (LOMON

/
’
’
i
’
’
s
’

Aottt nf VW Mastarinie Exjineers (Wl bseidtitem
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4. Input the Frontline Service Code.

o

List of Frontline Services

7]

Bl Add New Frontline Service

A Ssireaniean o DPWH b ram Eng et nile Lsiresiaec)
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5. Input the Frontline Service Description.

1o

sicieittation o Sonbaetsex Camiitint Lntsrsiy Engmaers Udrscng] -

=
o
.o
e
=
=,

L P R A . AT S P A

i g»‘f\*.‘.‘l!'f*l’.df-'-‘f?%'mm'ﬁ [risingery BN ASG LR
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6. Click Save.

List of Frontline Services

o [0~

Fopnae Savee Sose s -

PRSI

Frimies laroee Gess gt

Sample Arcreditation o Conteactore

nat,
Active

keerpalat=n ol Corructoed Sty Liste s Ergeee UBgeind

ReCTeiiazei 2 TFWG Siemals Sy Wi aguroszeon]

Note: Upon successful saving, the new Frontline Service will be automatically available in the feedback form.
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7.1.4. Edit Frontline Services

1. Click the Edit icon under Action column.

Administration

ZHEH.LA MARIE A DE CASTRO

Office Name ~

Frontkine Services

B wouout

Action

\.\.\.\.\.\.\.\.\.H
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Edit Office Frontline Services popup screen will be displayed.

Administration
Edit Office Fronitline Services
ZHEILLA MARIE A. DE CASTRO Abra Distrct Engineerng Office
Trpspny Biitess SA 78 Dhpiaroed
AT Trend
= List of Frontline Services m R ol
& e el =
: =
=; =
=
: Code Frontline Service Statug ¢ Action s,
B s
Uit i . P 4
] SiameT > Actve Pa .
o ! T ’ 4
o ' ’ 2
o - - s s £
u! R ; i’
i I
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2. Click the Edit icon under the Action column.

& CuSSA =
Administration
£dit Office Frontiine Services
DHhza Ry -
ZHEILLA MARSE A DE CASTRO Abra District Engineering Cffice
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Edit Frontline Service popup screen will be displayed.
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3. Edit the Frontline Service Code, Frontline Service Description or set the Status as Active or Inactive.

- Aecredation of DPWH Mexerals Engifeers (b Acsreditason)

=
L
=

g

k ;‘D ‘

<5

Sy
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4, Click Save.
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Note: If the status is changed to inactive upon successful saving, the selected Frontline Service will be automatically unavailable in the
feedback form.
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7.1.5. Adding Signatories

1. Click Signatories tab.

¢ CUSSA

ZHEILLA MARIE A, DE CASTRO
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Administration

Employee 1D
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2. Click Add New.

I

Administration
. Signatonies
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Add New Signatory popup screen will be displayed.
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3. Input the Employee ID of the new signatory in the search field. Then, click the search icon.

®

& CuSSA =

@ Administration
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Note: The First Name, Middle Name, Last Name, Suffix and Plantilla Office of the employee will be populated using the employee data
in the Personal Information System (PIS).
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4. Select the Designated Office from the dropdown list.
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5. Select the Designation from the dropdown list.
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6. Click Save.

& CuSSA

@ Administration
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Note: Upon successful saving, the new Signatory will be automatically available in the feedback form.
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7.1.6. Edit Signatories

1. Click the Edit icon under the Action column.

¢ CuSSA = 5] Losout
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Edit Signatory popup screen will be displayed.
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2. Edit Designated Office, Designation or set the Status as Active or Inactive.
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3. Click Save.
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Note: If the status is changed to inactive upon successful saving, the selected Signatory will be automatically unavailable in the feedback
form.
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7.2. User Access

7.2.1. Adding New User

1. Select the User Access sub-module under the Administration module.

ZHEILLA MARIE A DE CASTRO

Q2

Administration

Dasignated Office

& Locout
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2. Click-Add New.
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The Add New User popup screen will be displayed.
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3. Input the Employee ID of the new user in the search field. Then, click the search icon.

@ Administration
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0 /

EEl e
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Note: The First Name, Middle Name, Last Name, Suffix and Plantilla Office of the employee will be populated using the employee data
in the Personal Information System (PIS).
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4. Select the office from the Designated Office dropdown list.

¥ CuSSA
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5. Select the user group from the User Group dropdown list.
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6. Click Save.
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7.2.2. Editing User Account

1. Cdlick the Edit icon under the Action column.
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The Edit User popup screen will be displayed.
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2. Update the Designated Office, User Group or set the Status as Active or Inactive.
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3. Click Save.
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7.3. Audit Trail

Show all records of changes made in Libraries and User Access sub module.
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1. Select Library or User Access from the category dropdown list.

ZHEILLA MARIE A. DE CASTRO
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1. Select the date range from the calendar icon.
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2. Click the Filter button.
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1. General Information
1.1. Application Overview

The Customer Satisfaction Survey Application (CuSSA) shall support the recording of
customer feedback in line with the implementation of Quality Management System
(QMS) towards ISO 9001: 2015 certification. CuSSA enables the Department with
better recording, management and monitoring of walk-in customers’ feedback. Built-
in functions are based on the Department Order 169 series of 2016 for a more efficient
and quality records management.

1.2. Application References
The application complies with the latest Department Order (D.O. 169 series of 2016)
concerning the Department’s implementation of its Quality Management System (QMS)
towards ISO 9001: 2015 Certification.

1.3. Points of Contact

This section covers the points of organizational contact (POCs) that may be needed by
the document user for informational, procedural, and technical purposes.

1.3.1. Information

The Stakeholders Relations Service (SRS), being the application owner, serves as
the official source of information relating to the SRS process and the application.
Document user shall inform SRS concerning any information about the process and
the application.

1.3.2. Coordination

List below are the concerned offices and personnel that will help application user
deal with the changes in processes and practices brought by the application.

Service/Personnel Responsibilities Application User

Stakeholders Relations To provide first-hand
Service, Stakeholders information and solution
Affairs Division (SRS-SAD) | to non-technical concerns | All application user
encountered by the (from Central Office
application user. (CO), Regional
Office (RO) and
To be the coordinator District Engineering

between the application Office (DEQ))
user and the technical
team.

Information Management
Service, User Support
Division, IT Helpdesk
Section (IMS-USD-ITHS)

To serve as the level 1
Solution Provider (SP) for
technical concerns

Application User
from CO
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Regional IT Support Officer

(RITSO) application user. from RO
District IT Support Officer Application User
(DITSO) from DEO

encountered by the

Application User

Information Management
Service, Application
Support Division (IMS-ASD)

To be the SP to all
technical concerns
escalated by the level 1
SP.

Application User
from CO, RO and
DEO

1.3.3.

3| Page

Customer Satisfaction Survey Application (CuSSA) — User’s Manual

Helpdesk

User may report all application technical issues and concerns through the following
means:

» Filing request/s thru web: http://itservicedesk/MRcgi/MRentrancePage.pl
* Sending in email request to the itservicedesk@dpwh.gov.ph

* Calling the helpdesk hotline 5304-3070 loc. 43070




2. Application Summary
2.1. Data Flows

Customer Satisfaction Survey Application (CuSSA) is an enterprise-wide application that works with interfacing with other existing
applications in the Department.

[ NEEDED DATA ' SOURCE APPLICATION OWNER
Emol Inf ti Personnel Information System Human Resource and Administrative
mployee tnformation ) ~ (PIS) Service (HRAS)
Organization Data Internal Organlzat(l?SMl\/lsea)nagement System Information Management Service (IMS)

. Administrative Area Management System
Location Data _ (AAMS)

Planning Service (PS)

4| Page
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2.2, User Access Levels

Setting Customer Satisfaction Survey Form Office

Customer Satisfaction Survey
l Customer Satisfaction Survey Form

User Roles:

Stakeholder

AA — Application Administrator

SRS - Stakeholders Relations Service User
FDO - Front Desk Officer

RPIO — Regional Public Information Officer
DPIO - District Public Information Officer
CPIO - Central Office Public Information Officer

51
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2.3. CuSSA Modules

2.3.1. Customer Satisfaction Survey

Available to external stakeholders, this module caters the collection of feedback regarding the people, process, facilities and amenities
and service quality of the Department.

6| Page
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3. Getting Started
3.1. Logging On

1. Go to http.//co-web06:501 or click on the CuSSA shortcut icon on the desktop to launch the application.

il I

DPWH Customer Satisfaction Survey Application

B e £

7
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An error message will be displayed for incorrect login credentials.

DPWH Customer Satisfaction Survey Application

& decastrozma
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Otherwise, upon successful login, Terms of Use page will be displayed.

T ¥ Doputmeht of Pubitic Wiorks ood Highwity:

i

CuSSA

LR

DPWH Customer Satisfaction Survey Application

o= tmste with strict confidentialty &nd M consanance to e

g 3= uftgrre Feediase LS 52 geT o uoang malaman ang kefidad ng serbisyeng neterggag winio sa SaQ0SN2 2a amvng onisins. Ang iahet rg makakalap na mmRoTrasyon ay alrsurcd se I00Z Dele

| agrea and scoepl

EN
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3.2. Agreeing to Terms of Use

1. Click I agree and accept to proceed to the Language Selection popup screen.

M M. Department of Public Warks and Highways 3] Change Ofice

DPWH Customer Satisfaction Survey Application

| agree and accept
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Select the language which the survey will be taken in. The user will be redirected to the survey proper.

M ®  Dopartment of Public Woeks and Highways

B crange offiee

' DPWH Customer Satisfaction Survey Application

_‘ The DPWH Custormer Feedback Survey will be used to determine the quakty of he seﬂiicé received m DAWH Offices. AU personal nmxmanon olstainedt v be treated with B Ta Ay 341 I canEEndLe 5 e

<. provisions of the Data Privacy ACL0f 2012 and GPYH Fivacy Policy:

i

d :~"AWDPWH0umm et wvé\meyiy, gemin upang

= % h g Pakaalag fa aTETnESyT By Fesncd fa UL Osla
© Privacy Act at DPWH Privacy Pokigy )

TE T
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3.3. Filling Out Personal Information

The external stakeholder will be redirected to Personal Information screen. Language in the fields will be displayed based on the
language selected.

® %! Depariment of Public Works and Highways

Date of Visit: 08/30/2022

FamETTINTETH REpresamigineg General Public

Personal information

e
Towmase () Female

Address

Note: Office Visited is automatically set based on the currently logged in User’s office.
12 |
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1. Click Time of Visit to set the time of visit.

M%) Bepartment of Pubic Works snd Highways

Date of Visit: 08/30/2022

Time of Visit I

Birlimex Gine Hegronsritative (} Government Representative General Public

Personal Information

(O Male () female

Address

13 |
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Time of Visit modal will be displayed. Set the value and click Ok button to proceed.

B ® ' Department of Pudlic Works and Highways

K ir ) Py pr o At i §tae v

Date of Visit: 08/30/2022

F«m ot Visit*

Foceibine Set vl Womilend 4 -

() Bupmess © centman () ap () Benesal Public

Personal information O//

et

¥rct M

CANCEL oK

dge

) Male (T} Female
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2. Select the Frontline Service/s Availed by ticking the corresponding checkbox.

W ® Depanment of Public Woerks ond Highways

Date of Visit: 08/30/2022

23 P

Male Female

Address

Note: Multiple selection can be made for the Frontline Services Availed.
Search the Frontline Service/s by inputting a keyword in the search bar.
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3. Fill out Personal Information fields.

M B Depastiment of Public Works and Highways

Personal Information

Male Female

Address

Contact Details

Please check the appropriate box that best describes you answer

wnat strensioe of cowfeednaci T ) Praise (] Complaint [ Suggestion [T} Comment
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4. Choose the Nature of Feedback in the checkboxes.

MR Depattrriom of Pulilic Works and Highways

Juza

30

@) Mate Female

Address

Samgatoc, Maniia
Manile;sMaria

wietropaltan Maniia

Contact Details

DOIZUL6TEY

B 8307258

juan defacruz fgmail com

Please check the appropriate box that best describes yau answer

rElreof outeslisn (73 Praise [ Gomplapt ] Suggestion [ Sopmwment

Note: Multiple selection can be made for the Nature of Feedback.
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5. Click Next button to proceed to the Survey. Or click Back to return to Terms of Use page.

B %! Departmant of Public Works and Highways

Juan

3

@ wale Female

Address

Sampalac, Manla

Maniassania

LN S il v
Contact Details

39123456789

I Apzae

juan.delacruzi@gmall com

Please check the appropriate box that best describes you answer

2 rats of Eesnat & piace [ complaint  § Suggestion  [] Comment
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When Back button is clicked, a confirmation popup screen will be displayed. By clicking Yes, user will be redirected to Terms of Use

page.

M ¥ Deparnnentof Pudlic Works and Highways

@m ) Fumie

Address
-
Sarroskes Kaots
T
Mandaitless
[Se—
Rstrnpaliten Wards -
Comtact Detalls You wilt jose all data entered. Do you really want to continue?
s AL s
Wowt adae
jaan oelcruriorad com T — e —

Please check the appropnate box that best describes you antwer
B Frase [ Comobent [ homeston [ Cormart

Virtiat 3 The it 57 o lesmacht
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3.4. Answering the Survey Form

This module enables the user to answer the Customer Satisfaction Survey.

[ ®  Department of Public Works and Highways

) People
-

Security Guard

S S

YES NO

EwWHES 282
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MR Denoctmant of Pubie Wocks and Highwiy

D
)

(=N |

YES

g

Security Guard

NO

1 Survey Category

) Survey Subcategory

3 | Survey Item
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1. Click Yes or No to provide feedback for the specific Survey Item displayed. By clicking Yes, the next survey item will be
displayed. Otherwise, the Reason for saying no popup screen will be displayed.

‘\H A Department of Public Works and Highways

@) People
[ )

Security Guard

S D

YES NO
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3.5. Providing Reason for Saying No

1. Select reason from the dropdown list.

‘MM Ooparimont of Pubilic Works and Highways

Qv People

-‘ Do you fead soturen and-satisfied with the office and parsonnal wol s fransscting with?

Security Guard

Note: The users must select at least one (1) reason. Multiple reasons can be selected.
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When *Others’ option is selected, an additional field will be displayed. The user can input other reason, which is not included on the list.

) M Department of Public Works and Highways

o) People

-‘ Do vou feel saciiiad and satisfiad with the uffice 3nd personne vou are trahsaciing with?

Competence of Staff

3

1] rmermpeiees
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2. Click Submit to proceed to the next survey item. Clicking Cancel will close the popup screen and return to the current survey item.

R Depattment of Publis Works snd Highways

-‘ Do you 1eal seouted ana satisfied With the office and pErEonnel you are Irnsacting with?

Competence of Staff

c—

= — e —

“ o

AT —— e —

25 |

Customer Satisfaction Survey Application (CuSSA) — User's Manual



3. For Service Quality category, user can answer the survey by clicking the star. A corresponding rating scale is displayed upon
selecting a star/s.

'™ M Department of Public Works and Highways

w Service Quality

There was an overall sense of willingness to help, assist, and provide the service | was availing.
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3.6. Summary Page

Upon completing answering all the survey item, this page will be displayed containing the user’s answer for each survey item including
the reason for saying no, if any.

WM Deparmem of Pubie Works and Highways

DLt o= e borwbimeginn isen i by pgn w thatees ot swesenidp

Feedback Summary

Security Guard

Cempelence of St

P P

®

Behavior of Staif

Procens

® ® ®

Quality

of Systems /

Timeliness

® ®®

office / Work Environment

Restroom

Parking Area

Selin S0

27 |

Customer Satisfaction Survey Application (CuSSA) — User’s Manual



3.6.1. Changing Survey Answers

1. The user has the option to change their answer for each survey item by clicking the corresponding answer icon.

n if"', Department of Public Works and Highways
& N

Feedback Summary

People

Security Guard E

competence of Staff

Behavior of Staff e

Guality

of Systems /

Timeliness

® 6 ®

Facilitiez / Amenities

Office / Work Environment

Restioom

Parking Area

® ® ®

Ein & 2o
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Upon clicking the answer icon, a popup screen will be displayed.

‘B Gopanment of Pulia Works and Higtwers

© . ciick onthe comespanding item f youtish 10 chenge your response A N " B i

Do you feel secured and satisfied with the office and personnel
you are transacting with?

S
L)
| =
Security Guard _
®
S
S

S B

YES MO

Timakness - .
Offic= Wk Envinoament e
i S
Parileg Area e
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2. Click Yes or No to change answer for the survey item. When No is clicked, refer to Section 3.5 (Providing Reasons for Saying No).

H M Department of Public Works and Highways

Feedback Summary
Clich SryIrw oy epper =g e 2 yo sl Ao 2l gl HEESOOSR
Paople

Serasity Guard Q
o’

Competence of Staff
Behavior of Staff Do you feel secured and satisfied with the office and personnel e
you are transacting with? ety

& &

Effi of Systems / P
YES NO

Tepesni sy Ry o
e 2
S
S

Tamstiness — — =

Facilities / Amenities

Oftfice / Work Environmert

5
® ® ®

Pariing Area
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3.6.2. Completing the Survey

1. Rate the overall experience by clicking the star/s.

MR Duperiment of Pubie Werka snd Fighways

There was an overalt sense of willingness to help, assist, and provide the sepvice | was avaiting:

The output of the service was defivered foiowing the polcy and - with 22r0 10 a minima error,

The tocatian is ient, with ample ities for Cigar signages and/or modes of technology were also used o ease my tiansaction.

There were clear instructions an the next steps.that have to undergo and aft my queri

Thie bilting process js efficient and reasonable,

®®®®®

[ Mave trust that the service | am availing 15 done Tairty.

The frontiine siaff who assisted me was capable in doing hissher job, understanding and helpful.

The service { availed Is essentiat to my business:personat goals.

®
&

How was your overall experience in visiting DPWH? *

Comments

O S 2022
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2. Enter comments in the field provided.

o] Depaftmen!b of Public Wosks and Highways

There was an overalf sense of willingness to help, assist, and pravide the scrvice t was availing. @
The output of the service was delivered following the policy and standards. with zero to a minimal error, @
The location is convenient. with ample amenities for comfortable transactions. Clear Signages and ‘or modes f technology were alsc used to ease my Iransaction. @)
There were clear instructions on the next steps that t have to undergo and alf my queties were answered satisfactorily. e
The billing process is efficient and reasanable. e
i have trust that the service | am availing is done fairly, "':]
The frontline staff who assisted me was capable in doing his/her job, understanding and helpful. e
The segvice | avalled is ial to my o i gaals. r@

How was your overali experience in visiting DPWH? *

Comments

32| Page
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3. Click Submit to submit the survey feedback form.

There was an ovecall sense of willingress 1o help, 3ssist. und grovide the service | was availing. @

The output of the service was delivered foilowing the policy and standards, with zero to a minimal! efror

The {ocalion is convenient, with ample for i Clear si andior modes of technology were also wsed lo ease my ttansaction.

There were tlear instructions ontthe aext steps that | have (o undergo and alt my queries were answered satisfactorily,
The billing process is efficient and reasonable.

1 hdve trust that the service 1 am availing is done fairly.

The frontline staft whe assisted me was capable in doing his/her job, understanding and hetpful. @

The service tavailed is essential to my business/personal goals. Cal

How was your overall experience in visiting DPWH?

Comments
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Upon clicking Submit, a confirmation popup screen will be displayed. Click Yes to confirm submission or No to return to the Summary
page.

The output of the service was defivered following the policy snd standards, with zeso to a minimal error.

Fhe focation is. with ample itles for { £ Clear siy andZor modes of technology were atso used {0 ease my transaction.

There were clear itvstructions on the next steps that | have lo undergo and all my queries were answered satisfactotily

The billing process is efficient and reasonable.

®®®

'
L]
A\

1 have trust that the service t am availing is done faidy.

®

{

The frontiine staf? who assisted me was capabie in daing his/her job, undersiatigies wndt hatobud

Submit Feedback?
The service § avalied is essential io my business/personal goais,

®

Cormnents

158 phaactey uemaieyy

pEFR Y

34 |

Customer Satisfaction Survey Application (CuSSA) — User’s Manual



Upon successful submission, a confirmation popup screen will be displayed. Click Ok to close the popup screen and return to Terms of
Use page.

‘TN Deparumant of Pybiic Works and Hignways

i m«mammmtmmumuwmm sminial smor,

.

. Thware were cleac instructions on the next staps that | have to ndergo and all my querk . ¢ iy, <
B = P e e g

| = e, JRET) S [T [0 =S

ey et el Sl Thank you for your feedback

#

.

"-;sv:ﬁntﬁvleelwaﬁedh 10 my busioe goals.
i LR . -

e

V30 i e ey

i
DFWH 2022
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4. The user may also reset the form by clicking Reset.

B ®  Depanment of Public Works and Highways

There was an overall sense of willingness to help, assist, and provide the service | was availing.

The output of the service was delivered foliowing the policy aid standards, with zero to a minimal error.

The focation is convenient, with ample amenities for comfortable transactions. Clear signages and'or modes cf technolegy were also used (o ease my transaction.

There were clear instructions on the next steps that t have to undergo and all my queries were answered satisfactoriy.

The billing pragess is efficient and reasonable.

i have trust that the service | am availing is done fairly,

The frontline staff who assisted me was capable in doing hissher job, understanding and hefpful. .'{2_‘
The service { availed is essential to my business/personal goals. e

Huw was your everall experdience in visiting DPWH? «

Comments

_ Subrmit > Reset
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Upon clicking Reset, a confirmation popup screen will be displayed. Click Yes to reset the form.

B Dipartraont of Publlc Wosks and Highways

e, Clew sgimges wd/or modes of tachnology were also used 1o ease my isneaction.

- Mmdwmumtmhmnmmdlmumwﬂmmmmwm ,v :

. . The bifiog process Is eficisrt and rensonable.

®®®®d®

Fl
1
A

 Hioye el hat the m’""ﬂmhm"m = You will ose alt data entered. Do you really want to contirue?

o )0 il
® = o -

{2 The frontine stoff whe seststed me was cepsble n doing bisvhe fob, s

®®

s sorvios 1 availed is essential o my busiiesa/personal gosls.
B < el . -y ) L )

Fios

< ow was your overall sxperienice i visiing DPWHT T -

Note: Resetting the form will clear all the data provided and redirect the user to the Personal Information page.
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