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I.1. The institution regularly monitors
and evaluates the performance of the
administrative staff.
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CLIENT SATISFACTION SURVEY RESULT

NOVEMBER 2025
College/Unit/Office : College of Arts and Social Sciences
Code : 42
No. of Responses ! 39
Over-all Rating 3 99.68%
Rating Description t Outstanding

Analysis:

The results of the Client Satisfaction Survey of the Cellege of Arts and Social Sciences for the
maonth of November 2025 revealed that 39 clients find the services of the office Qutstanding with
the overall rating of_gg,68%. Specifically, the clients find the responsiveness of the office to be
Outstanding (100,00%), reliability of the office to be Outstanding (97.44%), access and facilities
Outstanding (290.00%), and communication Qutstanding (100.00%). Furthermore, responses also
show that the office’ integrity is Outstanding (100.00%) and assurance Outstanding (2100,00%)
while the outcomes of the services they sought was Outstanding (100.00%6),

Finally, result shows that the clients’ satisfaction of the services of the office is Outstanding
(200.00%). Hence, the College of Arts and Social Sciences rendered commendable/not
commendable services to the clients for the month of November 2025.
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CLIENT SATISFACTION SURVEY RESULT

DECEMBER 2025
College/Unit/Office : College of Arts and Social Sciences
Code : 42
No. of Responses $ 34
Over-all Rating : 100,00%
Rating Description $ Outstanding

Analysis:

The results of the Client Satisfaction Survey of the College of Arts and Social Sciences for the
month of December 2025 revealed that 34 clients find the services of the office Qutstanding with the
overall rating of_200,00%. Specifically, the clients find the responsiveness of the office to be
Outstanding (100.0096), reliability of the office to be Outstanding (300.00%), access and facilities
Outstanding (299,00%), and communication Outstanding (200.00%). Furthermore, responses also
show that the office’ integrity is Outstanding (100.00%) and assurance Outstanding (2100,00%6)
while the outcomes of the services they sought was Outstanding (100.00%6).

Finally, result shows that the clients’ satisfaction of the services of the office is Outstanding
{290.00%). Hence, the College of Arts and Social Sciences rendered commendable/not
commendable services to the clients for the month of December 2025.
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PURPOSE

The P«hman!nhnuon"vmhuam wmmmwmoﬂ.mmmhr Quiality Manege
' v ment
System of the University of Southern Mindanao. The Performance Evaluation Procedure also aims to define the controls

SCOPE
Thes procedues applies to all functional units of University of Southern Mindanao

DEFINITION OF TERMS

ERY E'Ttuuny-lhcmmwmmmcmp&hﬂmmmnmumo‘hmwmu Efficiont
performance applies to continuing tasks or frontline services. It invalves the following elerments

313 Standard response time
3ia anbtrofmmtthwlkaﬁmxudupo« over number of requests/applications received
333  Optimum use of resources (e g, money, logestics, office supplies)

312 General Administration and Suppart Services (GASS) - activities that deal with the provision of ol adk e
management support to the entire agency operation.

33 Individual Pedormance Commitment Review: The IPCR is an SPMS form that is accomplished individually by
employees. It details the Key Result Arsas (KRAs), Success Indicators, Actual Accomplishments, Rating for Quality (Q),
Efficiency (E), and Timeliness (T) and the Average (Ave), and Remacks.

34 Mondated Functions the goods and services that the university s mandated to deliver to clienss through the
implementation of prograrms, projects, and activities (PPAs). The University’s Mandated Functions are as follows:

3431 Instructon

342 Research and Extension

343 Resource Generation

344 General Administration and Support Serviges (GASS)

35 Office Perfe vee € f R The OPCR contains performance targets, as listed by the Office Meads. it
includes the following details: Key Result Areas, (KR As), Success Indicators, Actual Accomplshments, Rating for Quality
(Q), Efficiency (E), and Timekness (T),and the Average (Ave), and Remarks.

36 Quality or Effectiveness - It means getting the right things done, R refars to the degree to which objectives are achieved
um«d«twdlhmm!nwmd\m“ddmudwnhoumhdeqmolmﬂbm. Quality or affective
performance nvolves the following atements:

361 Acceptability
363 Meeting standards
363 Client satisfaction with seevices rendered

364  Accuracy
37 General Administration and Support Services (GASS)- GASS refer to activities that provide technical and substantive
Pport to the operati mmdmw.wmmwvmampmmmm

Functions but they contribute oemmwmolmmm.
38 Timeliness - measures if the targeted deliverable was done within the scheduled or expected tmeframe. Timely
uﬁmmﬂmmmuminmwovipm.

REFERENCES

21 Quality Manag System M, i (USM-OMS-002-Rev 3.2020.02 18)
2.2 Corrective Action Procedure {USM-QMS-037-Rev. 3. 2020.02.18)

13 Continual improvement Procedure (USM-QMS-020-Rev.2.2020.03.18)

RESPONSIBILITY AND AUTHORITY
51 TMPMMQMMTMMMWMWOMMMMMNRW,Mﬂ!

Planning Office as Sacretariat, shall

533 Momvmmudomﬂ«bmmcommwummﬁmmdumn-mwkutmm
ofommmwmmwmmmd-mmmm.

512 Comondm,mm,ulmmmmmlmmemmdequwm
WOM&:Mwmmmmlmmmwﬂmwwmmm
expances. Themﬂloﬂhmnlshdlb-thwolPWsmm&ommwdwm
\holldﬂom-nﬂnhmﬁum&q.
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Conduct an agency performance planning and review confarence annually for the purpose of dscussing the
Ofﬁccumsmm!wlhnpmedlngpevfomuep«bdmdphmhcmommdlmmhgwiodﬁm
concerned Heads of Offices. This shall Include participation of the Financial Office o3 regards budget utilization,
Provide om!ﬁu with the firal Cffice Assassment to serve as basis of offices in the assessment of Indlvidual

-mohyeemmuhntwo«mhlghumnthﬂﬁtehdummRm:gamommdedbylhemm
spproved by the Head of Agency.

Provide analytical data on retention, skillicompetency gaps, and talent development plans that align with
strategic plans.

5.4 Coordinate developmental interventions that will form part of the HR Plan.

53 The Head of Academic units and Offices shall

531
533
533

534
535

536

537

Assume primary respansibility for performance management in his/ber Office

Conduct strategic pllmlngmoionwilhlhuwnwmmdmﬂmdmemthewmthnshowbe

accomplished based on the goalsiabjectives of the organization end submits the Office Performance

Commitment and Review Form ta the Planning Office,

Review and approve individual employee’s Performance Commitrivent and Review form for submession to the

HRM Office/Personnel Office before the start of the performance period.

Swmiumnmdya«omhhmntrepm to the Planning Office based on the PMS calendar'

Do initial assessment of office’s performance using the approved Office Performance Commitment and Review

farm,

Determine final assessment of performance level of the individusl employees in histher office based on peoof of

perdormance

Inform employees of the final rating and identifies necessary Interventions to employees based on the

assassment of developmental needs; :

5371 Recommend and discuss a development plan with the subordinates who obtain Unsatisfactory
performance during the rating period not later than one (1) month after the end of the said period and
prepares written noticeladvice to subordinates that 4 succeeding Unsatisfactory performance shall
wartant theic separation from the service,

537:2  Provide prefminary rating to subardinates showing Poor perfarmance not earfies than the third {3rd)
month of the rating period, A development plan shall be discussed with the concerned subordinate

ondinsuummmmuammmlolnwmeirpﬂfwmnaﬂnlumhkmtionﬁom
the service,

54 The Department Chairperson orequivalent shall

541

542
543

Assume foint respansibifity with the Head of Office in emunng attainment of performance objectives and
targets

Rationalize distribution of targetsftasks

Monitor closely the status of the performance of their subordinates and provide support and sssistance through
the conduct of coaching for the attainment of targets set by the Divison/Unit and individual employee.

5.4.4 Assess individial employees’ performance
545 Recommend developmental intervention

55 The Indevidual Employees shall

554

Act s partners of management and their co-employees in meeting organizational performance goals
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PROCEDURE DETAILS

61 Perfarmance Planning and Comemitment

611 Dvmthmvmhy‘;Mlmmme
6211 The Strategic Performance Management System (SPMS) links staff performance with organizational
performance. As such, it is Important 1o understand the organization's mandate and strategic priorities.
Dumqmpubdofpedwmepbmmguﬂmmmmmqudohmwm
University’s Mandated Functions (MFs}. MFs are delivered by core processes of operating officesiunits
Hmw,oﬂ’ummulhndonotdinmydc&mgoodundmwemlcbmmmwlhe
delvery of the university's MFs through General Administration and Support Services (GASS) activities.

6.1.2. Identify the Success Indicatoes of Each Mandated Function (MF)

8iza Thcunmnnynwwonthepufmmmes:mdarﬁo«whnhdnymmh measured, The success
Indkmsunbedetemmbynlmiu)mthldbwmgdocwmz
61231 Citizen's Charter
61233 RAB73(Code of Ethics and Ethical Standards
61213 OPES Reference Toble
61214  Accomplishment Reparts (for historical data)
Gi21g Banchmarking Reports '
63216 Stakeholders' Feedback Reports

6.1.2.2 Success indicators must be Specific, Measurable, Attainable, Realistic, and Time-bounded (SMART).
Performance targets and standards ars continuoisly reviewed and refined. As such, determine specific
targets and success indicators for each year in the annusl work plan.

613 Idmufymeﬂdwmamﬁochdlh:nmoﬂh

6131 Inmam,mamwoﬁcaﬂucom 10 one Mandated Function. It 15 aiso possible that
ouommltummmmmﬂmmbvc&dummnot directly delivering goods and
services to external clients, that office/unit is implementing General Administration and Support Sarvices
(GASS) activities. As such; it should have its own SMART performance targets or success indicators from
the officefunit level down to the individual staff tevel

614 Mdentify the Performance Goals of the Departments under the Office/Coflege

6141 Uvﬂumdeunolﬁmnmmmbmmrdsanﬁwmghamdmngun
o success indicators. Muxh,ﬂwp«hmmegubo’hdiﬁamﬁuﬁh:mknlwmw
performance goals of the office,

6.5 Identify the Performance Goals of individuals under Each Department

61613 Eﬂ*mwcluww“mmlwmlew. The performance goals of each
Individual employee must contribute and align with the performance goals of the department

616 Develop the Rating Scale

6162 Whﬂu&q&*imﬁmtmwb‘m'

61611 Dmmﬂmgthednmimsonwﬂchp«fwmmmuwmphmn“uwbenud
61612 Op nalizing the wal and adjectival ratings.

6.1.6.2 The three dimersions of performance or eccomplishments are Quality, efficiency, and timelness,

6163 mmumwmmﬁmhmmdMMol@lw,M,
andWumm«cmmmmum.donmmmdmm&nomm,
lnoﬁmmgodymdlnmnmhwﬁ(hmoepndmgmhwimmmmmmud,n
unployeeunmapafomnudonqm&mndomdmﬂny,emm,mdbrumlm The rating
Mmbedmmdm!hhmmwmmemboulndsuﬂﬁ.c,rmcndm)bclm
Mwmumemdhmmngnﬂd Betause performance i
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messured within ascheduled mo

: sency, and timeliness, rate performance Using a rumenical scale ranging
fromato g—with 185 the iowest and  as the highest. The tab

le below explains the freaning of sach rating:

| Performance exceeded expectations by 30% and above of
| the planned targets, Performanice demonstrated was '
| exceptional in terms of quabity, technical skills, ceativity,
and initiative, showing mastery of the task.
Accomplishments were made in more than expected but
e - o related aspects of the target.
o Very Satisfactory | Performance exceeded expectations by 16% ta 29% ofthe |
| plenned targets, )
3 Satisfactory Pedormance met 5o% to 114% of the planned !;:;ts I
However, if it involves deadines required by law, it should
- be 300% of the planned targets.
2 Unsatisfactory Perfarmance only met g3% to g% of the planned targets
and failed to deliver oné or more critical aspects of the
target. However, if it involves deacdiines required by law,
the range of performance should be 1% to gg% of the
. | planned targets.
1 Poor | Performance faded to deliver most of the targets by so%
| o il | ) l and be?ﬂ- I

6.2. Perfarmance Monitoring and Coaching

621 Develop the Performance Monitoring and Coaching Tools
6231 It is important to reqularly monitor the perforrance of offices, departments, and employees.
Manitaring and evaluation mechanisms and tools must be in place sa that timely and appropriata steps
Can be taken towards meeting performance tangets and organzational goals. Supervisors and coaches
play a critical role at this stage by providing anenabling enviranment, introduce interventions to improve
team pecfarmance, and develop individual potentials,

6.22  Develop the Performance Evaluation Tools
6.2.23 Monitoring tools shalf be used to establish commitment and evaluate accomplishments in a semi-annual
period. The following essential elements shall be incorporated in the evaluation tool:
6.2.211  Name, position, and signature of the Unit Head or individual staff being evaluated (ratee)
62212 Rating period
6.2.213 Date when evaiuation was completed
6.22.1.4  Name, signature, and postion of supervisors that approve the completed evaluation form
and the date when they made the approval

62235  Mandated Function that the office and department are contributing to
62216 SMART pedformance targets of success indicators
§2217  Actual sccomplishments v is-3-v is performance targets
62218 Ratingsongquabity, efficiency andjor timeliness on 3 scale of 1 ta 5
62219 Remarks of supervisor
6.2.2.330 Name, position and signature of Head of the Parformance Management Team
622331 Name, signature, and position of rater and date when evaluation was completed.

623 Torefiect the cascading approach of the SPMS towards achieving crganizational goals, three kinds of forms ara
used:
6231 Office Performance Commitment and Review (OPCR) Form is accomplished by University
Directors/Heads of Offices and Department Heads.

6232 Indwidual Performance Commitment and Review (IPCR) Form is accomphished by individual szaff i all
the units of the organization,

TR S0rume i 5wt prooes, .r.wn)mcnm'nmmmu\um--—m
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6.3 Performance Review and Evaksation

631 Submesion of OPCR and IPCR

6303 The Vice Presidents, College Drans, Unit DirectorsHeads shall bt their targets ot the start of the
ratng period and their accomplishments with self-evalustion ratings at the end of the rating period,

6.3.02  The OPCRs shall be submitted 1o the Planaing and Development Office on or before the deadline.

6313 Failure to swbmwt mesns swiance of Comective Action Request (CAR) from the Planning and

6334 The IPCRs shall be wbwma to the Murmnan Resource and Development Office (MRMDO) with the
summary of individual ratings of faculty and staff under & certain dammmmﬁmolqt.

6315 The Planning and Development Office shall be furnished by the head of unitjcollege with the simmary
af individual ratings,

b33 Usethe Performance Evaluation Teals
6331 Anm.uummommnqmmwmb«m-ommnw-mm
performance  from the office/colleges and departmant levels down 1o the individual stalf level. All
enitries in the forms must be filled w
633  Compute numerical ratings
6331 Get the Average rating for a particutar sccomplishment by adding the fatings and dividing 1t by the
mber of dimensisns used and et the final average rating,

b4 Purformance Evaluation and Development Planning

643 Useof the Results of the Performance Evaluation
6,431 The focus of discussion of evalustion rewilts must be on strengths, competency related performance
Gaps, and the opportunities to address these gaps, careor paths, and altematives. In coordination with

Ursatisfactory and Poor perfarmance ratngs.
Gixa The results of the performance evaluation/assessment shall serve as inputs to the following:

64221 Heads of Offices in identifying and providing the kinds of inteeventions needed based on
identified professional development needs

b 132 Unversity MRMOD Office in consolidating and coordinating development (ntervantions that
will form part of the MR Plun and the basis for rewards and incentives.

64113 Performance Management Team in identifying potentinl PRAISE Awards nominess for
vanous awards categories,

6.4.3.2.4 PRAISE Committee in determining top perfarmers of the agency who qualfy for awards and
Incentives,

7.0 RECORDS RETENTION AND DISPOSAL
74 thmhmmm-nnhnmb:hmphnmmnunbnhctmnkww’cung.
7.3 Quartery accomplishment reports subemitted by functional units am disposed ance the Annual Report is alveady
produced

7.3 Other reports are kept in e and stored.
fl.a FORMS AND RECORDS

01 lP(!(LBM-H!D-Fs:ln.x.mo.cym}
8.2 OPCR (USM-PDO Fo1-Rev. 1. 2020 vy.01)
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