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Overview

The Local Government Unit (LGU) of Trinidad is a fist-class municipality in the Second
District of the Province of Bohol. It is primarily an agricultural municipality committed to
delivering responsive, efficient, and transparent public services to its constituents.
Guided by the Local Government Code of 1991 and relevant national laws, the LGU
provides essential frontline services in health, social welfare, agriculture, civil
registration, business licensing, infrastructure, environmental management, and other
public services.

Guided by the provisions of the Local Government Code and in compliance with ARTA
Memorandum Circular No. 2022-02, the LGU continuously implements systems to
ensure accessibility, timeliness, and quality of frontline services. Through the Client
Satisfaction Measurement (CSM), the municipality actively gathers feedback from clients
to improve service processes, strengthen accountability, and enhance the overall
delivery of public services.

Customer Satisfaction Management (CSM) Report Summary

Based on the results of the Customer Satisfaction Management of LGU-Trinidad, the LGU
was rated by its respondents with the following:

Table 1. Summary of Results
. ____________________________________________________|

CC AWARENESS
CC VISIBILITY

CC HELPFULNESS
RESPONSE RATE
OVERALL SCORE

The metrics presented in the above table give emphasis to the Local Government of
Trinidad’s continued commitment to enhancing its Client Satisfaction Measurement
(CSM) initiatives.
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Il. Scope

A. PERIOD COVERED

The Local Government Unit of Trinidad, Bohol conducted Client Satisfaction
Measurement (CSM) surveys throughout the period from January 2025 to
December 2025.

B. GEOGRAPHIC AND OFFICE COVERAGE

All clients who availed of services in the municipal government offices were
surveyed to ensure comprehensive feedback on service delivery.

The survey utilized the standard Harmonized CSM Questionnaire prescribed by the
Anti-Red Tape Authority (ARTA). It collected information on client demographics,
three (3) questions related to the Citizen’s Charter, and eight (8) questions covering
the following Service Quality Dimensions:

Responsiveness
Reliability

Access and Facilities
Communication
Costs

Integrity

Assurance
Outcome.

NV E®WNR
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Table 2. List of Surveyed Services

C. LIST OF SERVICES SURVEYED, RESPONSES, AND TOTAL NUMBER OF TRANSACTING
CLIENTS

NAME SERVICE

TOTAL
TRANSACTIONS

TOTAL
RESPONSES

EXTERNAL SERVICES

Processing of Financial Assistance to Families 120 92
in Crisis Situation
Availing of Public Customer Assistance for 39 35
Job Endorsement
Issuance /Securing of Mayor’s Clearance 56 49
Application for Water Service Connection 30 28
with Trinidad Waterworks System (TWS)
Application for New Mayor’s and Business 212 137
Permit
Application for Renewal of Mayor’s and 849 265
Business Permit
Accreditation of NGO's/PQO's/CSQO's 30 28
Issuance of Photocopy/True Copy of SB 80 66
Documents
Issuance of Certifications and Endorsements 15 14
Request for Personnel Records 25 24
Securing Locational Clearance 246 150
Securing Zoning Certification 79 66
Securing Environmental Clearance 12 12
Securing Fishing Vessel License 2 2
Securing Garbage Collection Stickers 620 237
Securing Tax Clearance 400 196
Registration of Brand Mark — Patik 0 0
Payment of Real Property Tax 1000 278
Calibration of Weighing Scale 1 1
Retiring A Business 10 10
Renewal of Lease of Contract 150 108
Securing Community Tax Certificate 450 207
Payment of Market Rental 150 108
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Processing of Claims-Financial Assistance to 775 257
Senior Citizens, PWD, Solo Parent and AIFCS

Processing of Claims-Payment for 8 8
Procurement Thru Public Bidding (Goods)

Payment of Advances to Contractors on 25 24
Progress Billing for the Procurement thru

Public Bidding (For Infra and Consulting

Services

Preparation of Accountant’s Advice for Local 458 209
Check Disbursements

Issuance of Certified True Copy of Tax 1321 298
Declaration

Issuance of Certification of Landholdings and 532 223
Improvements

Issuance of Sketch Plan and/or Vicinity Plan 250 152
Issuance of Tax Declaration for the Transfer 400 196
of Real Property Ownership for Land,

Building and Machinery

Processing of Financial Assistance to Families 775 257
in Crisis Situation

Processing of Certificate of Indigency 136 101
Processing of Documents for Referral to 182 124
Other Agencies

Processing of Senior Citizens and Persons 2293 329
with Disability Cash Assistance During

Special Occasion

Processing and Issuance of Identification 247 151
Cards

Management of Cases of Child Abuse, 11 11
Neglect and Exploitation

Management of Cases on Violence Against 24 23
Women and Children

Management of Cases on Children in 6 6
Conflict with the Law (CICL)

Issuance of Building Permits 155 111
Issuance of Ancillary and Accessory Permits 295 167
Technical Assistance in the Preparation of 50 44

Engineering Plans & Program of Works
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Annual Budget Preparation and Submission 1 1
Review the Barangay Annual/Supplemental 24 23
Budget
Review the Sangguniang Kabataan (SK) 20 19
Annual/ Supplemental Budget)
BREQS-Batch Request Entry System 578 231
Registration of Birth 229 144
Registration of Death 131 98
Registration of Marriage 110 86
Application for Marriage License 125 94
Issuance of Certifications of All Vital Events 1426 303
(Birth, Death and Marriage)
Filing of Petition Under R.A.9048, 10172 104 82
Delayed Registration of Birth, Death, 70 59
Marriage
Legitimation 30 28
General Out-Patient Consultation 1100 285
Maternal Health Services- Prenatal/ Natal/ 300 169
Post Natal and Family Planning
Child Health Services- Well Child & Sick 2164 326
Children Management
Child Health Service- Immunization Services 168 117
Securing Health/ Medical Certification 140 103
Pre-Marriage Orientation and Counselling 100 80
Availing Laboratory Services 200 132
Securing Sanitary Permit and Health Card 100 80
Pursuing Sanitation- Related Complaints 500 217
Provision of Production Support Materials 220 140
Provision of Technical Assistance on Crops, 225 142
Livestock & Fisheries
Upgrading of Large Animal Breed Thru 112 87
Artificial Insemination
Agri-Fishery Insurance of 335 179
Farmers/Fisherfolks Under PCIC Program
Issuance of Animal Inspection Certificate 56 49
Slaughterhouse Services 42 38
Enroliment of Farmers to RSBSA 145 105
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Provision of Government Facilities and 573 230
Equipment-Trinidad Cultural Center

Provision of Government Facilities and 167 117
Equipment-Heavy Equipment (6-Wheelers

Dump Truck)

Provision of Government Facilities and 2 2
Equipment-Heavy Equipment (10-Wheelers

Dump Truck)

Provision of Government Facilities and 4 4
Equipment-Heavy Equipment (Road Grader)

Provision of Government Facilities and 2 2
Equipment-Heavy Equipment (Backhoe)

Provision of Government Facilities and 1 1
Equipment-Heavy Equipment (Road Roller)

Provision of Government Facilities and 102 81
Equipment-Heavy Equipment (Boom Truck)

Provision of Government Facilities and 1 1
Equipment-Tractor

Provision of Government Facilities and 24 23
Equipment-Tourist Bus

Emergency Response 485 215
Hazard Certification 0 0
Public Service 15 14

INTERNAL SERVICES

Request for Personnel Records 150 108
Processing of Claims-Payrolls of Casual 120 92
Plantilla, Contractual, Regular and Officials
of LGU-Trinidad, Bohol
Processing of Claims-Payrolls of Job Order 4223 352
and Contract of Service
Processing of Claims-Reimbursement of 358 185
Travelling Expenses
Issuance of Obligation Request 12799 373
Issuance of Office Supplies 1222 292
Enrollment & Admission Services 9064 369
Payment of Tuition and Miscellaneous Fees 800 260
for Non-UNIFAST Scholars

Client Satisfaction Measurement Reports, 2025 First Edition 6|Page




Issuance of School Records 14565 374
Withdrawal from the Course/Program 16 16
Dropping from the Class 0 0
Adding, Dropping and Changing (ADC) of 150 108
Subjects

Table 3. Services with no clients in CY 2025:

Registration of Brand Mark — Patik 0 0
Hazard Certification 0 0
Dropping from the Class 0 0

lll. Methodology

For in-person clientele, surveys were distributed and promptly collected by the
department head or his/her staff immediately after the completion of the transaction
in their respective office. In addition, survey questionnaires are also place in the Public
Assistant Counter and Complaints Desk.

For business permits online clients, data collection was managed by the Licensing
Officer.

The eight service quality dimension (SQD) questions were scored using a 5-point Likert
Scale. The overall score was calculated by taking the average of the responses. The
interpretation of the results is as follows:

Figure 1. The 5-point Likert Scale

SCALE RATING

Strongly Agree

Agree

Neither Agree nor Disagree
Disagree

1 Strongly Disagree

The Overall score of the 85QDs was computed based on the following formula:

N W~ U
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Overall Score = Number of ‘Strongly Agree’ answers+ Number of ‘Agree’ answers

Total Number of Respondents — Number of ‘N/A” answers

Table. 4. The interpretation of the results:

SCALE RATING

Below 60% Poor
60.0%-79.9% Fair
80.0%-89.9% Satisfactory
90.0%-94.9% Very Satisfactory
95.0%-100% Outstanding

IV. Data Interpretation

A. DEMOGRAPHIC PROFILE

The customer satisfaction survey conducted by the Municipal Government of
Trinidad, Bohol for CY-2025 aimed to assess service delivery across different
demographic groups. Understanding the demographic profile helps contextualize
survey findings and identify priority areas for improvement.

Table 5. Age Demographic

AGE EXTERNAL INTERNAL OVERALL
1. 19 or lower 297 2.60% 32 0.28% 329 3%
2.20-34 1,891 | 16.53% | 1,066 9.32% 2,957 26%
3. 35-49 3,051 | 26.67% | 1,022 8.93% 4,073 36%
4. 50-64 1,435 | 12.54% 220 1.92% 1,655 14%
5. 65 or higher 663 5.80% 2 0.02% 665 6%
6. Did not specify 1,574 | 13.76% 186 1.63% 1,760 15%
TOTAL 8,911 | 77.90% | 2,528 | 22.10% | 11,439 100%

The CY-2025 Customer Satisfaction Survey of the Municipal Government of Trinidad,
Bohol gathered 11,439 responses from both external users (78%) and internal staff

Client Satisfaction Measurement Reports, 2025 First Edition
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(22%). Most respondents were aged 35-49 (36%), followed by 20-34 (26%),
indicating that young to middle-aged adults are the primary users of municipal
services. Older groups included ages 50—64 (14%) and 65+ (6%), while only 3% were
aged 19 and below; 15% did not disclose their age. Overall, the results show a diverse
user base, with citizen feedback dominating, and highlight the need to improve
accessibility for senior citizens and encourage more complete demographic
reporting.

Table 6. Sex Demographic

SEX EXTERNAL INTERNAL OVERALL
1. Male 4,107 | 35.90% | 1109 9.69% | 5,216 | 45.60%
2. Female 4,804 | 42.00% | 1,419 12.40% | 6,223 54.40%
3. Did not specify 0 0 0.00% 0 0.00%
TOTAL 8,911 | 77.90% | 2,528 | 22.10% | 11,439 |100.00%

The sex demographic of the CY-2025 survey shows a higher participation rate among
females, who account for 6,223 respondents or 54.40% of the total. Males comprise
5,216 respondents or 45.60%.

Among external users, females (42.00%) outnumber males (35.90%), indicating that
women are more active in accessing municipal services. This trend is also reflected
internally, where female staff (12.40%) exceed male staff (9.69%) in survey
participation. Notably, there were no respondents who did not specify their sex,
ensuring complete data for this variable.

Overall, the results suggest stronger engagement from females both as service users
and as part of the workforce. This highlights the importance of maintaining gender-
responsive programs and ensuring that services remain inclusive and accessible to
all.
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Table 7. Customer Type

TYPE EXTERNAL INTERNAL OVERALL
1. Citizen 6,117 | 53.47% 895 7.82% 7,012 | 61.30%
2. Business 1,404 | 12.27% 139 1.22% 1,543 | 13.49%
3. Government 904 | 7.90% 1,409 | 12.32% 2,313 | 20.22%
4. Did not specify 486 | 4.25% 85 0.74% 571 | 4.99%
TOTAL 8,911 | 77.90% | 2,528 | 22.10% | 11,439 (100.00%

Client Satisfaction Measurement Reports, 2025 First Edition

The customer type distribution in the CY-2025 survey is largely dominated by
citizens, who comprise 7,012 respondents or 61.30% of the total. This confirms that
individual residents are the primary users and evaluators of municipal services.

Business respondents account for 1,543 (13.49%), indicating a moderate level of
engagement from the local business sector. Meanwhile, government respondents
total 2,313 (20.22%), with a significant portion coming from internal staff (12.32%),
reflecting strong participation from within the organization.

Among external users, citizens (53.47%) form the majority, followed by businesses
(12.27%) and government-related respondents (7.90%). A small portion (4.99%) did
not specify their customer type.

ANALYSIS OF DEMOGRAPHIC RESULTS:

Overall, the data highlights that feedback is largely citizen-driven, while still
capturing insights from businesses and government personnel. This distribution
underscores the importance of prioritizing citizen-centered services while also
addressing the needs of institutional and business stakeholders, and encouraging
complete respondent classification for more precise analysis.

The demographic results of the CY-2025 Customer Satisfaction Survey reveal several
key patterns that are important for planning and service improvement.

First, in terms of age, the majority of respondents fall within the 20-49 age bracket,
particularly the 35-49 group. This indicates that economically active and working-
age individuals are the primary users of municipal services. However, the relatively
low participation of senior citizens (6%) and youth (3%) suggests possible gaps in
accessibility, awareness, or engagement among these groups.
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Second, the sex distribution shows a higher proportion of female respondents
(54.40%) compared to males (45.60%). This trend is consistent across both external
users and internal staff, suggesting that women are more actively engaged in both
accessing and evaluating municipal services. This highlights the importance of
sustaining gender-responsive and inclusive service delivery.

Third, in terms of customer type, citizens dominate the survey (61.30%), followed by
government respondents (20.22%) and businesses (13.49%). This confirms that
feedback is largely driven by individual residents, while still capturing insights from
institutional and economic sectors. The presence of internal government
respondents also strengthens organizational feedback mechanisms.

Additionally, the majority of responses come from external users (78%),
emphasizing that the survey effectively captures public perception of municipal
services. Internal responses (22%) provide complementary insights from employees,
which can support internal improvements.

However, there are minor data gaps, such as the 15% of respondents who did not
disclose their age and about 5% who did not specify customer type. While not
critical, improving data completeness would enhance the accuracy of future
analyses.
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B. COUNT OF CC AND SQD RESULTS

Figure 2. CC Result

CITIZEN’S CHARTER ANSWERS RESPONSES PERCENTAGE
Nakahibalo ko unsa ang Citizen’s
cc1 Charter (CC) ug nakakita ko sa CC sa 9,914 86.67%
kini nga buhatan.
cc1 Nakahiba!o ko unsa ang FC apan WALA 967 8.45%
ko makakita sa CC sa kini nga buhatan
Nakahibalo ko bahin sa CC lamang
cc1 human ko makakita sa CC sa kini nga 283 2.47%
buhatan.
Wala ko kahibalo unsa ang CC ug wala
cc1 ko makakita og CC ning buhatan. 275 2.40%
(Tubaga ‘N/A’ sa CC2 ug CC3)
CC AWARENESS 11,439 100.00%
CC2 Sayon makita 9,768 85.39%
Ccc2 Medyo sayon makita 1,042 9.11%
CC2 Lisod makita 205 1.79%
CC2 Wala gyud makita 424 3.71%
CC VISIBILITY 11,439 100.00%
CC3 Dako kaayo’g natabang 9,909 86.62%
CC3 Medyo natabangan 1,133 9.90%
CC3 Wala makatabang 213 1.86%
CC3 Dili Applikable 184 1.61%
CC HELPFULNESS 11,439 100.00%

The Citizen’s Charter (CC) results for CY-2025 show very strong awareness, visibility,
and usefulness, with only minor gaps that can still be improved.

1. Awareness (CC1)

A large majority of respondents (86.67%) stated that they know what the
Citizen’s Charter is and have seen it in the office, indicating highly effective
information dissemination. However, 8.45% are aware of the CC but have not
seen it displayed, suggesting inconsistency in visibility across offices. A small

Client Satisfaction Measurement Reports, 2025 First Edition
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portion (2.47%) only learned about the CC upon seeing it, while 2.40% remain
completely unaware, pointing to a minimal but important awareness gap.

2. Visibility (CC2)

The CCis generally easy to locate, with 85.39% saying it is “easy to find” and 9.11%
“somewhat easy.” This reflects good compliance with posting requirements. Still,
about 5.5% (those who find it difficult or not visible at all) indicate that placement,
signage, or accessibility may need improvement in certain areas.

3. Helpfulness (CC3)

Most respondents (86.62%) found the CC very helpful, and another 9.90% found
it somewhat helpful. This confirms that the CC effectively guides clients in
understanding procedures, requirements, and timelines. Only a small percentage
(1.86%) found it not helpful, while 1.61% marked it as not applicable.

Overall Analysis

The results demonstrate that the Citizen’s Charter is well-implemented and
functioning as intended, with high levels of awareness, accessibility, and usefulness.
However, the data also highlights areas for improvement:

e Ensure consistent and prominent display of the CC in all offices
¢ Strengthen information campaigns for the small group still unaware
e Enhance visibility strategies (e.g., better placement, clearer signage)

In summary, the municipality has achieved excellent compliance and effectiveness in
implementing the Citizen’s Charter, while continuous improvements can further
ensure that all clients are informed and guided efficiently.
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Figure 3. SQDO RESULT - INTERNAL AND EXTERNAL OF CY-2025

S | Neither St |
rongly Agree nor ) .rong y .
Agree Agree 3 Disagree | Disagree | N/A (Dili Overall
Disagree i o ) Total )
(Uyon (Uyon) (Dili Uyon (Dili Uyon) [ (Dili Kaayo | Aplikable) Rating
LR Dili Supak) D)
SQDO 5,229 6,018 163 23 4 2 11,439 | 98.34%

The SQDO results reflect an excellent level of satisfaction among both internal and
external clients. Out of a total of 11,439 responses, a combined 11,247 respondents
(98.34%) rated the service positively (Strongly Agree and Agree), indicating that the

service consistently meets or exceeds client expectations.

Figure 4. SQDO RESULT - EXTERNAL OF CY-2025

S | Neither St |
i Agree nor . .rong Y .
Agree Agree 3 Disagree | Disagree | N/A (Dili Overall
Disagree i . ) Total _
(Uyon (Uyon) (Dili Uyon (Dili Uyon) [ (Dili Kaayo | Aplikable) Rating
Kaayo) Dili Supak) Uyon)
SQDO 3,996 4,943 30 1 3 2 8,975 99.62%

The SQDO results for external clients demonstrate an outstanding level of satisfaction,
with an overall rating of 99.62% out of 8,975 total responses. A combined 8,939
respondents expressed positive feedback (Strongly Agree and Agree), indicating that
the services provided are highly effective and consistently meet client expectations.

Figure 5. SQDO RESULT - INTERNAL OF CY-2025

ST | Neither T |
i Agree nor . .rong Y .
Agree Agree 3 Disagree | Disagree | N/A (Dili Overall
Disagree o o _ Total )
(Uyon (Uyon) (Dili Uyon (Dili Uyon) [ (Dili Kaayo | Aplikable) Rating
Kaayo) Dili Supak) Uyon)
SQDO 1,233 1,075 133 22 1 0 2,464 93.67%

Client Satisfaction Measurement Reports, 2025 First Edition

The SQDO results for internal clients reflect a high level of satisfaction, with an overall
rating of 93.67% from a total of 2,464 responses. A combined 2,308 respondents
(93.7%) selected Strongly Agree and Agree, indicating that internal services are
generally effective and meet expectations.
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Figure 6. SQD 1 TO 8 RESULT — INTERNAL AND EXTERNAL OF CY-2025

Neither
Strongly Agree nor Strongly

Agree A Disagree Di Disagree N/ A Total

(Uyon (Ugree) (Dili Uyon, (D'IIS: agree) (Dili Kaayo (Dili Responses | Overall

Kaayo) von) 1 pii Supak) i Syon Uyon) | Aplikable)
Responsiveness 5,326 5,889 191 21 9 3 11,439 98.07%
Reliability 5,443 5,413 262 27 3 291 11,439 97.38%
Access and
Facilities 5,297 5,370 259 25 7 481 11,439 97.34%
Communication 5,281 5,583 219 20 2 334 11,439 97.83%
Costs 3,848 3,922 188 34 1 3,446 11,439 97.21%
Integrity 6,930 4,291 189 20 2 7 11,439 98.15%
Assurance 6,741 4,506 167 23 0 2 11,439 98.34%
Outcome 5,890 5,347 174 24 2 2 11,439 98.25%
Overall 44,756 | 40,321 1649 194 26 4566 91,512 97.82%

The combined results for SQD 1-8 reflect an excellent overall performance, with an
aggregate rating of 97.82% from 91,512 total responses, indicating consistently high
satisfaction across all service dimensions.

The SQD 1-8 results for CY 2025 demonstrate consistently outstanding service
delivery across all dimensions. While performance is already excellent, slight
improvements in cost transparency, facility access, and service reliability may further
enhance overall client experience.

Client Satisfaction Measurement Reports, 2025 First Edition
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Figure 7. SQD 1 TO 8 RESULT —EXTERNAL OF CY-2025

Neither
Strongly Agree nor Strongly

Agree n Disagree m Disagree N/ A Total

(Uyon Ugree (Dili Uyon, (D'Ils: agree) (Dili Kaayo (Dili Responses Overall

Kaayo) (Uyon) Dili Supak) i Fyon Uyon) [ Aplikable)
Responsiveness 4,144 4,778 61 2 9 3 8,997 99.20%
Reliability 4117 4,300 119 1 3 291 8,831 98.56%
Access and
Facilities 4,144 4,213 105 2 6 481 8,951 98.67%
Communication 3,940 4,454 81 0 0 333 8,808 99.04%
Costs 3,064 3,100 57 10 1 2,740 8,972 98.91%
Integrity 5,682 3,203 61 2 2 7 8,957 99.27%
Assurance 5,366 3,374 56 3 0 2 8,801 99.33%
Outcome 4,483 | 4,367 43 2 1 2 8,898 99.48%
Overall 34,940 | 31,789 583 22 22 3859 71,215 99.06%

The SQD 1-8 results for external clients reflect exceptional service performance, with
an overall rating of 99.06% from 71,215 total responses, indicating near-perfect

satisfaction across all service dimensions.

The external SQD 1-8 results for CY 2025 demonstrate outstanding and near-flawless
service delivery. The office has effectively met and exceeded client expectations, with
only minimal opportunities for further enhancement in areas such as reliability, access,

and cost-related transparency.

Client Satisfaction Measurement Reports, 2025 First Edition
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Figure 8. SQD 1 TO 8 RESULT —INTERNAL OF CY-2025

Neither
Strongly Agree nor Strongly

Agree n Disagree m Disagree N/ A Total

(Uyon Ugree (Dili Uyon, (D'Ils: ajree) (Dili Kaayo (Dili Responses Overall

Kaayo) (Uyon) Dili Supak) i Fyon Uyon) [ Aplikable)
Responsiveness 1,182 1,111 130 19 0 0 2,442 93.90%
Reliability 1,326 1,113 143 26 0 0 2,608 93.52%
Access and
Facilities 1,153 1,157 154 23 1 0 2,488 92.85%
Communication 1,341 1,129 138 20 2 1 2,631 93.92%
Costs 784 822 131 24 0 706 2,467 91.20%
Integrity 1,248 1,088 128 18 0 0 2,482 94.12%
Assurance 1,375 1,132 111 20 0 0 2,638 95.03%
Outcome 1,407 980 131 22 1 0 2,541 93.94%
Overall 9,816 8,532 1066 172 4 707 20,297 93.56%

The SQD 1-8 results for internal clients indicate a very good level of satisfaction, with
an overall rating of 93.56% from 20,297 total responses. While performance is
generally positive, the results are comparatively lower than external ratings,

suggesting areas for internal improvement.

The internal SQD 1-8 results reflect solid and reliable performance, but with clear
opportunities to further enhance internal systems, particularly in cost-related
processes, facilities, and service consistency, to achieve higher satisfaction levels

comparable to external client ratings.

Client Satisfaction Measurement Reports, 2025 First Edition
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C. OVERALL SCORE PER SERVICE

Table 8. Response per Service - External

EXERNAL SERVICES OVERALL
RATING
Processing of Financial Assistance to Families in Crisis Situation 99.52%
Availing of Public Customer Assistance for Job Endorsement 100.00%
Issuance /Securing of Mayor’s Clearance 99.77%
Application for Water Service Connection with Trinidad Waterworks 100.00%
System (TWS)
Application for New Mayor’s and Business Permit 100.00%
Application for Renewal of Mayor’s and Business Permit 100.00%
Accreditation of NGO's/PQ's/CSO's 100.00%
Issuance of Photocopy/True Copy of SB Documents 99.31%
Issuance of Certifications and Endorsements 99.21%
Request for Personnel Records 100.00%
Securing Locational Clearance 100.00%
Securing Zoning Certification 99.83%
Securing Environmental Clearance 100.00%
Securing Fishing Vessel License 100.00%
Securing Garbage Collection Stickers 100.00%
Securing Tax Clearance 99.66%
Registration of Brand Mark — Patik -
Payment of Real Property Tax 99.52%
Calibration of Weighing Scale 100.00%
Retiring A Business 100.00%
Renewal of Lease of Contract 99.07%
Securing Community Tax Certificate 99.46%
Payment of Market Rental 99.38%
Processing of Claims-Financial Assistance to Senior Citizens, PWD, Solo 100.00%
Parent and AIFCS
Processing of Claims-Payment for Procurement Thru Public Bidding 100.00%
(Goods)
Payment of Advances to Contractors on Progress Billing for the 100.00%
Procurement thru Public Bidding (For Infra and Consulting Services
Preparation of Accountant’s Advice for Local Check Disbursements 98.50%
Issuance of Certified True Copy of Tax Declaration 83.95%
Client Satisfaction Measurement Reports, 2025 First Edition 18| Page




Issuance of Certification of Landholdings and Improvements

94.35%

Issuance of Sketch Plan and/or Vicinity Plan 96.88%
Issuance of Tax Declaration for the Transfer of Real Property Ownership 91.60%
for Land, Building and Machinery
Processing of Financial Assistance to Families in Crisis Situation 99.35%
Processing of Certificate of Indigency 99.01%
Processing of Documents for Referral to Other Agencies 98.12%
Processing of Senior Citizens and Persons with Disability Cash Assistance 99.61%
During Special Occasion
Processing and Issuance of Identification Cards 98.77%
Management of Cases of Child Abuse, Neglect and Exploitation 96.97%
Management of Cases on Violence Against Women and Children 97.10%
Management of Cases on Children in Conflict with the Law (CICL) 100.00%
Issuance of Building Permits 100.00%
Issuance of Ancillary and Accessory Permits 99.93%
Technical Assistance in the Preparation of Engineering Plans & Program of 99.75%
Works
Annual Budget Preparation and Submission 100.00%
Review the Barangay Annual/Supplemental Budget 100.00%
Review the Sangguniang Kabataan (SK) Annual/ Supplemental Budget) 100.00%
BREQS-Batch Request Entry System 99.95%
Registration of Birth 100.00%
Registration of Death 100.00%
Registration of Marriage 100.00%
Application for Marriage License 99.88%
Issuance of Certifications of All Vital Events (Birth, Death and Marriage) 100.00%
Filing of Petition Under R.A.9048, 10172 99.86%
Delayed Registration of Birth, Death, Marriage 100.00%
Legitimation 100.00%
General Out-Patient Consultation 99.81%
Maternal Health Services- Prenatal/ Natal/ Post Natal and Family Planning 100.00%
Child Health Services- Well Child & Sick Children Management 100.00%
Child Health Service- Immunization Services 100.00%
Securing Health/ Medical Certification 98.56%
Pre-Marriage Orientation and Counselling 100.00%
Availing Laboratory Services 98.74%
Securing Sanitary Permit and Health Card 99.72%
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Pursuing Sanitation- Related Complaints

100.00%

Provision of Production Support Materials 100.00%
Provision of Technical Assistance on Crops, Livestock & Fisheries 100.00%
Upgrading of Large Animal Breed Thru Artificial Insemination 100.00%
Agri-Fishery Insurance of Farmers/Fisherfolks Under PCIC Program 100.00%
Issuance of Animal Inspection Certificate 100.00%
Slaughterhouse Services 99.71%
Enroliment of Farmers to RSBSA 100.00%
Provision of Government Facilities and Equipment-Trinidad Cultural 100.00%
Center
Provision of Government Facilities and Equipment-Heavy Equipment (6- 100.00%
Wheelers Dump Truck)
Provision of Government Facilities and Equipment-Heavy Equipment (10- 100.00%
Wheelers Dump Truck)
Provision of Government Facilities and Equipment-Heavy Equipment 100.00%
(Road Grader)
Provision of Government Facilities and Equipment-Heavy Equipment 100.00%
(Backhoe)
Provision of Government Facilities and Equipment-Heavy Equipment 100.00%
(Road Roller)
Provision of Government Facilities and Equipment-Heavy Equipment 100.00%
(Boom Truck)
Provision of Government Facilities and Equipment-Tractor 100.00%
Provision of Government Facilities and Equipment-Tourist Bus 100.00%
Emergency Response 100.00%
Hazard Certification -
Public Service 98.41%
TOTAL 97.27%
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Table 9. Response per Service — Internal

INTERNAL SERVICES OVERALL
RATING
Request for Personnel Records 100.00%
Processing of Claims-Payrolls of Casual Plantilla, Contractual, Regular and 96.80%
Officials of LGU-Trinidad, Bohol
Processing of Claims-Payrolls of Job Order and Contract of Service 99.40%
Processing of Claims-Reimbursement of Travelling Expenses 97.20%
Issuance of Obligation Request 99.46%
Issuance of Office Supplies 100.00%
Enrollment & Admission Services 98.93%
Payment of Tuition and Miscellaneous Fees for Non-UNIFAST Scholars 100.00%
Issuance of School Records 98.93%
Withdrawal from the Course/Program 92.59%
Dropping from the Class -
Adding, Dropping and Changing (ADC) of Subjects 99.54
TOTAL 98.99%
OVERALL TOTAL 98.13%

The results of the Client Satisfaction Measurement for Calendar Year 2025 indicate that
the Municipal Government of Trinidad, Bohol achieved consistently very high
satisfaction ratings across both external and internal services, reflecting effective

implementation of service standards and strong adherence to the Citizen’s Charter.

External services recorded an overall rating of 97.27%, which falls under Very High
Satisfaction (Uyon Kaayo). The data show that a significant majority of services
obtained ratings between 99% and 100%, indicating that clients perceive services as

efficient, accessible, and responsive.

Several services achieved perfect satisfaction ratings (100%), particularly in:

e Business and licensing services (new and renewal of permits)

o Civil registry services (birth, death, marriage, and related certifications)

e Health and sanitation services
e Agricultural support and government facility utilization
e Emergency and social welfare assistance services

These results highlight the Municipality’s strong capacity to deliver client-centered

frontline services.
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However, a few services posted relatively lower ratings, including:

e Issuance of Certified True Copy of Tax Declaration — 83.95%

e Issuance of Tax Declaration for Transfer of Ownership —91.60%
e Certification of Landholdings and Improvements — 94.35%

e Public Service —98.41%

These variations may be attributed to:

e Complexity of technical processes and documentation requirements
e Longer processing times for specialized transactions
e Higher expectations from clients availing regulatory or property-related services

Despite these, all services remained within acceptable to very high satisfaction levels.

Internal services achieved a higher overall rating of 98.99%, also interpreted as Very
High Satisfaction. This indicates that internal clients (employees and departments)
experience efficient and reliable support services.

Most internal services received ratings between 97% and 100%, particularly in:

e Records management
e Payroll and financial processing
e Administrative and academic services

The only relatively lower rating was observed in:
e Withdrawal from Course/Program — 92.59%

This result is likely influenced by the nature of the transaction, which may involve
personal or situational dissatisfaction rather than service inefficiency.

Combining both external and internal services, the Municipality obtained an overall
satisfaction rating of 98.13%, which signifies:

e Very High Client Satisfaction

o Consistent service excellence across departments

e Strong compliance with ARTA and Citizen’s Charter standards

o Effective delivery of both frontline and internal support services
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V. Continuous Agency Improvement Plan

The Client Satisfaction Measurement results for Calendar Year 2025 show that the
Municipal Government of Trinidad, Bohol attained an overall satisfaction rating of
98.13%, interpreted as Very High Satisfaction (Uyon Kaayo). External services registered
97.27%, while internal services achieved 98.99%, reflecting the Municipality’s strong
commitment to delivering efficient, accessible, and client-centered public services in
accordance with the Citizen’s Charter and the mandates of the Anti-Red Tape Authority
(ARTA).

Despite the overall positive performance, a number of services posted relatively lower
satisfaction ratings, particularly those involving technical, regulatory, and process-
intensive transactions, such as issuance of tax declarations, landholding certifications,
and property transfer services. These results indicate the need for continuous process
improvement to further enhance service delivery and client experience.

This Continuous Agency Improvement Plan aims to:

e Sustain and improve the Municipality’s Very High Client Satisfaction Rating

e Address gaps identified in lower-performing services

e Enhance efficiency, transparency, and responsiveness of government processes
e Strengthen compliance with ARTA standards and the Citizen’s Charter

e Institutionalize a culture of continuous improvement across all offices

Based on the analysis of the results, the following services are identified as priority
areas:

Issuance of Certified True Copy of Tax Declaration (83.95%)

Issuance of Tax Declaration for Transfer of Property Ownership (91.60%)
Issuance of Certification of Landholdings and Improvements (94.35%)
Withdrawal from Course/Program (92.59%)

PwnNpE

Other services with ratings below 99% are also considered for process enhancement to
ensure consistent service excellence.
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The lower ratings are primarily attributed to:

Complexity of procedures and documentary requirements
Longer processing time for technical transactions
High client expectations for regulatory services

To address the identified gaps, the Municipality shall implement the following strategies:

1.

Process Review and Streamlining

All concerned offices shall conduct a review of existing procedures to identify
bottlenecks and redundant steps. Simplification of requirements and standardization
of processes shall be undertaken to reduce processing time and improve client
experience.

Digitalization and Systems Improvement

The Municipality shall strengthen the use of digital tools by:

e Developing or enhancing online application and tracking systems

o Digitizing records and databases for faster retrieval

e Introducing queue management and notification systems

Capacity Development

Frontline and technical personnel shall undergo regular training on:

e Customer service excellence

o Effective communication and client handling

e Process efficiency and ARTA compliance

Enhancement of Client Interface

Offices shall improve service delivery points by ensuring:

e Clear and updated Citizen’s Charter display

e Accessible information and guidance for clients
e Functional feedback mechanisms such as suggestion boxes and online channels
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5. Monitoring and Evaluation

A system for continuous monitoring shall be established, including:

e Regular review of service performance
e Quarterly client satisfaction assessments
e Tracking of complaints and feedback for immediate action

For Calendar Year 2026, the Municipality aims to:

e Increase External Services Rating to at least 98.50%

e Maintain Internal Services Rating at 99% and above
e Achieve an Overall Satisfaction Rating of at least 99%
e Eliminate services with ratings below 95%

All offices shall be responsible for implementing the identified improvement measures
within their respective service areas. The Municipal Government shall designate a
responsible unit or team to oversee the implementation of the CAIP, monitor progress,
and ensure compliance with ARTA guidelines.

Progress shall be reviewed periodically, and necessary adjustments shall be made to
ensure that targets are achieved.

The CY 2025 results affirm that the Municipal Government of Trinidad, Bohol is
performing at a very high level in delivering public services. Through the implementation
of this Continuous Agency Improvement Plan, the Municipality commits to sustaining its
gains and further enhancing service quality, ensuring that all clients receive efficient,
transparent, and responsive services.

D April 15, 2026

airperson, CART
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Survey Questionnaire/s Used

Republic of the Philippines
Province of Bohol

%= MUNICIPALITY OF TRINIDAD ["ControiNo:
y

CLIENT SATISFACTION MEASUREMENT (CSM)
TABANGI KAMI ARON MAPAUSWAG PA ANG AMONGPAG-ALAGAD KANINYO!

Kini nga Client Satisfaction Measurement (CSM) nagatutok sa kasinatian sa kustomer sa mga buhatan sa gobyerno. Ang inyong feedback bahin sa bag-o
lang nahuman nga transaksyon makatabang sa macng buhatan aron mapaayo pa ang iyang serbisyo. Ang bisan unsang personal nga impormasyon nga
inyong ipahat ipabiling tinago, ug aduna moy kapilian nga dili motubag niining porma.

Klase sa Kliyente O Lumulupyo [ Negosyante [ Empleyado sa Gobyerno o laing Ahensiya | Petsa
Rehiyon sa Pinuy-anan | Sex O Lalaki [ Babaye Edad
Serbisyo nga Nakuha

INSTRUCTIONS: Butangi og check mark (v} ang imeng tubag sa mga pangutana bahin sa Citizen’s Charter (CC). Ang Citizen’s Charter usa ka opisyal nga
dokumento nga nagpakita sa mga serbisyo sa usa ka ahensya/opisina sa gobyerno, lakip ang mga rekisito, bayad, ug oras sa pagproseso, ug uban pa.

cc1 Asa sa mosunod ang labing makapahayag sa imong kahibalo bahin sa Citizen’s Charter (CC)?
[J 1. Nakahibalo ko unsa ang Citizen’s Charter (CC) ug nakakita ko sa CC sa kini nga buhatan.
[0 2. Nakahibalo ko unsa ang CC apan WALA ko makakita sa CC sa kini nga buhatan
[J 3. Nakahibalo ko bahin sa €C lamang human ko makakita sa CC sa kini nga buhatan.
[0 4. Wala ko kahibalo unsa ang CC ug wala ko makakita og CC ning buhatan. (Tubaga ‘N/A’ sa CC2 ug CC3)

cc2 Kung nahibalo ka sa Citizen’s Charter (CC) (mitubag ug 1-3 sa CC1), masulti ba nimo nga ang CC sa kini nga buhatan kay...?
[ 1. Sayon makita O 4. wala gyud makita
O 2. Medyo sayon makita 05, N/A

[0 3. Lisod makita

cc3 Kung nahibaw ka sa Citizen’s Charter (CC) (mitubag og 1-3 sa CC1), pila ang natabang sa CC sa imong transaksyon?
[ 1. Dako kaayo’g natabang [ 3. Wala makatabang
[ 2. Medyo natabangan O4a.N/A

INSTRUCTIONS: Alang sa SQD 0-8, palihug ibutang ang check mark () sa kolum nga labing mohaom sa imong tubag.

SElClCICE:

Dili Kaayo | Dili Uyon Dili Uyon, Uyon Uyon
Uyon Dili Supak Kaayo

SQD0. | Kontento ko sa serbisyo nga akong nakuha.

SQD1. | Naggamit ako og hustong oras alang sa akong transaksyon.

$SQD2. | Ang buhatan misunod sa mga rekisitos ug lakang sa
transaksyon base sa impormasyon nga gihatag.

8$QD3. | Ang mga lakang (apil ang bayad) nga akong buhaton alang sa
akong transaksyon sayon ug yano.

8$QD4. | Sayon nako nakaplagan ang impormasyon bahin sa akong
transaksyon gikan sa buhatan o sa ilang website.

$QDS5. | Hustong kantidad ang akong gibayran alang sa akong
transaksyon. (Kung libre ang serbisyo, markahi ang 'Dili
Aplikable’ o ‘N/A")

SQD6. | Nabati nako nga patas ang buhatan para sa tanan, o “walay
lak " atol sa akong transaksyon.

SQp7. éitagad ko sa buhatan nga buotan, ug (kung nangayo ko og
tabang) ang mga kawani andam motabang.

SQD8. | Nakuha nako ang akong gikinahanglan gikan sa buhatan, o
{kung gilimod) ang rason sa pagdumili klaro nga gipahayag
kanako.

Sugyot kung unsaon pa namo nga mapauswag ang among mga

serbisyo (opsyonal)

Email address (optional)

THANK YOU!
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