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INSTITUTIONAL ADVISORY NO. 31
Series of 2018

TO : TO ALL ELECTRIC COOPERATIVES

SUBJECT : Customer Satisfaction Survey

In line with the NEA Memorandum No. 2018-005 issued on 25 January 2018,
which includes the Customer Satisfaction Survey (CSS) as one of the
institutional parameters in the Enhanced EC Overall Performance Assessment
Criteria, the Policy on EC Customer Satisfaction Survey was also issued
through NEA Memorandum No. 2018-018 dated 16 March 2018. The said
policy requires all Electric Cooperatives to adapt a standard feedback
mechanism to measure the MCOs’ satisfaction in determining their operational
efficiency.

For this purpose, the NEA prescribes the use of available application in the
internet which will not entail ECs to allocate a hefty amount of money to create
a program on Customer Satisfaction Survey. As such, ECs shall use this
mechanism using google forms (attached is the process to be followed in
creating the Customer Satisfaction Survey). All ECs shall use the set of
questions provided in the attached form for uniformity.

ECs shall have its respective email account through Gmail assigned only for
Customer Satisfaction Survey. The Institutional Services Department Manager
with the assistance of the Information Technology Specialist shall be
responsible for the creation of the official EC account. For identification, they
shall follow this format, eccss@gmail.com, ex. neecolalcss@gmail.com. The
Area Managers or their respective counterparts shall create their Gmail
account exclusively for this purpose, ex. talaveraneecolalcss@gmail.com.
Official Gmail accounts shall be submitted to the NEA-Consumer Development
& Protection Division (CDPD) on or before April 23, 2018.

Finally, for proper guidance on the hands-on implementation of the Customer
Satisfaction Survey, a regional workshop shall be conducted in NEA or if
appropriate within the region in coordination with CDPD-IDD and the
respective regional association.
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