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 Overview 

The Department of Science and Technology – Science Education Institute (DOST-SEI) is 

one of the scientific and technical service institutes of the Department of Science and 

Technology that is focused on the development and promotion of science and technology 

human resource in the country. As per the Executive Order 128, DOST-SEI is mandated to 

perform the following: undertake science education and training; administer scholarships, 

awards and grants; undertake science and technology manpower development; and 

formulate plans and establish programs and projects for the promotion and development of 

science and technology education and training in coordination with DepEd, CHED and other 

institutions of learning. The institute is composed of four (4) divisions namely Science and 

Technology Scholarship Division (STSD), Science Education and Innovations Division 

(SEID), Science and Technology Manpower Education Research and Promotions Division 

(STMERPD), and Finance and Administrative Division (FAD). 

According to AO25 IATF Memorandum Circular (M.C.) No. 2022-01, each agency must 

satisfy the criteria and conditions under four (4) dimensions of accountability and one of 

which is the Citizen/Client Satisfaction Result. Client Satisfaction Result is a report 

presenting the outcome of the Citizen/Client Satisfaction Survey (CCSS). The report should 

include a description of the methods and rating scale used in determining the FY 2022 

Overall Satisfaction Score for its services. The agencies shall report the overall agency 

rating in the service quality dimensions and overall agency citizen/client satisfaction score for 

the reported services. In addition, Anti-Red Tape Authority (ARTA) M.C. 2019-002, the client 

satisfaction measurement detailing the scope and period covered by the measurement, the 

methodology used, the results of the measurement, and the interpretation of the data shall 

be reported to the Authority. With this, DOST-SEI presents this Citizen/Client Satisfactory 

Report for FY 2022.  

Scope and Methodology 

DOST-SEI conducted CCSS throughout January 2022 to December 2022. The institute 

administered surveys to every citizen/client who availed the internal and/or external services. 

Shown in Table 1 are the evaluated services of DOST-SEI. 

Table 1. DOST-SEI External and Internal Services 

EXTERNAL SERVICES 

S&T Scholarship Division (STSD) 

• DOST-SEI Undergraduate Scholarship Application 

• Monitoring of Scholarship Status 

• Processing of Financial Assistance of SEI-monitored Scholars 

• Processing of Clearance/Certification 

• Processing of Graduate Scholarship Application 

S&T Manpower Education Research and Promotions Division (STMERPD) 

• Science Explorer and nuLab Mobile Science Laboratory 

Science Education and Innovations Division (SEID) 

• Teacher Training 
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INTERNAL SERVICES 

Finance and Administrative Division (FAD) 

• Issuance of Order of Payment 

• Processing of Request for Employee Certificate/s and Service Record 

• Processing of Request for Provision of Service Vehicle 

• Processing of Request for Authentication of Records 

S&T Manpower Education Research and Promotions Division (STMERPD) 

• Processing of Request for Information and Communications Technology (ICT) 

Services 

 

All citizens and clients who availed the abovementioned services are the target respondents 

of the CCSS. For the external services, students, scholars, teachers and academe are the 

clients while clients of the internal services are the DOST-SEI employees.  

Convenience sampling was used in administering the CCSS such that all target respondents 

were given CCSS however, response is optional but still encouraged. 

The surveys utilized the guidelines specified at the Annex 5 of AO25 IATF Memorandum 

Circular (M.C.) No. 2022-01 and ARTA M.C. 2022-02 which is composed of questions 

capturing the eight (8) service quality dimensions (SQDs) which are as follows:  

Table 2.Definition of Service Quality Dimensions 

Service Quality Dimension Definition 

Responsiveness 
The willingness to help, assist, and provide prompt service 

to citizens/clients. 

Reliability (Quality) 

The provision of what is needed and what was promised, 

following the policy and standards, with zero to a minimal 

error rate. 

Access and Facilities 

The convenience of location, ample amenities for 

comfortable transactions, use of clear signages and 

modes of technology. 

Communication 

The act of keeping citizens and clients informed in a 

language they can easily understand, as well as listening 

to their feedback. 

Costs 

The satisfaction with timeliness of the billing, billing 

process/es, preferred methods of payment, reasonable 

payment period, value for money, the acceptable range of 

costs, and qualitative information on the cost of each 

service. 

Integrity 
The assurance that there is honesty, justice, fairness, and 

trust in each service while dealing with the citizens/clients. 

Assurance 

The capability of frontline staff to perform their duties, 

product and service knowledge, understanding 

citizen/client needs, helpfulness, and good work 

relationships. 

Outcome 
the extent of achieving outcomes or realizing the intended 

benefits of government services. 
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Aside from the SQDs, CCSS also includes an open-ended question asking for respondent’s 

feedbacks, comments, and suggestions to further improve the institute’s public service. 

Each survey questionnaire was specifically tailored to the type and objectives of the service. 

Given that most of the DOST-SEI’s services except Science and Technology Scholarship 

Division’s (STSD) external services are free of charge, question regarding the cost was 

already omitted from the questionnaire. 

CCSS was administered both onsite and online. For onsite surveys, printed survey 

questionnaires were handed out to clients. Accomplished surveys were then collected by the 

personnel. Onsite surveys were administered when internet connection is not stable nor 

available in the area. On the other hand, for online surveys, online survey links were 

provided to the client every after transaction thru email and/or MS Teams.  

The eight (8) SQD questions were scored using a 5-point Likert Scale with corresponding 

rating shown in Table 3. 

Table 3. 5-point Likert Scale Rating 

Scale Rating 

1 Strongly Disagree 

2 Disagree 

3 Neither Agree nor Disagree 

4 Agree 

5 Strongly Agree 

 

On the analysis of the CCSS results, computations were derived from ARTA M.C. No. 2022-

05 providing the Guidelines on the Implementation of the Harmonized Client Satisfaction 

Measurement. Simple averages were obtained per SQD and per service. Table 4 presents 

the interpretation of the averages. 

Table 4. Interpretation of Averages 

 

 

 

 

 

Results 

Count of Transactions Recorded and CCSS Responses  

A total of 63,361 transactions were recorded from January 2022 to December 2022 (Table 

5). Among these, 62,441 responses were collected which is equivalent to a response rate of 

98.55% for FY 2022. 100 percent response rate was obtained mostly from external services 

(i.e. Science Explorer and nuLab Mobile Science Laboratory and Teacher Training) as they 

require feedback from clients that also serves as evaluation of project and learning.  

Average Rating 

1.00-1.49 Very Unsatisfied 

1.50-2.49 Unsatisfied 

2.50-3.49 Neither Unsatisfied nor Satisfied 

3.50-4.49 Satisfied 

4.50-5.00 Very Satisfied 
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Table 5. Number of Responses, Transactions and Response Rate by Services 

SERVICES RESPONSES 
TOTAL 

TRANSACTIONS 
RESPONSE 

RATE 

EXTERNAL SERVICES 

DOST-SEI Undergraduate 
Scholarship Application 

51,736 51,736 100% 

Monitoring of Scholarship 
Status 

1,381 1,381 100% 

Processing of Financial 
Assistance of SEI-monitored 
Scholars 

801 801 100% 

Processing of 
Clearance/Certification 

486 486 100% 

Processing of Graduate 
Scholarship Application 

33 33 100% 

Science Explorer and nuLab 
Mobile Science Laboratory 

455 455 100% 

Teacher Training 7,077 7,077 100% 

INTERNAL SERVICES 

Issuance of Order of Payment 44 133 33.08% 

Processing of Request for 
Employee Certificate/s and 
Service Record 

27 62 43.55% 

Processing of Request for 
Provision of Service Vehicle 

184 521 35.37% 

Processing of Request for 
Authentication of Records 

11 11 100% 

Processing of Request for 
Information and 
Communications Technology 
(ICT) Services 

79 538 14.68% 

TOTAL 62,314 63,234 98.55% 

 

Service Quality Dimensions Results 

As shown in Table 6, the scores range from 3.84 to 5 which shows that respondents are 

‘Satisfied’ or ‘Very Satisfied’ for their transactions with DOST-SEI in terms of eight (8) SQDs. 

Consequently, the overall score per service, respondents were either ‘Satisfied’ or ‘Very 

Satisfied’ with the services with scores ranging from 4.32 to 4.96.  

Similarly, looking at the overall score per SQD, respondents were either ‘Satisfied’ or ‘Very 

Satisfied’ given the service quality dimensions of public service. As a result, DOST-SEI 

garnered an overall score of 4.59, which is equivalent to a ‘Very Satisfied’ rating.
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Table 6. Average Rating Scores by SQD and Service 

Table 6. Average Rating Scores by SQD and Service (cont.) 

*Question on “Costs” was not included hence not applicable (N/A) to services that does not require payment. 

Service Quality 
Dimension 

EXTERNAL SERVICES 

DOST-SEI 
Undergraduate 

Scholarship 
Application 

Monitoring of 
Scholarship Status 

Processing of 
Financial 

Assistance of SEI-
monitored Scholars 

Processing of 
Clearance/ 
Certification 

Processing of 
Graduate 

Scholarship 
Application 

Science Explorer 
and nuLab Mobile 

Science Laboratory 

Teacher 
Training 

Responsiveness 4.5 4.29 3.84 4.47 4.79 4.75 4.94 

Reliability 4.64 4.63 4.34 4.83 4.76 4.55 4.93 

Access and 
Facilities 

4.62 4.6 4.52 4.7 4.85 4.72 4.87 

Communication 4.59 4.44 4.33 4.65 4.79 4.67 4.94 

Costs* 4.45 4.46 4.34 4.72 4.73 N/A N/A 

Integrity 4.69 4.7 4.61 4.81 4.88 4.64 4.94 

Assurance 4.55 4.5 4.37 4.73 4.82 4.82 4.94 

Outcome 4.64 4.5 4.24 4.67 4.7 4.67 4.9 

Overall 4.59 4.52 4.32 4.7 4.79 4.69 4.92 

Service Quality 
Dimension 

INTERNAL SERVICES 

OVERALL Issuance of 
Order of 
Payment 

Processing of Request 
for Employee 

Certificate/s and 
Service Record 

Processing of Request 
for Provision of Service 

Vehicle 

Processing of Request 
for Authentication of 

Records 

Processing of Request for 
Information and 
Communications 

Technology (ICT) Services 

Responsiveness 4.68 4.96 4.66 5 4.63 4.54 

Reliability 4.64 4.93 4.68 4.91 4.63 4.67 
Access and 
Facilities 

4.45 4.93 4.68 5 4.53 4.65 

Communication 4.52 4.93 4.67 5 4.62 4.62 

Costs* N/A N/A N/A N/A N/A 4.45 

Integrity 4.66 4.93 4.66 5 4.67 4.72 

Assurance 4.59 4.96 4.7 4.91 4.59 4.60 

Outcome 4.55 4.93 4.69 4.91 4.54 4.66 

Overall 4.68 4.94 4.68 4.96 4.6 4.59 
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Continuous Agency Improvement Plan for FY 2023  

Respondents were also asked of their comments and suggestions regarding their 

experiences with the service/s they availed. With this, here are some of the open-ended 

feedbacks gathered per service and the corresponding improvement action plans.  

DOST-SEI Undergraduate Scholarship Application 

Suggestions/Comments Improvement Action Plan 

I suggest that the selected course for applying 
the scholarship should be more so that more 
students can apply to it and to achieve their 
desired ambition.  
 
I suggest that this scholarship program will be 
open for other courses. In that way, other 
students with financial problems may have 
some chance to avail this opportunity. In 
some instances, the E-application was great 
and convenient. 

The courses covered by the DOST-SEI 
Undergraduate Scholarships are anchored in the 
DOST Research and Development priority fields. 
The courses are ported in the SEI website to 
ensure that potential applicants are aware of the 
courses SEI scholars are allowed to enroll to.  

Please update us always hehe  An email notification was sent to the applicants but 
only during the latter part of the application 
schedule.  

Please next time add more instructions 
because maybe some are unable to 
understand it quickly. That's all in all good and 
satisfying. Thank in you  
 
Video tutorial on how to apply because it 
takes time to read the guidelines. And to 
further elaborate the scholarship details.  
 
I suggest that video tutorial of the application 
must be upload in the DOST page so that 
other students can comply easier. That is the 
only thing I can recommend because the 
application process is smooth and I've never 
experienced any troubles.  
 
Always have time to respond to all concerns 
of the students who are applying for this 
scholarship. 
 
Apart from your Frequently Asked Questions 
with Answers about the Application Process, I 
would like to suggest having a comment 
section feature on your website where your 
audience can view comments and reply to the 
published content. 
 
I suggest that there is an assigned SEI staff to 
respond on queries of the applicants. The 
Facebook account/page must be active so 
that applicant's queries will be answered 
quickly. 

There are instructions on the website itself. 
Frequently asked questions with answers are also 
already provided. There was also a dedicated staff 
answering the inquiry sent by the applicants in the 
official email address for the online application. 
 
However, hiring more staff dedicated to answering 
the inquiries as well as the creation of a video 
tutorial may be considered. 
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DOST-SEI Undergraduate Scholarship Application 

Suggestions/Comments Improvement Action Plan 

If you really wanted to help students continue 
their journey, please make your requirements 
easy to find. Thank you  

More visible application link can help other 
applicants.  

Yung pag lolog-inan po sana. sana po madali 
mahanap. Isang click lang di na hahanapin 
yung link po kasabay ng mga requirements. 
pwede kahit papaano ilagay sya sa gilid o sa 
taas. kahit i scroll-down o up ay nandun parin 
sya sa gilid o sa taas. tyvm 

It is by design that the link to the online system is 
not a button. It is that way to ensure that the 
applicants will read the instructions in the site and 
not just blindly click on the first button they will see.  

I suggest or recommend that pwede pong 
paki bawasan ng requirement yung mga 

papers na may bayad bayad😁. Pero ok po 

lahat ng service niyooo. Good feedback din 
po kasi yung nalalaman ko about sa DOST 
Scholarship.  

Your scholarship as I said is a great help for 
us, however, I want to suggest that the 
requirements needed for DOST scholarship 

application should be lessen. Thank you. 😊  

I have seen some cases of other students 
who are required to pay their school for the 
other requirements such as Form C (Good 
moral) and Form E (Principal's certification) to 
get signed. My concern is we are applying for 
a scholarship, meaning we are not financially 
capable. I hope that it should be just free for 
these requirements. However, I understand 
that it is not the DOST-SEI to blame anymore. 
I hope they could help the students, even just 
on these little things throughout the whole 
application.  

Concerned about the requirements needed 
upon application. I suggest remove some 
requirements that would cost us. It is not for 
the poor to be honest. better ask for some of it 
once we qualified. We're not even sure if we 
could make it :) 

Limit requirements or host services that will 
enable applicants to acquire the necessary 
documents off charge. 

Appointed school clinic to conduct and sign 
the medical good health certificate 

Each document requested from the applicants are 
used to validate whether they meet the eligibility 
requirements set by the RA 7687/RA 2067 law. 
The current requirements were already lessened 
compared to the requirements before.  

Storage. Some files have bigger mb and it's 
difficult to upload  
 
Set a higher limit for the file size of the 
requirements. Though one can compress a 
file to have a smaller sized file, it ruins the 
quality.  

The system was designed to have a 5mb limit per 
the document that the applicant will upload. The 
limit was set so as not to immediately fill-up the 
servers. With the institute’s support in buying 
additional servers, increasing the limit may be 
considered.  
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DOST-SEI Undergraduate Scholarship Application 

Suggestions/Comments Improvement Action Plan 

The schools listed prior to the registration 
shall be ensured complete beforehand to 
avoid further mistakes and inconvenience.  
 
I highly suggest for a complete lists of 
provinces, municipalities, and schools in the 
choices because as far as I observed their are 
numerous students who got a hard time 
because their location werent on the list of 
choices and waited for days and even weeks 
for the reply to know what should they do 
about it.  

In the absence of scholarship qualifying 
examination, data analytics using proxy indicators 
were used in the identification of the potential 
qualifiers. One of the proxy indicators is the 
applicant’s grades from Grade 9-Grade 11. To 
ensure that one school’s grading scheme will be 
comparable to a different school’s grading scheme, 
we had to build a database of the different grading 
scheme of each school. To do this, we 
communicated with all the schools to request for 
our needed information. Schools who were able to 
comply with our request where include in the roster 
of available schools in the system.  
 
For the next application cycle, communication with 
the schools not yet in the system will be done 
months prior the start of application to ensure that 
the same concern will not arise.  

Hopefully even when everything gets back to 
normal, the upcoming DOST applications will 
continually employ such methods for the 
welfare of the aspiring scholars including the 
flow of the application process and the 
needed expenses for academic documents. 

The E-application system will still be used in the 
foreseeable future. 

I suggest that in the uploading of 
requirements tab, there should be sample 
pictures of the documents to be uploaded. It is 
to raise awareness to the applicants on what 
are the proper formats to be followed. 

I recommend giving more translations to other 
elements and parts of the application because 
there are some parts of the application that 
really gave me double minds. Thank you and 
God Bless! Hoping that I will pass this 
scholarship by God's Grace! 

When logging-in in the E-application system, it 
goes back to the first information tab rather 
than the tab where the user left before logging 
out. I suggest to just retain the tab where the 
user left off instead of going back to the first 
tab every time. 

We are hoping that there would be a button or 
option to go back to our previous filled in data 
because there are times that technical 
difficulties cannot be avoided therefore it 
could have been better if there is a chance to 
edit some of our information. 

My concern is all about applicant who was 
married, like me, I've got confused especially 
in my indigent form and annual gross income 
of my Husband. And also to attach my 
marriage certificate, I still attached my 
marriage certificate together with my PSA. 

This can be incorporated in the next cycle of 
application. 
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DOST-SEI Undergraduate Scholarship Application 

Suggestions/Comments Improvement Action Plan 

I suggest you should make your system 
mobile-friendly because at first, I wasn't able 
to view all the written informations and 
directions as I use my smartphone on filling 
out the registration form until I turned on my 
desktop site. I hope u get it hehe. That's all, 
no more complaints aside from that. Overall, 
you're excellent and I hope I'll be qualified to 
take the exam soon in order to be part of 
DOST-SEI.  

Making the online system more mobile-friendly will 
be a priority in the next cycle of application.  

 

Monitoring of Scholarship Status 

Suggestions/Comments Improvement Action Plan 

“I hope that your staff personnel who were in-
charge for responding in emails especially in 
the tuition fee reimbursement would read your 
gmail inbox and respond accordingly to avoid 
the "Recipient Inbox full", aside from it is 
hassle for the side of scholars, it may also be 
hassle to your side since you don't like to take 
calls and you just let your telephone line ring. 
Hoping for your kind office to address these 
concerns. We may just be scholars for now 
but we also deserve respect. Thank you. “  

"Make a new email account for other 
concerns." 

New official email addresses (@sei.dost.gov.ph) 
were created to address specific concerns. 

"I propose that we create a Facebook page or 
other platforms where we can engage with our 
fellow scholars. All information will be 
centralized as a result of this. Yes, you can 
contact us via email, but there are times when 
we are unable to reach you even through your 
landlines. Aside from that, I no longer have 
any issues because your department 
consistently provides me with excellent 
service. Take care and stay safe!" 

A Facebook page for NCR-based DOST-SEI 
scholars were created for posting of 
announcements. Should there be new guidelines 
or announcement, SEI shall post the same in the 
FB page.  

"I hope that there would come a time that 
every university would have someone in the 
DOST whom we can communicate regarding 
our concerns about the periodic reports." 

There are designated university scholarship 
coordinators for universities in NCR in-charge of 
monitoring and processing of financial assistance 
of the ongoing scholars. SEI shall create Core 
Group and designate University Coordinators in 
universities with large number of scholars.  

"Please provide a breakdown of the allowance 
that we are getting, if possible." 

Merit scholars are informed through email that their 
periodic reports have been received and their 
financial assistance has already been processed, 
including the breakdown. Similar approach will be 
done for the RA 7687 and RA 10612 scholars.  

“Contact number (Globe, TNT, Smart, etc.) 
since not all scholars like me have landline.” 

The contact numbers (landline and mobile) of the 
division are publicly posted thru the official 
Facebook page of DOST-SEI. There are 
designated phone officers of the day to answer the 
IP and mobile phones. 
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Monitoring of Scholarship Status 

Suggestions/Comments Improvement Action Plan 

“1. Create a DETAILED infographic containing 
ALL the steps and requirements in applying 
for the scholarship. This includes all the steps 
if you are Merit, RA, etc. This is to avoid any 
confusion when applying the scholarship.  
 
2. Create also another infographic of all 
FAQs.  
 
3. In every email of documents to us such as 
LOI and LOE, please include the instructions 
of where and to whom we will send it, and the 
reason why they are the ones to be sent.” 

Pertinent details for the Undergraduate 
Scholarship application process is posted at the 
DOST-SEI website. Also, the online application 
system was systematically designed to guide the 
applicant on the step-by-step process of the 
application. In addition, during the start of the 
application period, infographics are disseminated 
through the official Facebook page of DOST-SEI.  
 
An FAQ on the DOST-SEI Undergraduate 
Scholarships is uploaded at the DOST-SEI website 
and is accessible to the public.  
 
 
New official email addresses (@sei.dost.gov.ph) 
were created to address specific concerns.  
 
SEI shall avail of the multi-media platforms to 
disseminate scholarship information. 

“Maybe make the emailing system 
automated(if not yet) to avoid late responses.” 

At present, most of the official email addresses of 
STSD are set with an automated response 
acknowledging received emails. 

“I suggest that DOST create a scholar’s portal 
or website wherein scholars will be able to: 
access their status as a DOST scholar; 
upload their grades and registration form; 
request for letter for enrollment; update their 
allowances; and other important transactions 
such as cancel of scholarship, permission to 
travel, etc. In this case, both DOST staff and 
scholars could easily process one another’s 
inquiries and requests. I believe having a 
scholar’s portal that has everything in it is 
more convenient than using google forms and 
emails.” 

There is an existing scholar’s portal but at the 
moment, it only covers the process once a qualifier 
is considered a new scholar. The SIS is yet to be 
linked to other online systems available. 
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Processing of Financial Assistance of SEI-monitored Scholars 

Suggestions/Comments Improvement Action Plan 

Communications Issues (emails and 
hotlines): 
 
“Facilitate a zoom/google meeting to easily 
address scholar's concerns. It should be open 
daily during office hours. Mas mabilis masagot 
mga concerns and hindi na maghihintay nang 
matagal para mareply-an sa email.” 
 
“It is better if the SEI will provide contact 
details of someone whom we can talk directly 
when we have inquiries re: submission of 
requirements, financial assistance. 
It is because the email that was provided does 
not respond to our queries. As for me, I have 
emailed them last June but up until now I 
have not received any reply.” 
 
“Please provide a cheaper alternative in 
contacting the staff for tuition fees and other 
concerns. A phonecall costs a lot for a very 
limited amount of time and can hinder the 
scholar's concern. I'm suggesting a 
Zoom/Gmeet link if possible. Thank you very 
much!” 
 
“More emails to contact. Due to the amount of 
scholars, it must be hard to answer emails as 
fast. More alternative contacts are 
appreciated.” 
 
“I suggest that DOST have a better inquiry 
team given that all of the transaction are 
online. Thank you!” 
 
“Hope the staff could be more responsive.” 
 
“I humbly suggest that you assign a team that 
is responsible for answering 
inquiries/questions.” 
 
“There could be fb/viber group so we can 
communicate more efficiently.” 
 
“The problem is a lack of response from the 
emails provided to us. There isn't even an 
acknowledgement. I believe better 
communication would solve most of the 
issues that us scholars have.” 

STSD maintains an official Facebook account and 
dedicated email addresses for various concerns 
wherein scholars may communicate his/her 
concerns. Some personnel are assigned to answer 
the issues and concerns queries raised by the 
scholars and/or the general public.  
 
 
There are dedicated personnel who answers all the 
queries lodged in the STSD official mobile 
numbers and phone officers are assigned every 
day to answer the STSD official landline numbers.  
 
 
FAQs and other instructions are embedded in the 
autoreplies of the dedicated email addresses. 
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Processing of Financial Assistance of SEI-monitored Scholars 

Suggestions/Comments Improvement Action Plan 

Delayed Processing of Financial 
Assistance/ Regular schedules on the 
release of stipends: 
 
“Please deliver the scholarship assistance 
with a fixed rate to avoid confusion.” 

“Stipend should be given as early as a week 
after giving the requirements.” 

“The processing of financial assistance takes 
months. I hope that this matter be address 
with utmost rush and importance. We are 
scholars for a reason and most of us only rely 
on our monthly stipends in order to sustain 
our studies. Hoping that this would be 
understood well and considered for immediate 
action. Thank you” 

“Since the academic year of universities and 
colleges vary, I think it would be better to 
grant the monthly allowance and other 
financial assistance according to the calendar 
of the scholar's respective school.”  

“It is suggested to have a consistent date 
regarding the release of stipend, but it is okay 
since all else is understandable.” 
 
Tuition Fees:  
 
“Tuition fee reimbursement should be sent on 
start of each semester instead of end of the 
academic year. It is quite a struggle for me 
and my family to pay each semester since the 
20,000 pesos per semester is reimbursed only 
at the end of the academic year. I am hoping 
it will be considered. Thank you.”  
 
“Suggest that tuition is paid before semester 
ends.”  
 
“System in the payment of tuition be 
reviewed.”  
 
“Improvement or faster financial assistance 
esp. on tuition.”  
 
“Just based from my experience, I just thought 
that the 20k for the first semester could be 
given in later time of the first semester or let it 
accumulate and be reimbursed on the second 
semester. Because as of now, we are still 
confused on where did the 20k for the first 
sem go.. but aside from that, I am grateful for 
the systematic distribution of allowances in a 
reasonable time. Thank you very much for the 
assistance.” 

Staff-in-charge processed on a regular basis the 
scholars’ financial assistance upon receipt of the 
required documents. 
 
During the orientation breakdown of financial 
assistance was already discussed. Also, it is 
indicated in the SEI Website and the scholars’ 
Scholarship Agreement. 
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Processing of Financial Assistance of SEI-monitored Scholars 

Suggestions/Comments Improvement Action Plan 

Notification on the releases of financial 
assistance: 
 
“At least give us an update through when you 
release our privileges so that we are aware of 
it. Thank you!” 
 
“I recommend that the processed financial 
assistance monthly should notify the scholars 
through e-mail, so that they know if their 
accounts have balance.” 
 
“If possible, a much more accessible social 
media page may update scholars of the 
current process underway in terms of the 
release of financial support.” 
 
“If we have a full breakdown of the financial 
assistance that we recieve, that would be 
great. I have been receiving my allowance 
irregularly and I don't know if it was for the 
reimbursement I requested or my stipend. 
Last time, I didn't receive anything for three 
months.” 
 
“I wish allowance breakdown will be provided. 
Unclear po kasi kung para saan and if correct 
ba yung naipapadala, especially if more than 
1 month yung allowance na ibibigay. For 
transparency na rin po para ma-cross check 
ng scholars if kulang ba or enough na yung 
naipadala. Yun lang po, thank you!” 

Staff-in-charge send notification emails to the 
scholars that their stipends were already 
processed.  
 
During the orientation breakdown of financial 
assistance was already discussed. Also, it is 
indicated in the SEI Website and the scholars’ 
Scholarship Agreement  

Acknowledging receipt of submitted 
documents and/or notification of on the 
required documents to be submitted:  
 
“You should email a scholar if he or she forgot 
to submit end of semestral requirements and 
other documents.”  
 
“Faster response time and an 
acknowledgement if documents are already 
received.”  
 
“It would be highly appreciated if upon 
submitting the requirements for financial 
assistance would be acknowledged such as 
sending an acknowledgement receipt or if 
there are insufficient/incorrect requirements 
passed, a notice thru email would be fine as 
well.”  

Staff-in-charge are sending emails to all the 
scholars every start of the semester which includes 
instructions on what to submit and the google form 
links where they need to upload the required 
documents.  
 
STSD are planning to devise and auto reply in the 
Google Form to acknowledge the submission of 
documents of the scholars.  
 
STSD are planning to develop a Document 
Tracking System that can help the staff in charge 
to record and monitor the submitted 
documents/requirements of scholars.  
 
During the orientation, the required documents to 
be submitted in every start and end of the 
semesters for the processing of the financial 
assistance was already discussed. Also, it is 
indicated in the SEI Website, official FB Page and 
the scholars’ Scholarship Agreement. 
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Processing of Financial Assistance of SEI-monitored Scholars 

Suggestions/Comments Improvement Action Plan 

Google Forms Links / Submission of 
Requirements: 
 
“Can we limit submission to online platforms 
for now.” 
 
“Please don't have a personal submission in 
dost Taguig for hard copy.” 
 
“Maybe it's not hard for other scholars 
especially those in Manila. But since I'm in 
Cavite and have never traveled to Bicutan, 
and just went to Manila very few times, it is 
really hard for me. So I suggest that the online 
submission of requirements be continued. But 
regardless, I will still respect the new 
regulations if that is the only option.” 
 
“I don't know what to suggest for that minor 
problem which is the time interval of sending 
grades and registrations to receive LOE and 
stipends.” 
 
"1. I hope that DOST would be able to fast 
track the processing of the grants and 
improve their services 
2. I hope that DOST would provide a Google 
Form link for the fast and smooth processing 
of Reimbursements" 
 
“The use of online submission of requirements 
should continue as it offers convenience to us 
scholars and the requirements submitted by 
us scholars should be thoroughly checked 
and monitored to avoid repeated submissions 
of it.” 
 
“I hope the submission of requirements can 
still be passed thru online so that it can save 
more money and time unlike in face to face or 
thru courier.” 

Due to the travel restrictions brought by the 
pandemic, scholars no longer had to physically 
report to the office as they could upload the 
scanned copy of the required documents in the 
dedicated Google Forms. The hard copy of the 
documents would then be mailed to STSD for 
validation and subsequently, their financial 
assistance was released. This mechanism may be 
implemented even after the pandemic.  
 
 
Staff-in-charge are sending emails to all the 
scholars every start of the semester which includes 
instructions on what to submit and the google form 
links where they need to upload the required 
documents. 

University Coordinators:  
 
“There should be an office where we can send 
our requirements within UP Manila, so that we 
don't need to travel to Taguig just to submit 
requirements. The system for passing 
requirements for UP Diliman students should 
also be done for UPM students.”  

Universities/schools where most of the scholars 
are enrolled have a designated DOST University 
Coordinator.  
 
SEI monitored scholars are advised to submit their 
requirements through Google Forms and/or email.  
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Processing of Financial Assistance of SEI-monitored Scholars 

Suggestions/Comments Improvement Action Plan 

Information 
Dissemination/FAQs/Announcements:  
 
“I hope that there is more instructions and 
steps given to the scholar so that there will 
never have any confusions. Thank you.”  
 
“A more systematic and organized way of 
providing students with instructions may it be 
through email or other forms of accessible 
media.”  
 
“I hope we, the scholars, are emailed for 
important announcements and changes 
regarding the scholarship or passing of 
requirements. I was surprised when there are 
no recent e-mail from the DOST-SEI 
containing a link where we can pass our true 
copy of grades and registration form. I only 
knew later on that it will be required to be 
passed physically. Also, will there be no raise 
in the monthly allowance because of the 
inflation rate that is currently going higher in 
our country? That's all.”  
 
“Please relay or announce any changes or 
concerns in requirements to all affected 
students especially if they affect the release of 
stipend.”  

Scholars and parents are oriented first on the 
Scholarships Policies before they signed the 
Scholarship Agreement.  
 
FAQs, recorded video of the orientation and other 
information about the processes of DOST-SEI 
Scholarships Programs are posted in the SEI 
website, Official FB Page and in the Scholar’s 
Portal.  
 
Official announcements are posted in the SEI 
website and Official FB Page.  
 
Updates and guidelines are emailed to the 
scholars and/or course through to the University 
Coordinators and/or Regional Offices. 
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Processing of Financial Assistance of SEI-monitored Scholars 

Suggestions/Comments Improvement Action Plan 

Utilize the Technology/Online 
System/Mobile Application: 
 
“In this post-pandemic situation, I believe that 
we should adapt with it, which is to strengthen 
the utilization of technology and maximize its 
use in services such as this. Not only that it 
will simplify the process for the scholars, it 
would also be beneficial to the persons who 
will secure these records as this will allow 
them to easily compile the records 
accordingly. In addition, I also think that the 
processing of stipend somehow takes time 
and somewhat difficult to process if done 
face-to-face.” 
 
“I highly recommend to utilize the technology 
and the online process for the benefit of 
everybody.” 
 
“Instead of using google forms, it might be 
beneficial to create a portal for the submission 
of requirements where we can easily access 
and keep tabs of past submissions. This can 
be more convenient for everyone involved.” 
 
“A google form link where scholars can write 
their concerns.” 
 
“A System where we could notify by the status 
of our submission (Is our submitted files 
already checked? or Is stipend already 
distributed, etc.) to be informed by the status 
of the scholarship, file submission, requests, 
and stipends.” 
 
“Although it is not required, but I think it is 
better to have an automated stipend tracker to 
give scholars a gist of the stipend records that 
we already have received using an email 
message. This will not just help the students 
to monitor the received amount of stipends 
but also to reduce the number of other for of 
complaints with regards to delayed stipends.” 
 
“I hope that scholars can have an exclusive 
portal where we can already submit all 
necessary documents at that site and where 
we can easily view the status of our 
submissions.“ 

Due to the travel restrictions brought by the 
pandemic, scholars no longer had to physically 
report to the office as they could upload the 
scanned copy of the required documents in the 
dedicated Google Forms. The hard copy of the 
documents would then be mailed to STSD for 
validation and subsequently, their financial 
assistance was released. This mechanism may be 
implemented even after the pandemic. 
 
STSD are planning to improve/enhance the SIS 
and the Scholar’s Portal. 
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Processing of Clearance/Certification 

Suggestions/Comments Improvement Action Plan 

Updated Contact Details  
 
"I suggest to check the mobile number so that 
other scholars not accessible to telephone 
lines can inquire about their urgent concerns." 
 
"1. Maging responsive sana po sa mga emails 
sainyo about sa release ng clearance. At least 
sumagot kayo within the day, di yung aabutin 
pa ng ilang araw bago masasagot yung 
message. 
2. Mag update agad sa scholar if kailangan 
niyo ng clarification about sa request, wag 
nang paabutin ng ilang weeks." 
 
"E-mail addresses and contact numbers 
should be more accessible to the 
scholar/former scholar to be use for concerns. 
A web link is also good to bring more 
streamline and swift approach for requesting 
and submission of forms." 
 
"I appreciate how the emails were answered 
within several working days, but maybe it 
could be sped up. Also, I feel like the new 
clearance email should be announced 
because I was not aware of the new email." 
 
"I once saw a post where all email addresses 
of DOST system were presented. Hope to see 
more reposts of it in the future." 
 
"Maybe make a pin on DOST's Facebook 
Page regarding contacts and emails of 
persons who are in management such as the 
clearance. I know it's a data breach probably 
narin, but it would help rin. Though it's good 
already that DOST updated their email 
address to best serve more. Thank you 
DOST! :)" 
 
"Please provide phone numbers that are 
always ready to receive calls." 

SEI announced several IP phone numbers to the 
SEI Facebook page and dedicated personnels who 
answers all the calls in the STSD official mobile 
numbers and phone officers are assigned every 
day to answer the STSD official IP phone numbers. 
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Processing of Clearance/Certification 

Suggestions/Comments Improvement Action Plan 

Acknowledgement Receipt of Emails 
 
"An acknowledgement of receipt of the email 
may be beneficial for both the sender and the 
receiver. this may help reduce anxiety of 
waiting from the sender and it can help reduce 
the volume of follow-up emails to the 
institution." 

"At least please send an acknowledgment 
receipt after receiving an email. Autobot is ok 
too." 

"I generally don't see any major points for 
improvement po so far! Although there are 
times po of delayed responses, I believe 
these are understandable part of the process 
naman po. What's important is that there is 
still a healthy communication between the 
scholar and the DOST-SEI :) Thank you very 
much and keep safe po kayo always!" 

"I hope that the team could reply if they had 
received the e-mail sent or not so as to make 
the sender aware of its status. Over all it is 
great platform for us to process our 
Clearance. God Bless po." 

"It is much appreciated if you will include an 
automatic reply from your email address so 
that we will know if you received and read our 
email. Also, you may indicate in your email 
response on how long the processing/release 
of the documents will take. I hope this helps. 
Thank you" 

"May I suggest lang po sana na when an 
email is received by the DOST, they give an 
update to the person requesting the clearance 
para lang po aware yung nag-request if 
nareceive ba yung email and kung 
pinoprocess na yung clearance. Pero overall, 
satisfactory service po. Thank you!" 

"Maybe to inform if there are changes in email 
address. Because my experience was I sent 
my request to the email they sent me but it 
took quiet long and when I followed up they 
told me that the email address was changed.” 

"Thank you for the good service. It would be 
assuring if requests sent via email are also 
duly acknowledged to provide information to 
the scholar if their requirements were 
sufficient in acquiring the clearance. 
Nonetheless, kudos to the new standardized 
communication email addresses for specified 
concerns of the general public." 

Auto-reply were devised in the email address to 
acknowledge receipt on the submission of the 
scholars requesting for clearance.  
 
Once received and opened, the staff-in-charge 
acknowledge receipt the documents and start 
processing the said request. 
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Processing of Clearance/Certification 

Suggestions/Comments Improvement Action Plan 

Step-by-Step Process of Securing 
Clearances 
 
"An instruction on how to get the clearances 
on the DOST website would be helpful. I only 
saw the process online on a blogsite."  
 
"I highly recommend that the Citizen's Charter 
or guidelines should emphasize on posting in 
more accessible sites such as social medias, 
so that my fellow scholars whom 
accomplished their return service obligation 
will enjoy this mode of requesting. Also, 
please update the information like the email 
address in the Citizen's Charter of DOST-SEI 
(last seen edition was on 2020)." 
 
"I was asked to submit a revised guarantee 
letter from my employer stating that the 
company will pay for my financial obligation 
with DOST in the event that I don't return to 
the country. I suggest that to avoid the same 
circumstance, this requirement for the 
guarantee letter be included on the UGRAD-
FAQ on the DOST-SEI website." 
 
"It would be even more helpful if the guide 
indicates the turnaround time/processing time 
of the applications. The acknowledgement 
emails could include the processing time as 
well. On a separate note, the specific program 
that I was under was not in the list (Proj. 8102 
Ed.). I chose the Merit instead." 
 
""Looking for the process for NC scholars on 
the internet is hard. A publicly available 3-step 
process would make requesting for clearance 
easier. Scholars can pre-prepare the 
requirements beforehand. 
 
Step 1: Submit the following documents 
(Letter of Intent, TOR/diploma, and COE) to 
seischolarshipsclearance@gmail.com and 
wait for reply 
Step 2: Request reference number and pay at 
any Landbank. Submit receipt via email 
Step 3: Wait for Final Clearance 
 
This way, people will know what to expect and 
how long the process would take." 

Citizen's Charter (2020 edition) were posted and 
made available to the SEI website. Steps on how 
to get clearance were elaborated: from checklist of 
documents to be submitted, where to secure and 
timeline of processing the clearance. 
 
Updates on the Citizen's Charter will be posted, 
once available. 
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Processing of Clearance/Certification 

Suggestions/Comments Improvement Action Plan 

"As mentioned above, I already got a 
clearance around 10 years ago but I didn't go 
to the NBI office to provide the clearance, 
maybe this is the reason why I still have "hit" 
when I renew my NBI clearance yesterday. 
Does it mean, the scholar will be the one to 
update the records to NBI office? Is it possible 
that DOST-SEI will provide a regular update 
monthly or quarterly or as needed to NBI, 
DFA and BI for those names who already 
cleared of the service obligation?" 
 
"DOST-SEI should coordinate to Government 
agencies to clear scholar names once they 
submitted required docs for clearance." 

SEI submitted names of cleared scholars to the 
National Bureau of Investigation, however, 
updating the records of scholars in the said bureau 
is beyond SEI's control. 
 
SEI shall hold meeting with the NBI and other 
concerned offices to discuss the scholars' 
concerns. 

Development of System for Securing 
Clearances 
 
"Develop a website or tab on existing DOST 
website, for clearance application or other 
scholar's request. This way, the requestor can 
monitor request thru ticket number." 
 
"Enable online transactions for application, 
clearance, certification requests. Allow 
scanned copy and original documents can be 
sent via third party logistics service provider" 
 
"I believe that there should be a portal website 
which will allow for clearances to process 
even within a day or week." 
 
"I suggest making the submission of 
documents into a google form instead of 
emails so we can know ahead of time the 
requirements for the clearance before 
contacting the SEI." 
 
"It would be better if the files were received 
via Google Forms with the complete 
instructions and requirements given" 
 
"The security of attaching the requirements 
are not clear through email only. I believe the 
information security/privacy would be 
improved with a dedicated online portal for 
submission of the requirements and the 
necessary information." 

DOST-SEI plans to develop an online application 
for travel/final clearance. 
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Processing of Clearance/Certification 

Suggestions/Comments Improvement Action Plan 

Lack of Manpower 
 
"I think more staff is needed to monitor 
messages in email but I am thankful that the 
staff is friendly." 
 
"Send the schedule of work hours along with 
the auto reply to inform the client if there are 
special arrangements (ex: compressed work 
hours). Have another number to serve as 
backup or enable putting the caller on hold 
instead of dropping the call if there's a person 
currently calling the phone/hotline"  

Assigned additional staff-in-charge in the 
processing of clearances. 

 

Processing of Graduate Scholarship Application 

Suggestions/Comments Improvement Action Plan 

“I hope there will be an online application 
system for easier application screening and 
faster turnaround of results." 

Development of online application system for the 
local graduate scholarship is underway. 

“Kindly acknowledge emails once received.  
Thank you.” 

Use of auto-response features to acknowledge 
receipt of emails upon receipt. 

“Hoping the early release of the official list of 
qualifiers before the beginning of a semester” 

Adjustment in the date of endorsement of list from 
university to SEI to give time for the validation of 
documents vis-a-vis list and preparation for 
endorsement to the DOST Secretary for final 
approval 

“more promotions” Information dissemination to consortium-member 
universities; posting of announcement in the SEI 
website and official Facebook page of DOST-SEI. 

 

Science Explorer and nuLab Mobile Science Laboratory 

Suggestions/Comments Improvement Action Plan 

Time management 
“I hope that there is more time to finish the 
experiments/activities and longer time for 
each session.” 
 
Facility 
“Have a wider workspace/extra space”. 
“It is too cold inside the bus”. 
“My eyes are somewhat uncomfortable (too 
bright, must cover blue light”. 
 
Learning Resources 
“Preparation of the equipment takes more 
time”. 
“Technical difficulty on the screens.” 
 
Food 
“I hope there is drinking water inside to drink.” 

During the coordination process, instruct 
requestor (i.e., teachers/supervisors/principals) to 
relay information to the students about what to 
expect during the sessions (i.e., duration of each 
session), as well as the environment inside the bus 
(e.g., temperature, space, chairs, etc.) so that 
students are informed and prepared. 
 
 
Make sure that equipment and tools to be used are 
prepared and rehearsed before the start of every 
session. 
 
 
 
 
Provide water dispenser outside the bus or near 
the session is being held. 
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Teacher Training 

Suggestions/Comments Improvement Action Plan 

I just want to say thank you for having us in 
your webinar and for sharing your knowledge 
to us about teaching mathematics in easy way 
and fun. 
 
Thank you for giving me the opportunity to be 
part of the training! More power to you, DOST! 
 
I do enjoy the training especially the 
educational games. 
 
Thank you DOST for this productive webinar 
and to our resource speaker Ma'am Nympha. 
God bless everyone :). 

Suggestions and comments are all positive. No 
action needed. 

 

Issuance of Order of Payment 

Suggestions/Comments Improvement Action Plan 

“Maybe we could improve the manner of 
transaction. Maybe we could adopt to 
technology and automate the issuance of 
order of payment. But all in all, I commend the 
Accounting staff for being approachable and 
accommodating.” 

“Make sure all clients who will avail this 
service know the steps to take before he/she 
can get hold of the order of payment.” 

“May consider having a contactless 
transaction, completely online.” 
“Need to automate.” 

“Inform/tell a story to your client about his/her 
last transaction” 

“Paupdate lang po sa ERMS” 

“Hoping the Acctg Unit will issue a memo on 
the checklist of requirements for attachments 
of payments/disbursements and be more 
consistent on the documents/requirements 
they are requesting.” 

Development of Online Requisition form for the 
Issuance of Order of Payment.  
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Processing of Request for Employee Certificate/s and Service Record 

Suggestions/Comments Improvement Action Plan 

“Online fill out the request (a system maybe?) 
i.e. leave, certificates, for contactless/ 
paperless transaction” 

“We can automate the process (from 
requesting to issuance/release of the 
documents)” 

“You may opt to develop online system for 
request of transactions” 

“Sending status updates” 
  

Online information system will be developed. 

“Maintain willingness to help all staff in the 
future” 

“Keep up the good work” 

“Immediate response with my request” 

Suggestions and comments are all positive. No 
action needed. 

 

Processing of Request for Provision of Service Vehicle 

Suggestions/Comments Improvement Action Plan 

To send to all SEI employees the updated 
official mobile numbers of the drivers 

The mobile numbers of the SEI drivers and of the 
two reliever drivers were provided and shared to 
the passengers. 

In making request, the staff assigned for the 
accommodation of requests should have a pre 
and post assessment/confirmation on the 
client if he arrived safely to the place of 
destination 

A client feedback form for drivers was developed 
and is ready for implementation. 

 

Processing of Request for Authentication of Records 

Suggestions/Comments Improvement Action Plan 

"Thank you for the prompt response to our 
request.” 
“None so far. The process was quick and 
efficient" 

Suggestions and comments are all positive. No 
action needed. 

 

Processing of Request for Information and Communications Technology (ICT) 
Services 

Suggestions/Comments Improvement Action Plan 

“Thank you for being responsive and attentive 
to the needs of employees. It would be better 
to have an online request form.” 

Plan to have an Online ICT Service Request form 
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Annex A. Citizen/Client Satisfaction Survey Instrument Samples  
 

Monitoring of Scholarship Status 
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Processing of Financial Assistance of SEI-monitored Scholars 
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Processing of Clearance/Certification 
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Processing of Graduate Scholarship Application 
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Processing of Transfer of Funds 
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Science Explorer and nuLab Mobile Science Laboratory 
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