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PROCESS FLOW: HANDLING OF CUSTOMER’S FEEDBACK
FILING OF COMPLAINTS FOR FRONTLINE AND NON-FRONTLINE OFFICES

WHAT DO CLIENTS NEED IN FILING THE
COMPLAINT?

SECURE A CUSTOMER'S FEEDBACK FORM:

= The Customer’s Feedback Form is available in alf
frontline and Non-frontline offices in the University.

=« The transacting client will evaluate the sendces
rendered by the ofice based an the Jevel of satisfaction
with 4-Very Satisfied, 3-Satisfed, 2-Dissafisfied, 1-
Very Dissatisfied and N/A-Not Applicable.

®  The client may alsowrite down hisher comments,
suggestions and complaints in the spaces provided in
the fom.

WHERE TO FILE THE COMPLAINT?

SUGGESTION BOX

The client may drop the filled out
Customer's Feedback Form or Letter of
Complaint in the designated suggestion box
in the campus.

— OR —

LETTER OF COMPLAINT:
The client may atso write & lefizr of complaint addvessing to:

LOURDES C. GENERALAD
USer President

The letier of complaint must contain the following:

1. Complanant's Personal information: Complete
Name, Address and Cortadt Information.
2 Complete details of complaint What, Who, When,
Where, and How
If available, attach the substartial evidences. It can be
photos, documentations, or any proof of the alleged violafions
or fransgressicns.

USeP 8888 COMPLAINT EMAIL

The dlient may also email the filled out
Customer's Feadback Form or Letter of
Complaint at 3888@usep.edu.ph

VISIT OUR OFFICE

The client may also visit the Strategic
Performance Management Unit {(SPMU) on
weekdays at the USeP Gymnasium and
Cultural Center in USeP Obrero Campus to
submit the written complaint.

SUBMISSION OF
RESULTS/COMPLAINTS

PRESENTATION OF
RESULTS/COMPLAINTS

HOW DOES USeP HANDLE THE COMPLAINT?

FOR COMPLAINTS DROPPED IN THE SUGGESTION BOXES:
The SPMU and external campuses HR Unit will collect the filed out
Customer's Feedback Forms from the suggestion boxes twice a month.

FOR COMPLAINTS RETRIEVED FROM THE SUGGESTION
BOXES: The SPMU il consolidate all the complaints and forward to
concerned offices/colleges and copy furnish to the concerned Vice
Presidents two weeks after the retrieval.

FOR COMPLAINTS SENT THRU EMAIL OR SUBMITTED DIRECTLY
TO SPMU: The 3PMU will forward the complaint upon receipt to the
concemed offices/colleges and copy fumish to the concemed Vice
Prezidents.

FOR PERSONNEL-RELATED COMPLAINT: The SPMU will forward the
complaint 1o the Human Resource M, Divizion for i i
and appropriate action.

The concerned disciplining officials are required to submit the ACTION/S
TAKEN REPORT to SPMU after 5 working days upon receipt of the
complaints issued by SPMU.

The SPMU will follow up the ACTION/'S TAKEN REPORT of the
concerned offices and monitor the implementation of the reporied actions.

The consclidated complaints and the actions taken by the concemed
officials will be presented to the Top Management during the conduct of
Management Review.

FRONTLINE OFFICES: Office of the Student Affairs and Services, University Testing and Guidance Center, Office of the University Registrar, University Learning Resource Center, Finance Division, Heaith Services Division

NON-FRONTLINE OFFICES: Office of the President, Office of the VP for PQuA, Office of the VP for Academic Affairs, Office of the VP for Administration, Office of the VP for RDE, Office of the Chancelior, Institutional Planning Division, Quality Assurance
Division, Perft Manag t Monitoring and Evaluation Division, R M it Division, Career Alumni Center, ETEEAF, Curriculum and Instruction Office, Physical Develoy Division, Knowledge Management System Division,
Office of the University Secretary, University Records Office, Human Resource Manag Division, Admini: Services Division, Research Division, Extension Division, Gender and Development Office, Knowledge Technology Transfer Division,
Institute of Languages and Creative Arts, Knowledge Development Center, Mindanao Center for Policy Studies, College of Development Management- Mintal Campus, College of Agriculture and Related Sciences, College of Arts and Sciences, College
of Education, Colfege of Enginsering, College of Business Administration, Coliege of Teacher Education and Technology, College of Technology, College of lnformation and Computing, USeP Graduate School, College of Applied Economics, Public
Affairs Division, Office of the Legal Affairs, Infernational Affairs Division.
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