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1. Republic Act (RA) No. 11032,  Ease of Doing 

Business and Efficient Government Service Delivery 

Act of 2018

1. Memorandum Circular No. 2022-05, Guidelines on 

the Implementation of the Harmonized Client 

Satisfaction Measurement (CSM)

1. Department Memorandum No. 2023-0068, 2023-

2028 Hospital Scorecard Indicators and Metadata

RATIONALE



METRO MANILA CENTER FOR HEALTH DEVELOPMENT 
DEPARTMENT OF HEALTH

REQUIRED: 

All DOH hospitals, medical centers, sanitaria, 

GOCC hospitals, and LGU hospitals with 

Malasakit Centers

ENCOURAGED:

Private hospitals and infirmaries and LGU 

hospitals and infirmaries

SCOPE AND COVERAGE

FRONTLINE SERVICES: 

Emergency Room, Inpatient Services, 

Outpatient Department, Pharmacy, 

MSWD/Malasakit Center, Information & 

Admitting Section, Cashier/Accounting

NON-FRONTLINE SERVICE AREAS 

MAY UTILIZE THE CSM TOOL
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Survey Administration and Collection

● Unique Control Number for all forms whether printed and electronic survey 

forms

● Only given to clients after COMPLETED TRANSACTIONS

● Self-administered and voluntary

● January to December each year

● May continue even after the sample size has been reached
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Sampling Method

● Minimum number of responses per service based on the sample size 

calculator on the HCES Online Report Generator.

● Quota Sampling Method
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Report Generation and Submission

● Quality Improvement Unit or its equivalent shall 

be in-charge

● A Non-Disclosure Agreement should be signed 

by the personnel in-charge

● Make use of the HCES Online Report Generator 

in encoding data.

○ Please do not include invalid responses

● Accomplished HCES Online report generators will 

serve as the facility’s Responsiveness Reports

○ To be submitted on or before January 15th 

Annually

○ Link: https://bit.ly/HCES_Submissions

https://bit.ly/HCES_Submissions
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Translation of the HCES Tool

● May be translated into the appropriate language or dialect used by the hospital

● A copy of the translated form shall be submitted to the HFDB through the IPCHS Program 

email at ipchs@doh.gov.ph

mailto:ipchs@doh.gov.ph
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Harmonized HCES Tool and Online Report Generator  

Walkthrough
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HCES Tool
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HCES Online Report Generator
Please Read 

Carefully!
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Tab 2: Sample Size Calculator
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Tab 3: Data 1 (Encoding of Respondents’ Demographic Information
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Tab 4: Data 2 (Encoding of Answers to the Questionnaire)
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Tab 5: Collated Data
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Tab 6: Summary Demographics
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Tab 7: Responsiveness Analysis
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Tab 8: Analysis of Q1-Q7 (Analysis for IPCHS Strategy 1: Appropriate Infrastructure and Processes)
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Tab 9: Analysis of Q8-Q12 (Analysis for IPCHS Strategy 2: Client Engagement and Empowerment)
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Tab 10: Analysis of Q13-Q28 (Analysis for IPCHS Strategy 3: Culture of Responsiveness)
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Tab 11: ARTA Analysis



Maraming salamat po!
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