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SOCIAL IMPACT

3.23% t.t3%
904 ISFs provided
with housing loans

and grants
35o/o

28,000
number of ISFs
provided with
housing loans

and grants

SM l: Provision of
Shelter Security and

Improved Housing

Quality

l.l30A35'Sub-Total

STAKEHOLDERS

0.00%0.00%5%

90% ofthe
Respondents

gave a
Satisfactory

Rating

SM 2a: Percentage of
Satisfied Customers
(Pre-Takeout)

0.00% 0.00%

90% ofthe
Respondents

gave a
Satisfactory

Rating

Initiated
procurement

process for the
Third-Parry

Service Provider
through the

development of the
Terms of

Reference for the
2023 CSS

SM 2b: Percentage of
Satisfied Customers
(Post-Takeout)

5%

0.00%l0o/"Sub-Total

FINANCE

9.87%64.14% CER as of
February 2023

98.68%

SM 3: Improve
Collection Efficiency
Rating of SHFC
Program Loans

10%
65% Cumulative

CER

39.67% 0.99%2.5%
3% Reduction of

Problematic
Accountsl

t.t9%
improvement of
accounts as of
February 2023

SM 4a: Improve
Status of Problematic
Accounts (2021and
previous years)

o,

((

Kultlug

Performance
Indicator

Weight 2023T*get
Actual

Accomplishment
Accomplishment

Rate

GCG-
Weighted

Rating



0.00%

2.05o/o

improvement of
accounts as of
February 2023

6833%2.50h
37o Reduction of

Problematic
Accounts

SM 4b: Improve
Status of Problematic
Accounts (2022 and
2023)

1.45%29.04%5%
Php74 Million
Net Operating

Income

P 21,490,192.05
Net Operating
Income Before

Tax and Subsidies

SM 5: Improve the
Financial Bottomlinez

4.44% 0.22%90% 4%SM 6a: Obligations
BUR

5%

4.89%90% 88% 97.78%

SM 6b:
Disbursements BUR
(vis-ir-vis Total
Obligations) (both net

ofPS)

5%

4.44o/o 0.22%5% 90% 4%

SM 6c:
Disbursements BUR
(vis-d-vis DBM-
Approved COB)
(both net ofPS)

17.64"350/oSub-Total
INTERNAL PROCESS

5.00%

100% Loan
Applications

Processed
Within

Prescribed Time3

100% Loan
Applications

Processed Within
Prescribed Time

(14 out of l4 loan
applications

processed within
20 davs)

100.00%

SM 7: Turnaround
Time of Process as

Prescribed in the
Ease of Doing
Business Act

5%

0.42%

SM 8: Enhance
Support Systems for
Effective and

Efficient Processes

5%

l00o/o
Implementation
ofTargets under

the ISSP as

submitted to the
DICT

l5% completion of
one (1) system:

(l) Bank
Reconciliation
System

5o4 completion of
two (2) systems:

(l) Project
Management
System
(2) Contractor

8.33%

drd"2 Net Income before taxes and NG Subsidy
3 Based on the Community Guided Financing Guidelines
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,/

Performance
Indicator

\treight 2023 Target
Actual
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Accomplishment

Rate

GCG-
Weighted
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Performance
Management
System

5.420h100Sub-Total
ORGANIZATION

0.00%

SHFC was
'selected as a

Beneficiary
Agency for the

2023 Govemment

Quality
Management

Prosram (GQMP).

0.00%5%

Pass ISO
Certification
(Head Office

only)

SM 9: Attain Quality
Management
Certification

0.00% 0.00%5%

Improvement in
the Competency
Baseline of the
Organization

Competency
Baseline willbe
computed at the

end of2023.

SM l0: Improvement
of the Competency of
the Organization

0.00%10.Sub-Total
24.190h1000hTOTAL

Prepared by:

MR. FLod'Nffi#;ANDANG, JR.
OIC-VP, Corporate Planning and Communications Group

by:

/
.MS. LOURDES P. P
OIC-VP, Internal Audit Department
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PES Form 4
l't Quarter Monitoring Repoft

SOCIAL HOUSING FINANCE CORPORATION

Component

AnnualTarget
1st Quarter

Strategic Objective (SO)/
Strategic Measure(SM) Formula Weight Rating

System Target Actua!

<o
5S
3=

sol lmprove the Quality of Life of the lnformal Seffler Families and Low-lncome Filipinos through the Provision of Housing Finance

SM1
Provision of Shelter
Security and lmproved
Housing Quality

Actual
Accomplishment

3SYo
(Actualffarget)

x Weight

28,000 tsFs
provided with
housing loans

and grants

28,000 rsFs
provided with
housing loans

and grants

904 lSFs provided with
housing loans and grants

Sub-total 35%

ot
UJo
o
I
UJ
Y

o

so2 Ensure Customer Satisfaction through the Provision of Quality Service

SM 2a
Percentage of Satisfied
Customers (Pre-
Takeout)

Number of
Stakeholders who
gave a Rating of at

Least
Satisfactory/Total

Number of
Respondents

5%

(Actual/Target)
x

Weight

90% of
respondents

gave a
satisfactory

rating

Develop Terms
of Reference

for 2023
Customer

Satisfaction
Survey (CSS)

lnitiated procurement
process for the Third-
Party Service Provider

through the development
of the Terms of Reference

for the 2023 CSS

SM 2b
Percentage of Satisfied
Customers (Post-
Takeout)

Number of
Stakeholders who
gave a Rating of at

Least
Satisfactory/Total

Number of
Respondents

5o/o

(Actualffarget)
x

Weight

90% of
respondents

gave a
satisfactory

rating

Develop Terms
of Reference

for 2023
Customer

Satisfaction
Survey (CSS)

Sub-total 10%

trJoz
z
tr

so3 Enhance Financial Viability

SM3 lmprove Collection
Efficiency Rate

Cumulative Collections
(p+t+MRt)/

Cumulative Billings
(p+t+MRt)

1lYo
(Actualffarget)

x Weight

65%
Cumulative

CER

65%
Cumulative

CER

64.140/o CER as of
February 2023

cl
O,*'



SHFClPage2of4
PES Form 4

l"t Quafter Monitoring Report

Component

Annual Target
1st Quarter

Strategic Objective (SO)/
Strategic Measure(SM)

Formula Weight Rating
System Target Actual

SM 4a

lmprove Status of
Problematic Accounts
(2021 and previous
years)

Actual
Accomplishment

2.5%
(Actual/Target)

x Weight

3% Reduction
of Problematic

Accountsl

3% Reduction
of Problematic

Accounts

1.19o/o improvement of
accounts as of February

2023

SM 4b
lmprove Status of
Problematic Accounts
(2022 and2023)

Actual
Accomplishment

2.SYo All or Nothing
3% Reduction
of Problematic

Accounts

3% Reduction
of Problematic

Accounts

2.05o/o improvement of
accounts as of February

2023

SM5 lmprove the Financial
Bottomline2

Total Revenues -
Total Expenses

5%
(Actual/Target)

x Weight

F74 Million Net
Operating

lncome

P74 Million Net
Operating

lncome

? 21,490,192.05
Net Operating lncome

Before Tax and Subsidies

SM6 Budget Utilization Rate (BUR)

SM 6a Obligations BUR

Total
Obligations/DBM-

Approved or Board-
Approved Corporate

Operating Budget
(both net of PS Cosf)

5%
(Actualffarget)

x Weight
90% 4%

SM 6b

Disbursements BUR

Total
Disbursement/Total

Obligations (both net
ofPS)

5%
(Actual/Target)

x Weight
90% 90% 88Yo

SM 6c

Total
DisbursemenUDBM-
Approved COB (both

net of PS)

5o/o
(Actual/Target)

x Weight
90% 90% 4o/o

Sub-total 35%

dt6

1 Based on the actual problematic accounts as of 31 December 2021 (108,55'1 accounts)
2 Net lncome before taxes and NG Subsidy.

q

90%



PES Form 4
l"t Quarter Monitoring Report

Component

Annual Target
1st Quarter

Strategic Objective (SO)/

Strategic Measure (SM)
Formula Weight Rating

System Target Actual

oo
uJo
ou
o-

ztu
z

so4 Enhance lnternal Process

SM7

Turnaround Time of
Process as Prescribed in
the Ease of Doing
Business Act

Total Number of Loan
Applications

Processed with
Prescribed Period/

Total Number of Loan
Applications Received

5%
(Actual/Target)

x Weight

100% Loan
Applications
Processed
Within the
Prescribed

Time3

100%

100% Loan Applications
Processed \Mthin

Prescribed Time (14 out
of 14 loan applications

processed within 20
days)

SM8
Enhance Support
Systems for Effective and
Efficient Process

Number of
Deliverables Attained/

Total Number of
Deliverables

5o/o
(Actual/Target)

x Weight

100%
lmplementation

of Targets
under the ISSP
as submitted to

the DICT

25Yo

lmplementation
of Targets

under the ISSP
as submitted to

the DICT

15% completion of one
(1) system:

(1 ) Bank Reconciliation
System

5% completion of two (2)
systems:

(1) Prolect Management
System
(2)Contractor
Performance
Management System

Sub-total 10%

tr
N7zioo
E,o

sos lmplement Quality Management System

SM9
Attain Quality
Management
Certification

Actual
Accomplishment

5o/o Allor Nothing

Pass ISO
Certification
(Head Office

only)

Pass
Certification
tSO (Head
Office only)

SHFC was selected as a
Beneficiary Agency for
the 2023 Government
Quality Management

Program (GOMP)

d''."u--1 q

3 Based on the Community Guided Financing Guidelines
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PES Form 4

1"1 Quarter Monitoring Report

Component
AnnualTarget

lst Quarter

Strategic Objective(SO)/
Strategic Measure (SM)

Formula Weight Rating
System

Target Actual

so6 Enhance Corporate Competency

SM 10
lmprovement of the
Competency of the
Organization

Competency
Baseline 2023 -

Competency
Baseline 2022

5%
(Actualffarget)

x Weight

lmprovement in
the

Competency
Level

lmprovement in
the

Competency
Level

Competency Baseline
will be computed at the

end of 2023.

Sub-total 10%

TOTAL lOOo/o

Prepared by:

d444/,,,--.^Y'
MR. FLORENCIO R. CARANDANG, JR.
OIC-VP, Corporate Planning and Communications Group

Audited by

-/
MS. LOURDES
OIC-VP, Internal Audit Department

/r^rJ,fu,
P. PANAL6AN



STRATEGIC MEASURE 1:

Provision of Shelter Security

and Improved H0using Quality

Signed Supporting Document
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0.00

6,939,9s8.83

0.00
6.939.958.83*

COMMUNITY-DRIVEN SHELTER FINANCING PROGRAMS
Accomplishment Report

For the period March 2023

Table l. Takeout Performance in lerms of tSFs who benefitted from SHFC programs, by
project

NO. OF

COMMUNITY-DRIVEN INFORMAL

SHELTER FINANCING NO. OF SETTLER LOANS

pRocRAM pi.bJntis ;lltffii RELEASED'

ASSISTED

Community Mortgage Program 4 616 238,994,526.28

Phase I I 616 57,881,917.60
Phase 2 11,291,272.914
Phase 3 166.818,305.77r

High Density Housing Program

Phase I
Rertna cing

Phase 2 and 3

Marawi Shelter Project

Phase I
Phase 2

DOTr Project
Phase l

Phase 2 & 3

Intramuros Project

4.00

6,050,000.00

0.00

6.050.000.00"

I'ha'e I

Pha:e ) & 3

TOTAL 1

*Number ofprojects and ISFs were pretiously counted.

616 25r,984,48s.r l

o@c
300Pt r,,a7 h4 a,@, t*tn w tza rl.nn t *.,.*t9r1B
t*otw,tqn,.: t.5t4 t etxtbo M-nt .tut(c.f,rn

rl
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Table 2. Takeout Performance in terms of lSFs who benefitted from SHFC programs, by loan

R?e**

COMMUNITY-DRIVEN
SHELTER FINANCING

PROGRAM

NO. OF
PROJECTS

NO. OF
INFORMAL
SETTLER
FAMILIES

(lSFs)
ASSISTED

904

LOANS
RELEASED, PhP

238,994,526.28

57.881.917.64
t1.291.272.9 t*

166.8 t8,305.77*

0.00

6,939,958.83

a.00
6.939.958.83*

Community Mortgage Program

Phase I
Phase 2
Phase 3

High Density Housing Program

Phase I
ReJinancing

Phase 2 and 3

Marawi Shelter Project

Phase I
Phase 2

8

2
2

616
114
114

DOTr Project
Phase l

Phase 2&3 0.00

Marawi Shelter Project 6,050,000.00
Phase I 0 00

Phase 2&3 6,050,000 00*

TOTAL 8 904 25I,984,485.1I
*ISF communities may have availed SHFC's shelturrtnancing programs through the following
diferent loan types:

l) Phase 1 - availment o/ land acquisition loan
2) Phase 2 - availment ofsite development loan

3) Phase 3 - ovailment of house construction loan

4) Phase 2 and 3 for High Density Housing Program includes side development and

hous e c ons trtrc t ion I oan

Prepared by Noted by:

wyna"" ffin e"o"
Project D$elop'ment Offi cer
OSVP for Operations Group

Atty. Saco
OIC-Senior V lce President.
Operations Group



ft SOCIAL HOUSING TINANCE CORPORATION
Kegdt^, tg Kohnht.l&l sa ntastnhNan{ laD h th6

A. LOT A IiISITION

NO. RI]GION

NCR

PROJECT
CLASSIT.

PROJf,CTNAME LOCATION

Ar€a D, Purok La Loma, Brg)/

178. Camarin. Caloocan Citv

('t\tP,lt()B ,tzDR

Adopr a Shelrer & Cmmity for lh.

NO. OF 0SF'
ASSISTED

I
lrOT ACQUI.

TOD

I
0t 10 20tr

LOT ACQUI. LOAN
AMOt'NT(9)

T
MUNICTPALITY

-

PROVINCE

I
2 t\,-B Brgy Sicsican, Puerto Princesa

City, Palawan

Nanonal Housing Authorily 92 0 t/10/2021 ?.924.140 00 PUERTO

PRINCESA

ch,,st'an & MustlD Nodl'ville HOAI
Brgy. Tibag, Calapan, oriental
Mindoro

Fomdation for Empo{.nnent [ao.o'nrc
Developr.enl and EnvrmBntal
Reolery IFEEDER) Inc

t,1l 0l/26/2021 1.1..118.914,19 ORIENTAI-
MNDORO

Brgy. Bancal, Carmona, Cavne
Fobdation for lhe D.velopnr.nl of 2?l 0|26t2021 25.541,891.! CARlIONA CAVITE

TOTAL ( A ) t,OTACQtrtStTtON

NO.

I
I

RfGION

lI

PROJECT
cLASSIF.

PROJIi(-I'NAMf,

ToMlDm.s Satr Fema o HoAl

LO(^TtON

Sm Femudo. Pa'trpatrAa

CN'P-IlOI}II,IZI:R No. 01'osrr)
ASSISTED

SITE DEV
TOD

SITE DEY LOAN
AMOIINT (P)

10,200,000 00

CITY/
MUNICIPALITY

PROVTN(',1

Upnghl Comuiiy HOAI(2nd Billing) Bryy. Malto Ctussing, Lucena City LCU- Luc.m City 1.806.99172 LLICENACITY QriEzoN

Ap.wan Villag€ IIOAI Phase III
( nlVl inal Bilhr! l

Br!y. Lotna de C.lo, Marilao, Bulacd Malawil r4C Found,t'o( Inc BUI-ACAN

2

I

TDwnhonres S,n Fm.ndo HOAI I24 SM fenwrdo, Panpanga

TOTAL ( B ) SITE DEVEI-OPITII]N'I'

24

-

144

o1t1112021

-

2,040,000 00

-

14,191.272,91

SAN FERNANDO

-

DEVI]LOPIIIENT

CMP TAKEN.OTIT PROJECTS
Jtnu!ry - M.r.h 2023

IV.R

01^211023

I'

rv-A 
lLcucMP

I l tCUaMP
Lo**,.a'

-Trffi-il"

r20 I

m
SAN FERNANDO 

IPAMPANAA
03t t3t2021



C. HOTISE CONSTRTCTION

III ToMhoh.s S5n Fmado HOAI
San F.msndo, Panpansa

lt0 0t/1212023

Brs/ Pakna-an, Mandaue City
Cebu

02/L51202] MANDAUE CIfY CEBT]vII LGTI CMP Nawuao tuveBide B HOAI (lsr

VALENZLTELA
CITY

METRO MANILANCR Laon HOA\ Feddation Inc (lrd
Billt'g)

Claudio Molin! Slre.t, B.By V.inte
Rcales, Val.tracla Cily

SETTLEMENI AND IIOUSINO
AI,TFRNATIVE RFSOI JRCFS

FOIINDATION INC iSIIAREI

03/01/2021

QIJEZONLGU CMP Uprishr CoDunuiryHOAI (2 d BilhrS) Brgy Mayao Cro$ing, Lucena City, 0i,L3t2023

M.kawili.lalc Foundalio,\ lnc 0t/21/2021 2.648,448 3l BUI-ACANIlt LGU CMP Apa*o VrllaSe HOAI Ph.s.lll
(5llL/FinalBill,ns)

BrBy Lo'nade Garo, Marilao, Bulacan

11..176,000 002 III Towrhoo.s San Femando HOAI - 24 Sd Femddo, Pdrpmsa 2.1 01t2|2023

Brgy M!rk.lvic*, Lucctra Cily, Qu.zotr LGU Lncda c'ty. Quczon 01,/21/2023 23,259,77E 76 QUEZONDVV2 BuildinSs I-5 HOAI (3rd

ltl 166.818,305.772 TOTAL ( C ) lIOtrSE CONSTRT CTION

IIII
II

GRANDTOTAL(,t+B+C) ,r*.*J.ar".ral

Prepared b!,1

Wyndee
'I'echnical

h?N

/f.\n.r"nu
Btaff IV, OSVP for Operations Cluster

Checked by

Atty.
OIC-Senior Vice President, OSVP for Operations Clustcr

NO. Rlrcrol PRO,IECT
cLASSll. PROJECT NAME LOCATION cItP-MOB[,tZl]R NO. Or OSF')

ASS!STED
lrousE coN.

TOD
,aru"r aarn- , -,r^nl crrY/

I 
euounrer 

l*rurrcrr,rr-rn
1Il13

"-"-T -* -l
42,001,834.86

---"r"""F-
EaN' f'f:kNilNrxl

lr 
|cF\A ( rr\



sftc
SM l.Increas€ NumberoflSFs Provided witlt Housing Fintnce tuctutaDce

Marawi Shcller Proi€rl
January - March 2023

SOCIAL HOUSINC FINANCE CORPOR{TION
Kaagapa, ng Komunidad sa Maginhawang Panwnuhal'

A. PHASE T

B. PHASf, 2 AND.]

IJ 0.000 TOTAI,( A ) LOT ACQTIISITION

6.939.958.81 0l/ll/2023Marawi Sheher Prqect Phase II - Conslruction of
Relainirs Wall - lFinal Bill|l)!)

BARMM

6,9J9,958.83

- 0 TOTAI, ( B ) SITIi DI]VELOP}IENT

0 6,939,958.810 GRANDI'OTAL(A+B) I
Prepared by:

Wy R. Pefia

Chccked by:

Atty. . Saco

Techn staff OSVP for Operations Cluster OIC-Senior Vice President, OSVP for Operations Cluster

NO. Rf,GION
t,R().Il( |
CI"{SSIF.

PROJf,CT NA [t E tIX rlt I()N CMP.I\IOBII,IZER

NO. OT
INFORMAL
Sf,I-ILER
fAMILIES

(lsF!)
ASSISTED

BOARD APPROVID
AMOT]NT, Php

'I Ol)

TODCMP-II'OBII,IZER

NO. Or
INFORMAL
Sf,TTLEN
FAMILIES

(IsFr)
ASSIS'ITD

BOARD APPROVED
AMOTINT, }hPPROJECT NAME L()('ATIONNO. R[GIO\ PROJIi('T

( r-AsslF.

0

I



sftc Kaagapay hE Konuud.td sa Moginhawang Panumuhay

Atty.
OSVP for Operations Cluster

SM l: Utiliatiotr ofHousirg Subsidies for the Pmvtuion ofShcltcr Sccurity and Improved Housitrg Qrtlily
INTRAMUROS PROJECT
January - March 2021

LOT

B. SITEDEVf,LOPiIIINT&BTJILDINC/HOT]SECONS'I'RIIC'IION

Che.ked by

r\'/I
wvra"" d[".)h. p"n,
recnnrcat 

$rf 
tv. SsvP for operatrcns Cluster

0 0.00SuLtotrl(Phrre l)-
I

--
-

a!2\t2021lntnubs Conhunfy HOA,

0 6.050,000.000

I-

PHASE I
TAK E(,UI DATE

NO. Or ntioRMAL
SETTLET fAMILIES

(Frt) rRoM
WATENWAYSY DANCER

AREAS ASSTST'D

----r--
lo

NO_ RECIO\ D TE
PROJECTNAME RELO(ATIONSITf,

NO. OD INfOf,MAL
SETTLf,R TAMILIES

(lsr, ProM
W Tf,R\IAYS/ DANGET

AiEAS ASSTSTED

PH SE 2

TAKE OUT
DATf,



STRATEGIC MEASURE2:
Percentage of Satisfied

Customers

{

Signed Supporting Document
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FIRST QUARTER ACCOMPLISHMENT REPORT ON THE
SOCIAL HOUSING FINANCE CORPORATION'S

STRATEGIC MEASURE 2:
PERCENTAGE OF SATISFIED CUSTOMERS

CRCD-05-10-2023

The Governance Commission for Government-owned and Controlled Corporations (GCG) has
established the Performance Evaluation System to assess the performance of GOCCs, including
the Social Housing Finance Corporation (SHFC). One of the standard performance criteria is the
Strategic Measure (SM) 2: Percentage of Satisfied Customers, which aims to gauge how a GOCC
relates with its clients in all its operations and services.

To satisfy and comply with the requirements for this measure, the SHFC yearly administers a
Customer Satisfaction Survey (CSS) to evaluate its clients' overall satisfaction level on both its
a) Pre-Takeout and b) Post-Takeout services based on the Enhanced Standard Methodology for
the Conduct of the CSS prescribed by the GCG.

For the First Quarter of the Calendar Year 2023, SHFC commenced the conduct of necessary
processes for the development and implementation of the 2023 CSS project through its Customer
Relations and Complaints Department (CRCD). The CRCD facilitated the procurement of a
third-party service provider that has necessary expertise and absorptive capacity to objectively
administer the CSS based on the scope of work, specifications, and other terms of conditions
stipulated in the project's Terms of Reference (TOR).

The 2023 CSS follows the timeline as shown in the table below:

Timeframe Activities Deliverables
August 2023 Preliminaries 1. Inception Report

2. Finalized GCG-issued and
SHFC-initiated survey question-
naires

September 2023

Pre-Test 3. Pre-Test Report
4. Pre-Test Result

Training 5. Training Manual
6. Training Report

October 2023 Project Kick-off 7. Observation Report
8. Clearing/Debriefing Report

December 2023

Proj ect Implementation 9. Supervision/Spot Checking Re-

Port
10. Fieldwork Progress Report

Back-Checking and
Data Quality

I L Back-Checking Report
12. Data Quality Control

January 2024 Analysis and Result 13. Sex Disaggregated Data Report

shfcph

o@0
800 Haze,gn7 Prs€o.tc fut,6,ll,,.rn CiU tm n',n nililb, Ptilipptn6
l@lrcra rlrno,r (+5ir2t Vflr4337 to il m,sitc.t tsnt.goy.N



Timeframe Activities Deliverables

14. Certification of Rating
15. Final Report
16. Five (5) samples of accom-

plished pre-takeout survey ques-
tionnaires (redacted)

17. Five (5) samples of accom-
plished post-takeout survey
questionnaires (redacted)

18. Presentation of 2023 CSS Result

On March 08, 2023, CRCD sent letters of Invitation to Bid to five (5) private research firms. A
bid notice was also posted on the website of Philippine Govemment Electronic Procurement
System (PhilGEPS) until March 14, 2023 to notiff interested firms of the submission of
documentary requirements that are needed to assess their compliance with the specifications of
the project, particularly:

l. Eligibility and Legal Documents;
2. Technical Documents; and
3. Financial Documents.

With the receipt of bid proposals from two (2) research firms, the CRCD, alongside the 2023
CSS Technical Working Group, carefully examined all the documentary requirements and
prepared the Evaluation Report. The Highest Rated Bid was determined therein and was
endorsed to the SHFC Procurement Division for further processing.

Based on the above developments, CRCD is in the advance stage of processing the procurement
of a third-party service provider for the 2023 CSS project. However, due to the recent issuance
of the GCG and Anti-Red Tape Authority's (ARTA) Joint Memorandum Circular (JMC) No. 1,
Series of 2023 released in April 2023, the TOR previously approved for2023 CSS has to be
revised to conform to the prescribed provisions. Under this JMC, all GOCCs are mandated to
conduct their respective CSS as required by the GCG-approved Performance Scorecard and in
accordance with the ARTA Memorandum Circular (M.C) No. 2022-05 on the "Guidelines on
the Implementation of the Harmonized Client Satisfaction Measurement (CSM)".

As of date, the CRCD is in coordination with the ARTA concerning the new methodology for
the conduct of the CSS. On May 10, 2023, CRCD initiated a meeting with the SHFC's
Compliance Division and the ARTA's Compliance Monitoring and Evaluation Office to discuss
matters conceming the administration of the harmonized CSM in the SHFC.

One of the concerns raised by CRCD is the appropriate workaround on the SHFC's non-
implementation of the harmonized CSM since January 2023. Section 4.7 of the JMC No.l states
that, "The percentage of respondents that rated 'Agree' and 'strongly Agree for Service Quality
Dimension (SQD) 0: 'I am Satisfied with the service that I availed' shall be used for the CSS
measure in the GOCC's Performance Scorecard'.ln order to comply with this requirement for
the SM 2, the CRCD clarified if the SHFC could utilize the data generated from its existing
feedback mechanism, the Stakeholders Satisfaction Index (SSI) for January to May 2023 or until

Ql 2023 Accomplishment Reportfor SM2 | Page 2 of 3



To comply with the new methodology and/or guidelines per the previously-mentioned issuances,

the CRCD shall now proceed to the revision ofthe project's TOR that will therefore terminate
the recently completed Evaluation Report on the procurement ofa third-party service provider
for the development and implementation of the SHFC's 2023 CSS.

Prepared by

s YCE S. MORILLO
Technical Staff VI
Customer Relations and Complaints Department

Reviewed and Endorsed by

EL G. INTON
OIC- anager
Customer Relations and Complaints Department

Noted

AN
OI ice President
S Coordination Group

Ql 2023 Acconrplishment Report for .lM2 I Page 3 of 3

the implementation of the harmonized CSM in the SHFC. ARTA, in response, reiterated the

Section 4.4 of their M.C. No. 2022-05 wherein all govemment agencies are mandated to use the
CSM prescribed by them that includes three (3) questions related to the Citizen's Charter, one
(1) question related to the clients' overall satisfaction with the service availed of, and eight (8)
questions related to the SQDs they have identified. Hence, should SHFC opt to use the data from
its SSI, the content of which shall not suffice the requirements of the M.C. No. 2022-05.
Nevertheless, ARTA assured the CRCD that SHFC couid still comply with the requirements for
the SM2 of its Performance Scorecard provided that a question from its SSI is equivalent with
the SQD0 of the CSM. The ARTA also put emphasis on the importance of having an updated

Citizen's Charter that shall be the basis ofthe services that the clients could completely avail for
them to be considered as respondents for the CSM.



t nt1

I. I ntroduction

The Social Housing Finance Corporation (SHIiC) is a govemment-ouned and controlled
corporation (GOCC) created through l:\ecuti\c Ordcr No. l7l rnandated to dclelop and

implement social housing programs for the dul).organized lorr.income groups in the lirrmal
and infbrmal sectors.

The primarl' ob.iective of its programs is to assist residents ol'blighted or dcpressed areas.

those living in dangcr zones. lhose ali'ectcd b1 go\cmm!'nl infrastructure projccts. lhose

alfected b1 court<rrdercd demolitions. rictims of natural or man-made calanrities. and

lamilies fiom a common sector or group needing rcsettlemcnt assislance.

ll. Background

The Covemancc Commission tbr Go\cmmcnt-Osned and Controlled Corporations (GCG).
through its Memorandum Circular Nos. 2013-02 (Re-tssucd) and 2017-02. made it
mandator) tbr all GOCCs to conduct an annual Customer Satisf'action Sun'e) (CSS) as onc
ol thc perlbrmance indicalors under the Perl'ormance l:r'aluation S1'stem. Thc prirnari
objective olthe CSS is to serve as one ol'Ihe monitoring tools to measurc hou GO('Cs relatc
*ith their customers as this pro\ idcs tangibL'and rerrliablc data on hou (iO('( s delirer their
scn iccs.

On Scptember :.t. 1019. the'GC(i disseminatcd thc Guidebook lirr GOCCs - Enhanced

Standard Methodologv lbr the ( onduct ol' thc C'SS to l'urther guide the (iOCCs in
administering their customer satislacti()n sun,els. lhe guidebook also requires (iO(Cs to
transmit status repofls and docunrents quaflcrl) and annualll to the GCG. respeclivcll. as

pan ol'lhe Quarterly Monitoring Rcpon lbr its annual l'erl'Ormance Scorccard.

o@0

TER}IS OF REFERE,NCE

PROCT'RE}IENT OF SERVICES OF,{ THIRD-PART\' SERVICE PRO\'II)ER FOR
THE CONDTICT OF TIIE SOCIAL IIOTISIN(; FINANCE CORPORATION'S

2023 CLISTOIlIf R SATISF.{CTIo\ SI.IRVEY

Through its Communilr Mongagc Prosram. othcr program modalities. and spc'cial projects.

Sl IFC has assistcd inlbrmal sctller lamilies nationuidc to acquirc and develop a tract ol'land
under the conccpt ol'communill orlncrship and e\cnluall) create sustainable and resilient
communitics in coordination rrith their respectivc local gorcmment units.



In vielv of the circumstances brought abour by the COVID-19 pandemie. the GCG released

additional guidelines in lhe conduct of the 2020 CSS as contained in GCG Notice to All
Stakeholders dated August 14,2020 and its extended applicability through a Memorandum

dated January' 20, 2022, The additional guidelines took into account the salety of the

customers and fte difficulties that may be encountered during this time if the survey will be

conducted through the intercept or face-to-face methods of interview.

III. Objective

The procurement aims to engage the services of a third-party service provider who is capable

of conducting a sansparent and objective nationwide CSS on SHFC's delivery of programs

and services in the year 2023. This is to gather customer insighr rowards SHFC's
performance, assess its existing policies and standards. and therefore determine possible areas

of improvement to ensure quality service 10 its clientele and other stakeholders.

IV. Scope of Work and Methodolory

The Service Provider shall be engaged Io conducl two (2) types of surveys that involves
SHFC's various stakeholders as respondents:

a. Main Survey (GCG-required)

The main survey shall utilize the GCG-transmitted questionnaires to be administered
to SHFC's main customers, its community associations nationwide, for the following
transactionVservices :

Il.
Pre-Takeout Transactions/Services (Loan Application Process); and

Post-Takeour Transactions/Sen ices (Loan Administration Process).

It is essential to note that there will be separate survey questionnaires for pre-takeout

and post-taleout suneys. Both suwey instruments included a screener, main
questionnaire. and socio-demographic profile and shall gauge the customers'
perceptions towards GCG-specified drivers of salisfaction: staff and organization,

financing (loans), producrs and services. pre-location activities, lraining, information
and communication, information and communication (website), complaints-handling
and records-keeping, and facilities.

The GCG-transmitted survey questionnaires and lists of respondenls for both pre-

takeout and post-takeout suweys shall be provided by the SHFC through its 2023 CSS

Technical Working Group (TWG) I Customer Relations and Complaints Department
(cRCD).
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b. Rider Surveys (SHFc-initiated)

Another set of survey to be implemented is the rider survey initiated by the SHFC to
gather feedback from its partners and stakeholders. SHFC instigated this tool 1o

determine areas of improvement, u'hich will help SHFC in strengthening is policies

and eventually help in the enhancement olits program and service delivery. 1'he rider
surveys and their target respondents are specified below:

Focus-Group Discussion (FGD) - Local government units; and

Stakeholder Feedback Mechanism (SFM) - Accredited
ContractoryDeveloperVBuilders, Accredited CMP Mobilizers, and

Landowners.

The survey questionnaires and lists of respondents for the FGD and the FSM shall be

provided by the SHFC through its 2023 CSS TWG / CRCD.

V. QualilicetionssndEligibilityRequirements

SHFC expects the Service Provider to meet the minimum qualifications as

specified below:

l. The Service Provider possesses relevant valid business licenses to provide

such services to SHFC;
2. The Service Provider must be a reputable research and/or communication firm

thal has at least five (5) years of experience in conducting customer

satisfaction surveys, fiom formulating the methodology to reporting the

analyses, with positive feedback from its clients;
3. The Service Provider has experience in conducting customer/stakeholder

satisfaction survey of other govemment-owned and controlled corporation;
4. The Service Provider has at least tkee (3) years of experience in conducting

focus group discussions on stakeholder's satisfaction towards program and

service delivery;
5. The Service Provider has adequate (the number of team members must in

adherence to the minimum requirements set by the GCG thrcugh the Enhanced

Standard Methodology on the Conduct of the CSS for GOCCs and the

Additional Guidelines in the Conduct of rhe CSS in the GOCC Sector, or
collectively lermed as CSS Guidelines") and experienced resources to
conduct this engagement;

6. The Service Provider must meel the minimum eligibility requirements and

shortJisting for consulting services under Implementing Rules and

Regulations of Republic Act No. 9184, olherwise known as the "Govemment
Procurement Reform Act";

7. The Service Provider shall sign a Non-Disclosure Agreement 10 ensure

confidentiality ofany data provided by SHFC; and

SHFC 2023 CSS Terns of Reference Page3ofT
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8. The Senict Provider shall submit its proposal and quotation including thc'

documenlarl requirements as slatcd in the Checklist ol' Requirements
(Anncx "A").

VL Deliverables and Palment Schedule

The projcctcd timelines lbr the submission ol deliverables and the corresponding
palmcnt lbr an) and all complctcd acti\ities are outlined as lbllo\s:

Percentegc
of Pryment
(Tranche)

Timeframe .{ctivities Deliverables

August 2023 lnception Report
Irinalized GCG-
issued and SIIFC-
initiated sun e)
queslionnaires

l09ir ofthe
contract
price

IPreliminaries

Pre-Test -i. Pre-Tesr Repon
.1. Pre--lest Result 20% of the

contract
price5. I raining Manual

6. l'raining Repon

Septembcr 2023
Training

30% ofthe
contract
price

Project Kick-oli'October l0l.i 7. Obsen alion Repon
8. Clc.aringiDebrir-ting

Report

ualitr

Back-Checking
and Data

9. Supen.ision/Spol
Checking Rep,on

1 0. Irielduork Progress
Decembcr 1023 Re

ControlI l. Data

Project
Implementation

3096 of the
contract
priceI l. Back-Checking

Repon

January 2024 Anall sis and
Result

13. Ser Disaggregated
Data Repon

l.l. Ct'nilication of
Rating

I 5. Final Report
16. Five (5) samplcs of

accomplished pre-
takeout sun el'
questionnaires
( redacted)

17. Fi\e (5) samples ol
accomplished post-
takeout sun'e)'
questionnaires
(redacled)

I 8. Presentation o12023
CSS Result

l0% ofthe
contracl
price
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Processing of payment shall begin upon submission and approval ofALL required

outputs or deliverables for the specific tranche, and receipl of the billing
statements and completed supporting documents in accordance with applicable

govemmenl rules and regulations. No advance or padial payments shall be made

by SHFC for this project.

Note that all abovementioned deliverables shall be completed and submitted to

SHFC on or before January 15,2024, unless an extension is warranted under the

circumstances.

Should SHFC, upon approval of the GCG, allow the Service Provider's request

for extension, no additional cost shall be incurred by SHFC during the extension

period and the payment schedule shall be adjusted accordingly upon delivery of
the reports and other relevant documents. No funher extension of time shall be

allowed upon the lapse ofthe extended term-

The printed copy of the CSS Repons and other relevant and required documents

shall be delivered by the Service Provider 1o SHFC not later than seven (7)

working days upon the SHFC's receipt ofthe approved and final soft copy of th€

deliverables.

VIII. Mode of Procurement and Approved Budget for the Contract

The mode of procuement for this project shall be thrcugh Altemative Mode of
Procurement, particularly by means of Small Value Procurement (SVP), with an

approved budget of One Million Pesos (Php 1,000,000.00), inclusive of all
applicable taxes, fees, and charges.

IX. Terms of Engagement

The engagement shall commence from the issuance of the Notice to Proceed and

shall be terminated upon the complete accomplishment or submission of ALL
deliverables as mentioned in Section V, which should not be later than January
15,2024. Delays in the implementation of the project as well as requests for
extension of time to complete the project thereof shall be resolved in accordance

with the Contract to be entered into by SHFC and the Service Provider, or should

be communicated by the latter to the former through a formal written letter of
request.

SHFC 2023 CSS Tems of Rderence lPage 5 of7
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X. WorkAff gement

SIIFC's Customer Relations and Complaints Department (CRCD), in cooperation

with lhe 2023 CSS Technical Working Group (TWG), shall be designated as the

focal unirin-charge in implementing this project, and shall work hand-in-hand

with the Service Provider.

The following are the responsibilities of the SHFC-CRCD/TWG and the Service

Provider:

SHFC through CRCD / TWG!

11.

The SHFC, through the CRCD/TWG, shall work closely with the

Service Provider by providing all needed documents, information,
and data related to the project; and

SHFC, tkoug} the CRCD/TWG, shall coordinate with the Service

Provider during the entire period ofengagement. However, in order
to arrive al an objective and unbiased suwey implementation, the

Service Provider shall conduct the survey fiee from the

interference of SHFC.

b. Service Provider

i. The Service Provider shall administer the CSS project in strict
compliance with the CSS Guidelines issued by the GCG;

ii. The Service Provider shall utilize the standard suwey instruments
transmiued by the GCG for the main suwey;

iii. The Service Provider shall refer to the GCG for consideration and

approval additional question/s in the survey questionnaires, if any
and necessary;

iv. The Service Provider shall conform to the organizational structure
as provided in the CSS Guidelines;

v. The Service Provider shall prepare for and attend meetings as

required by SHFC;
vi. The Service Provider shall be responsible in ensuring that the

project is adequately staffed, and in case of changes among the
team members, the Service Provider shall accordingly inform
SHFC in writing;

vii. The Service Provider shall be responsible in interpreting and

analyzing the data gathered;

viii. The Service Provider shall include in the 2023 CSS Final Repon a
portion discussing and/or analyzing the collected Sex
Disaggregated Data utilizing a gender-lens approach. This is in
support of the SHFC's advocacy in promoting a more gender-

friendly environment for ils clientele;

SHFC 2023 CSS Terns of Rderence lPage 6 of1



The Service Provider shall present the 2023 CSS result before the

SHFC's top executives and,/or concemed unils/officeybranches as

one oftheir deliverables for this project:

The Service Provider shall be responsible in ensuring the quality of
the reports/documents to be submitted (e.g. proofreading and

checking for any grammatical mistakes, among others); and

The Service Provider shall disclose within a reasonable time anl'
malerial. facts. or inlbrmation rahich may potentially or actuall)"

delay the CSS project. or an)' other informalion u'hich may expose

SHFC to any liabilities. whether by suit or otlerwise.

The Service Provider shall ensue that all information shared by SHFC for this
project shall remain confidential even aller the termination of the contract. They
shall be required to follow the rules on confidentiality and code of ethics as well
as the Data Privacy Act and other applicable lau.s in undertaking this 2023 CSS
project.

XII. Ownership of the Project

SHFC shall have the full right. title. and interest over all repons. data- andior
documenls prepared by the Service Provider. uhether in tangible or intangible
form. including the copyright. patent, trade secret. and all other intellectual
property rights or whatever nature in relation to the report. dam. or materials to be
pror ided by the Service Provider.

APPROVED BY:

A.
President and Chiel E vc OtJlcer

Date of Approval:

lx

I

II

SHFC 2023 CSS Tertns of Rqfererce Page 7 of?
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,{NNEX *A"

CHECKLIS'I' OF REQTIIREMENTS

Chccklist lio. l: Elisibilin l)ocuments

Curriculum Vitae of the Project Lcadcr and its Technical Stal'f in r,,'lation to Qualitications and
I:xpcriencc as contained in the 'l'cmrs ol'Relerence (TOR).

(a) Class "A" Documents -

Legal Docum€nts

I . Registration Certilicatc lrom SIrC or DTI:
2. Philippine Govemment ljlectronic Procurement Slstem (PhilGFiPS) Certificate ol'

Registration:
3. Registration Certilicatc or l- orm No. 1303 liom lhe Bureau ol lntemal Revenuc

(BIR):
.1. Malor's Permit issued b1 thc citl or municipalitl rrhere lhe principal place ol'

business ofthe prospecli\e bidder is located (pleasc chcck raliditl ): and
5. Tar clearance per fixecutivr,' Order -]98. Series ol'2005. as linalll' re.r'ieued and

approved by' the BlR.

'I'cchnical Proposals Envelope

l. Bid Securing Declaration:
2. lechnical Proposal Suhmission form lcorer lener). Iixpr.rience ofthe Firm:
-j. Sen ice Provider's Rel'erence/Dul) signed List ol complcredrongoing prqecrs:

o@o
@rri at rtu - /L- t- alr ,.l?. rar a-r. ,rr!r:
t ar..r..,Hr r,.ar, rr$alrra, at .a-.,,t,

XufFfl \ i',.,,$tLl u lh7^\t-a1 h*ur-u.tu4

Checklist No. 2: Technical Documcnts

l. Slalemenl of all ongoing and conrpleted governmenl and priYate conlracts. including
contracts arvarded but not \!-t started (if an) ). similar in narure and complexitl. tlithin
live 15 ) lears prior to the deadline t'or the submission and receipr oteligibilir_r. documents:

l, Cenificate of Compliance lo thc 
.l 

OR:
i. Statement of the Service Pror ider specitiing its nationalitl and conllrming rhar lhose

uho u.ill actualll perlbrm rhe scrrice are registered prol'essionals authorized b] the
appropriate regulaton bodl to practice those prol'essions and allied prol'essions:

4. Certitlcation that the Ser\ icc Pror ider has the necessary cxperlisc. tools. net\l'orks and
pcrsonnel required to undertakc the project (2022 Cuslomr.r Satisfaction Sun ey ): and

5. Certitication that the Scn'icr,' Provider has the absorptivc capacity to undenake thc
project (2022 Cuslomer Satislaction Sun ey).



4. If any, Comments and Suggestions on the TOR, Data, Services and Facilities to be
provided by the SHFC;

5. Duly Signed Methodology, Approach" Work Plan and Schedule;
6. Duly signed Project Orgadzational Chart;
7. Duly Signed List of Key Personnel to be assigned, w/ their relevant qualification and

experience;
8. Time Schedule for Professional Personnel; and
9. Omnibus Swom Statement.

Checklist No. 3 Finencial Documents

Service Provider's audited financial slatements xxx stamped "RECEIVED" by the BIR
or its duly accredited and authorized institutions, for the preceding calendar year which
should not be earlier than two (2) years liom the date ofbid submission;

(b) Class "B" Documents -
2. Valid joint venture agreement (JVA), in case of JVA is already in existence or duly

notarized statements fiom all the potenlial joint venture partners stating that they will
enter into & abide by the provisions ofthe JVA in the instance that the bid is successful,
shall be included in the bid. Failure to enter into ajoint venture in the event ofa contract
award shall be ground forthe forfeiture of the bid security. Each partner of the joint
venture shall submit the legaj eligibility documents. The submission of technical and
financial documents by any ofthejoint venture panners constitutes compliance.

Financial Envelope

l. FPFI. Financial Proposal Submission Form
2. FPF2. Summary of Costs
3. FPF3. Breakdown ofPrice per Activity
4. FPF4. Breakdown of Remuneration per Activity
5. FPF6. Miscellaneous Expenses

Note: Any missing document in the above-mentioned checklist is a ground for outright rejection
ofrhe bid.
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STRATEGIC MEASURE 3:

Improve Collection Efficiency
Rating of SHFC Program

Loajrs

Signed Supporting Document



SOCIAL HOUSING FINANCE CORPORATION

Ddtq Mqnqge,nenl Depqfiment - Finance and ComptrollershiP Group

COLLECTION EFFICIENCY RATING (CORPORATE)
AS OF FEBRUARY 28.2023

SN{3: Finance - Improve Collection Efliciency Rating of SHFC Loan Programs

COLLECTION, PhP BILLING, PhP CER

11,817,461,111 18,425,213,372 61.11o/o

Prepared by N

ARBF,N PANDAC M. ANABE
SAS/OIC

Data Management

OIC-Vice President

Finance & Comptrollership Group

2023 Tarqet: 657o Cumulative CER



STRATEGIC MEASURE 4:

Improve Status of Problematic
Accqtrnts

Signed Supporting Document



SOCIAL HOUSING FINANCE CORPORATION
Finance and Comptrollership Department

SM 4: STATUS OF PROBLEMATIC ACCOUNTS
AS OF FEBRUARY 28,2023

by,

ARBEN D AC E IfiANABE
SAS/OIC, DMD OIC-VP, FCD

*** Total problematic accounts as of 2/28/2023 is at I 12,904 or an inuease of 230

from pra'ious year's I 12,674t**

No. of Accounts

7o Improved
(target: 37o of

each item SM4a
& sM4b)

SM 4a:
2021&below
Less: Improved this year 2023

a.) Balance,2021 & below

SM 4b:
2022

2023 additions to problematic accounts

Totrl2022-2023
Less: Improved this year 2023

b.) Balance, 2022-2023

r02,767
1,223 t.t9%

2.05%

101,544

9,907

r,69t
11,598

238

11,360

Prepared by:

Problematic Accounts



STRATEGIC MEASURE 5:

Improve thp Financial
Bottomline

Signed Supporting Document



SOCIAL HOUSING FINANCE CORPORAT]ON

Coryorate Accounting Depa nenl - Finsnce dnd Conptrcllership Group

NET OPERATING INCOMf, (Before Tax and Subsidies)
As ofMARCH 31, 2023

K*t.,*U:1!-.:!! , !:t:Y:"1 aa-^eu

171,006,350.18
II!comc

Service and Business Income

Financiallncome l IttS 799.81
'Iotal Incomr 171 r95 r50.01

ABAL

NET OPERATING INCOM[ - Before Tar 3nd Subsidies 2l,t90,192.05

Summary

NET OPERATING INCOME (As of MARCH 2023)

2023 CORPORATE TARGDT

21,490,192.05

74,000,000.00

vrrirnce Ov€r'l rrgel (52,509,807.95)

For CY 2023, the Corporate Target for sM 5 (lmprove the financial Bottomline) is 29.04% achieved

Prepared by Certitied Correct by

,l AD.\' JTII-IT-TA E(;ORIO ANARI-
olD OIC-Vice Presadent

Frllance & Comptrollershrp CroLrpCorporate

Expanses

Personnel services 61.257,130.67

Maintenance and Other Operating Expenses 82,729.273 14

Frnancial Expenses 57,425.85

Non-Cash Expenses 8,661,128.30

Toarl Exp.nscs 152,704,957.96



STRATEGIC MEASURE 6:

Budget Uti lihatron Rate

Signed Supporting Document



SOCIAL HOT]SING FINANCE CORPOR{TION
BLIDGET TITILIZATION REPORT
.4,s oF II{,{RCH 31,2023

BUDGET ITEM BI-IDGET OBLIGATION DISBTIRSEMENT
c dba

Personnel Services

Maintenanc€ and Other Operating Expenses

Capital Outla!' Loans Outlqv)

531.915.701.16
1.293.239.137.79

8.082.145.409. l3

56.270.400.47

41.654.587.61

373.950.582 95

55.992.964.19

36.305.299.6 I

328.3 t 1.948.45

TOTALS 9,907,300,248.08 171,875,571.03 120,6t0,212.25

TOTALS excluding Personnel Services 9,375,384,546.92 415,605,170.56 364,611,248.06

6r: Obligations BUk (excluding personnel semices)

(Obl igat ionsi DB )tl-Approted C OB ) : c ib

Disbursemcnts BLIR (excluding personnel services)

6b: Disbursements/Total Obligations = d/c

6c : Disbursements/DBM-Approved COB) : d/b

4o/o

88%
4%

Prepared by:

,1" ^!r*sa$unr vftt'vun
Olf-Manager. BEMD

OIC- FCD



STRATEGIC MEASURET:
Turnaround Time of Processes

I

Signed Supporting Document



Ku1t1x6 al Koau^itrd, u lhli^luu^1 fttu;u\tg

FIRST QUARTER ACCOMPLISHMENT REPORT ON THE
SOCIAL HOUSING FINANCE CORPORATION'S

STRATEGIC MEASURE 7:

TURNAROUND TIME OF PROCESS AS PRESCRIBED IN THE
EASE OF DOING BUSINESS ACT

scG-05-12-2023

Pursuant to the Republic Act No. 11032 otherwise known as "An Act Promoting Ease of
Doing Business and Efficient Delivery of Govemment Services" (EODB Law), all
goremment agencies and local government units (LGUS) have to comply with the standard

iumaround times for their various transactions and operations. These mandated timeframes

depend on the complexity of the tasks at hand, which shall not be longer than three (3)

working days in the case of simple transactions, seven (7) working days in the case of
complex transactions, and twenty (20) working days for highly-technical transactions fiom
the date the complete application or request was received.

At its core, the EODB Law mandates govemment agencies and LGUs to streamline their
procedures and eliminate unnecessary requirements that tend to delay the progression of
transactions in the pipeline and consistently meet the public's expectation.

The Social Housing Finance Corporation (SHFC) ensures compliance with the provisions of
this Act in all of its internal and external services to promote the 3-7-20 rule whether in

accepting and processing complaints, handling requests for assistance and information,

review of loan documents, and performing its due diligence. Moreover, one of SHFC's
initiatives to comply with the EODB Law is the continuous improvement of its ZEUS
Management System that aims not just to expedite its processes but to promote build-in
efficiency in its workflows and resources, as well as to provide fast and convenient service to
the public especially that SHFC operates nationwide.

In the First Quarter ofthe Calendar Y ear 2023, however, SHFC formulated and employed the

Community Guided Financing (CGF) Framework to improve its financing structure in
providing decent and resilient housing to legally organized community associations (CAs).

Through CGF, SHFC hopes to contribute more to the present administration's call to address

the housing backlog in the country pegged at 6.5 million units. SHFC continuously improves
and strenghens its policies and procedures to remain as a significant partner-agency to help
lessen, ifnot eliminate, the problem ofhomelessness in the country.

SHFC's total tumaround time of processing loan applications refer'io the acceptance date of
the complete documents of an application by the Finance and Comptrollership Department
until the submission of the Disbursement Voucher to the Zeus Management System (Annex

.A). This is in consideration of the unique processes involved in completing the loan process

of SHFC wherein the tumaround time from the receipt of the complete and compliant
requirements from the CA applicants exceeds the prescribed time as provided for by the
EODB Law.
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lore June 15, 20J3 while in the process of employing aand updaE*eitizen's Charter on or b

service provider to conduct the TMS.
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The whole loan process involves not only SHFC but also other parties such as the CA itself,

the mobilizer, landowner, and other partners in the govemment sector such as the LGUS

(where most of the documents come from). the Depaltment of Environment and Natural

i"rou.""r, Bureau of Intemal Revenue, Register of Deeds, and other significant stakeholders

that are potential reasons ofdelays in the process beyond SHFC's control.

For this quarter, SHFC has received a total number offourteen(14) loan applications and has

assisted a total of nine hundred four (904) informal settler famtlies (Annex B).

To ensure the achievement of its target under the Strategic Measure 7 of the Performance

Scorecard, SHFC guarantees the proper handling ofloan applications received even under the

new framework that is the CGF. In realization of this, SHFC is currently in the process of
conducting procurement activities to engage a third-party service provider that will
administer a Time and Motion Study (TMS). A TMS is a business technique being done to

track the progress of customer interface, processing, queuing and waiting times, and linked

processes that are within and beyond the control ofthe service office.

The conduct of a TMS is an essential step in the process mapping of its internal and extemal

services for the updating of its Citizen's Charter. It is also a means to check whether or not

SHFC is consistently compliant with its service standards especially in ensuring that the loan

applications received are processed within the prescribed tumaround time.

On May 10,2023, SHFC has met with the Anti-Red Tape Authority (ARTA) on matters

conceming the compliance with their Joint Memorandum Circular No. I with the Governance

Commission for GOCCs. Per ARTA, SHFC may submit the initial draft of its most current
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SOCIAL HOUSING FINANCE CORPORATION
Kagapay ng Komuidad sa Maginhawang Pmuuhay

TURNAROUND TIME OF PROCESSES

AS PRESCRIBED IN THE EASE OF DOING BUSINESS ACT
As ofMarch i1, 2023

COM MUNITY MORI"GAGE PROGR{M

NO CROW BRANCH PROf,O NAME LOC TION
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ASISTED LOS AMOUm (P) ACCf,MANCE
DATE

YOUCT!ER DATE TAKEOUT DATE
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WORXNG
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A. S]TE DEVELOPMENT
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TOWNHOMES SAN FERNANDO HOAr (120 UNrTS)
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UPRIGHT COMMUNITY HOA, INC. (2ND TRANCHE)
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TOWNHOMES SAN FERNANDO HOAI (24 UNITS)
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APAWAN VILLAGE HOAI PHASE 3 (sTH,TINAL TRANCHE)
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NAWANAO RIVERSIDE B HOA INC. (IST TRANCHE)
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Enhance Supp-d-rt Systems for

the Effective and Efficient
Processes
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mil bwclopract4t Acabcr"ty of the philippines

%frnotm.;"-**

v 'lhe N ati oral P toduc tivitv Organizatiort

20 February 2023

FEDERICO A. LAXA
President and CEO
Social Housing Finance Corporation
8737 BDO Plaza Paseo de Roxas
Makati City

Dear President Laxa:

Greetings from the Development Academy of the Philippines (DAP)l

ln line with our Call for Expression of lnterest for the 2023 Beneficiary Agencies of
the Government Quality Management Program (GOMP), we would like to
congratulate the Social Housing Finance Corporation (SHFC) for being selected
as one ofthe recipients ofthe Program. As such, the SHFC will receive technical
assistance from the DAP on the Capability-Building lntervention on QMS.

ln this regard, we are inviting you and two to three representatives from the SHFC
to attend the Management Briefing for the 2023 GQMP Beneficiary Agencies
on 21 February 2023 from 1 :00 PM to 5:00 PM via Zoom meeting platform. Please
confirm your attendance and register on the link below on or before 20 February
2023.

https:/bit.ly/2023MANAGEMENTBRIEFING

Should there be any further inquiries, please feel free to contact our Associate
Project Officer, Ms. Mariel R. Manibo, through the mobile number (0905) 920-
6809, or email address gqmpo@dap.edu.ph.

Thank you very much and we look fonrvard to a fruitful partnership with you!

Very truly yours,

A EN LBERT C

DAP MAIN OFFICE
OAP 8d9. San Migu€lAvonue. PrsE Ciy 1600
m Bd 12768 Ondrs Cenrer Pasdc ! 1500
Te r5321 611 o92 o 30 lFrx t6321 61-1 2113

E-ma rl mrd.my@dap ed u ph I htP ,\d*n d.P .du ph

DAP CONFERENCE CENTER
Erqy Srnsay. Tega\,,lry cily 27 20

Telefrx 1045)483 r291
E{nai: ac.demyedrp. edu ph

DAP SA I'IINDANAO
FO 8u80102 Davao City

Ter (082) 212 80E2 lFar \A82t2215585
E-mait acdemy@dap ed! ph

President and CEO
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