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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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ECs Customer Satisfaction Survey should be operationalized nationwide on 
the 2nd Semester, starting June 1, 2018. Survey reports generated starting 
the said date shall be used in the 2018 EC Overall Performance Assessment. 

For compliance. 
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EDGARDO R. MASONGSONG 
Administrator 
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1. Create an EC official google account for customer satisfaction survey. Example: 

NEECOIIArealCSS@gmail.com 

2. Once the google account is created, you can now manage to create your own Google 
Form. Go to docs.google.com/forms. 

G Goo!le x 

t- C D d!X5.google.com 'form~ 

D docs.google.com/forms Google forms 

~ https/fdocs.google.com/forms1u/O/ -Google Forms 

3. The google forms will appear as shown below. To start the Customer Satisfaction Survey, 
choose blank form. 

~ C i Secure https .. docs.google.com. forn u/OJ 
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Recent forms 

No forms yet 
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4. Name the form title and add description. 

Untitled form 

Untitled Question 

Optl~l 

Owned by anyone ~ -- ¥. • 
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Sample Form Title: 

NEECO II- Areal Customer Satisfaction Survey 

For description: 

Inilunsad ang survey na ito upang masukat ang antas ng inyong kasiyahan sa paninilbihan 
ng inyong electric cooperative (EC). Ang ibibigay ninyong rating ay makatutulong para lalong 
mapagbuti ng inyong EC ang serbisyo nito, makapaghatid sa inyo ng tamang kaalaman, at 
mahikayat kayo sa pakiki-isa para lalong mapalaganap ang programa ng pailaw sa 
kanayunan. Makaaasa kayo na ang inyong mga kasagutan ay ituturing na kumpidensyal. 
Paraan ng pagsagot: Lagyan ng tsek/ i-click ang kahon kung saan ang katumbas na rating 
ng bawat bilang ay: 4- para sa LUBOS NA NASISIYAHAN; 3- NASISIYAHAN; 2 HINDI 
NASISIYAHAN; 1- LUBOS NA HINDI NASISIYAHAN. 

5. The form title and description will appear as shown below. 

CU TOMER SATISFACTIO 
QU£STIONS 

Customer Satisfaction Survey 

'*'1sid11'9..., .. lo_mosWti1'9"'3slllJilyo<lg~ .. pmbl\llngilyo<lgeiecb<~ 
(EC) Ang lllJigayl'ill"'J ralrlg'f mabnUJngpoa Olong mapa¢ublllJ"Y"'JEC"9_)'> ... mabtJa!lla:.d 
""'°"'l "1n"9Wi>na\ •miWaplb)'>" paki<Hsapa11 ~ """"-"91"P'• ngpiilawsa 
~-io)Ollii1'911)'>"l"'l'~l/lb0m,il1i~ 

"""'1ngpagsagit lagjillng!set/i<liangtahmbingsa;11"'Jlobrrilos10rilngrl1Jbmtbilang"f 
>poa11UIOOSNANASJSllAHAl(>NASISIYAHAl(lHINDINASISl'IAIW<;>UEOSNAH1MllNASISl'IAllll< 

6. The plus ( +) sign button will let you add question. 

The plus(+) sign will let you 
add question tab 

A dropdown arrow will appear and will let you choose the type of question. For the first 
question, choose short answer. Type "Pangalan ng Customer" then another add ( +) buttons 
for "Account Number", "Email Address" and "Contact Number". A sample is shown below. 



Pangalan ng customer 

Account Number * 

Email address 

Contact Number (Mobile/ Landline) 

ro i Required • : 1 ~ I 
7. Enable the "required" button for the abovementioned MCO data for validation. 

8. Then another add (+)button for the next question. Choose "multiple grid" in the dropdown 
option 

Pagtug0t1 !lll EC fil! ™ sumusunod na serbisyo 

Rows CotumflS 

1. Pagkabit ng swbtsyo ng kuty9f'lt9 

Z. Bilis ng pagbalik ng kuryenti? 

3. Kalidad ng kuryente 

... Pagbatlk ku'yente sa mga naputulan 

5. Ado orumn 

ro I Require a response in each row • 

Question to fill-in: 

Pagtugon ng EC sa mga sumusunod na serbisyo 

For rows: 

1. Pagkabit ng serbisyo ng kuryente 

2. Bilis ng pagbalik ng kuryente 

3. Kalidad ng kuryente 

4. Pagbalik kuryente sa mga naputulan 

For Columns, just place 4, 3, 2 and 1 as shown in the above picture. 



Then another add ( +) button for the next question. Choose "linear scale" in the dropdown 
option. 

Pakikitungo ng mga kawani ng EC sa inyo bilang Member-Consumer-Owners 
(MCOs) 

Pakikitungo ill!!!!!@ kawani !l9 EC g )!D'Q bilang Member-Consumer-Owners 
(MCOs) 

4 

Then another add ( +) button for the next question. Choose "paragraph" in the dropdown 
option 

Maaari kayong mag-iwan ng inyong panukala or suhestiyon upang mapadali ang 
aming paglilingkod sa inyo 

Maaari kayong mag-iwan ill! inyong panukala or suhestiyon ~ mapadali fil!9 
aming paglilingkod sa )!D'Q 

9. RESPONSES tab shows graphical presentation of responses received from MCOs on their 
level of satisfaction and SUMMARY tab will show summary of printable responses 

Pagtugon ng EC sa mga sumusunod na serbisyo 

hQ~,.cing1..-yong Yolng~llg KdNd"I!~ P~bllt;la,lryl'flllHfl!ll' 
kuey90'.t ~ n,lpllltf.., 

Pakikitungo ng mga kawani ng EC sa inyo bilang Member-Consumer· 
Owners (MCOs) 
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10. The green cross button will convert the summary responses in excel format. 

11. The setting button will let you change the setting of the google forms. 

12. In the Setting, click the Presentation tab. Type the confirmation message provided: 

Maraming salamat po sa inyong pagtugon upang mapadali ang aming serbisyo. 
Umasa po kayong bibigyan namin ng pansin ang inyong suhestiyon upang mas 
mapaganda pa aming serbisyo. 

13. In the send button, enter the email address of the member-consumer-owners you want 
to fill-up the form. Do not forget to check the box which states "Include form in the email" 



Send via 

Email 

To 

nolliealam1llo@gmail.com, 

Customer Satisfaction SUrvey 

C:SSaQf 

I've invited you to fill out a form: 

14. Click the "3 dots" button, a dropdown will show, choose "add collaborators" button. 

4 responses 

Mi!MHE INDMDUAl 

Who has responded? 

Waiting for 11 responses 

neaconsumerdiv1Sion@gma1lcom 

nolliealamil'°@gmail.com 

rhedz_:filoteo07@yahoo.com.ph 

1eepeecnrz@'fahoo.com 

rlnatayco@yahoo.com 

jingfm2l@Yahoo.com 

Al. .:epting responses 

SEND EMAIL REMINDER 

JO Make a copy 

j Move to trash 

c-:::i Get pre-Med link 

6 Print 

~ 
< > Script ednor 

• Add-<ins ... 

,:.0 Preferences. 



15. In "who can access" option, ONLY email address that is added can access and view 
the responses. 

NORTH LUZON ECs shall add: neaconsumerdivision@gmail.com 
SOUTH LUZON ECs shall add: southluzonecs@gmail.com 
VISAYAS ECs shall add: visayassurvey@gmail.com 
MINDANAO ECs shall add: mindanaosurvey@gmail.com 

To access and view MCO responses. 

Shanng settings 

Link tc sha.re (only accessib le by coll aborarors) 
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Note: editors wdl be able to -.ie • ., and deleta fur"m responoo.s 

V\'ho has 3ccess 

C::: ti Priv ;:rte - Onl y you can accGss Change 

Wh 

• 
WaltJ 

Co"lsumer Oe..-elopmen1 Protection Dt..- -s ion 
-~a c.~-c; ...,.,,.c, 3 rr ;:;; 

l!'IOER 

En e..- riarries o,.- emad addresses 

Sample Customer Satisfaction Survey Form when sent thru GMAIL account 

Customer Satisfaction Survey 

neaconsumentivision@gmail.com 

tome· 

Google Forms 

1045AM (0 minutes ago) 

H~in]iiiiiiiiiii'"~irung Ws fonn7 C]f· . i • i.J.jlif=) 
I've uwited you to fil out a form 

Customer Satisfaction Survey 

lnilunsad ang survey na Ito upang masulrat ang antas ng inyong kasiyahan sa paninilbihan ng inyong 
electric coopera:bVe (EC)_ Ang 1b1btgay ninyong rating ay makatutulong para lalong mapagbuti ng myong EC 
ang sertxsyo ruto makapaghabd sa inyo ng tamang kaalaman. at mahikayat kayo sa pak1ki-tsa para Jalong 

mapalaganap ang programa ng padaw sa kanayunan. Makakaasa kayo na ang lll)'ong mga kasagutan ay 
hlnd1 mabubunyag 

Paraan ng pagsagot Lagyan ng tsekl 1-cbck ang kahon kung saan ang katumbas na rabng ng bawat bllang 

.. 



Sample Customer Satisfaction Survey Form sent thru YAHOO account 
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Customer Satisfaction Survey 

nnconsumerdivision@gmail com 
,.. rinatayco@yahoo.com 

Google Forms 

rve invited you to fil out a form 

Customer Satisfaction Survey 

lndunsad ang survey oa rto upang masukat ang antas ng 1nyong kasryahan sa 
parundbdlan ng inyong electnc cooperatfve (EC). Ang lbibigay ninyong rating ay 
makatutulonq para lalonQ maoaabutl no irwona EC anQ serbis"o ruto 


