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ABSTRACT: This study evaluates the level of client satisfaction with the services provided by the Civil 

Registry in the Municipality of Moncada, Tarlac. In the context of local governance, the Civil Registry plays 

a crucial role in the documentation of vital events such as births, marriages, and deaths, making it an essential 

service for the residents. This research aims to assess the efficiency, accessibility, and overall satisfaction of 

the clients who have utilized these services. 

A mixed-method approach was employed, incorporating both quantitative and qualitative data 

collection methods. Surveys were administered to a representative sample of clients who recently availed 

themselves of the Civil Registry services, while interviews with key personnel provided additional insights 

into the operational challenges and strengths of the registry office. The study analyzes various factors 

influencing client satisfaction, including the responsiveness of staff, the clarity of procedures, the time taken 

to complete transactions, and the perceived fairness of fees. 

The findings indicate that while there is a general satisfaction with the services offered, certain areas require 

improvement, particularly in reducing wait times and enhancing staff-client communication. These results 

suggest that targeted interventions could further enhance the efficiency and client satisfaction of the Civil 

Registry services in Moncada, Tarlac. Recommendations for policy adjustments and operational 

improvements are discussed in the final section of the study. 

 

I.            INTRODUCTION 

1.1 Background of the Study 

The Civil Registry Law in the Philippines or Act 3753 is the law that pertains to the registration of 

events that occur in the civil society, as well as the keeping of civil registries. Civil registration is supervised 

by the Philippine Statistics Authority or commonly known as PSA across the country (PSA, n. d.). Some of 

the measures that are put in place to enhance civil registration services include; The CRS-PHILSYS 

integration project. The Department of the Interior and Local Government (DILG) assists the LGUs in the 

efficient implementation of civil registration programs DILG, (2020). According to the National Economic 

and Development Authority (NEDA) civil registration is deemed essential for governance and development 

NEDA, (2019). 

Furthermore, the Republic Act No. 9048 also allows for administrative correction of typographical or 

clerical errors in entries and the alteration of first name or last name in the civil register without any judicial 

order required. Additionally, Republic Act No. 10172 amended RA 9048, which authorized that it can be 

administratively corrected if it is supported by documents as to its evidentiary worth, that those mistakes made 

on the date and month of birth and sex of a person because such errors are not really substantial ones. 

One of the Philippines' economic powerhouses is located in Central Luzon, Region III, specifically 

Tarlac Province. In the region, Tarlac Province works hand in hand with regional offices of DILG and PSA 
to boost civil registration activities. Angeles City, Olongapo City, San Fernando and Tarlac City are major 

cities found within Region III. 
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Tarlac Province, part of Region III, is practicing civil registration efforts at the regional level. The 

provincial government works hand in hand with regional agencies to attain accuracy and efficiency in civil 

registration processes. 

Within Tarlac Province, the Municipality of Moncada operates the Civil Registry Office where vital 

events are recorded and civil registers are maintained. This office ensures that it complies with all laws and 

regulations for its duties on a continuous basis. It is underpinned by broader international, national, regional 

as well as provincial perspectives within which this study on client satisfaction with the civil registry in the 

Municipality of Moncada, Tarlac is embedded. When one looks at client satisfaction on local terms, they will 

see how this study enriches civil registration services that promote good governance practices in Moncada 

municipality in Tarlac province. 

 

 

1.2 Statement of the Problem 

The study evaluated Client Satisfaction on the Services of Civil Registry in the Municipality of 

Moncada, Tarlac.  

In particular, the research answered the following problem: 

 

1. How is the client satisfaction on the services of Civil Registry in the Municipality of Moncada, Tarlac be 

described and evaluated along with: 

1.1 Issuance of Transcription/Certification of Births, Deaths & Marriage 

1.2 Application for Marriage License 

1.3 Registration of Birth Certificate, Marriage Certificate & Death Certificate 

1.4 Legitimation by Subsequent Marriage of Parents 

1.5 Supplemental Report of Birth, Death and Marriage 

1.6 Implementation of 9048 Civil Registry Service 

1.7 Implementation of 10172 Civil Registry Service 

2. What are the problems encountered by the respondents which affect their satisfaction on the services of 

Civil Registry in the Municipality of Moncada, Tarlac? 

3. What measures can be proposed to enhance Client Satisfaction on the Services of Civil registry in the 

Municipality of Moncada, Tarlac? 

4. What are the implications of the study to Public Administration? 

 

1.3 Delimitations of the Study 

 This study investigated the level of satisfaction of citizens with the services provided by the 

Civil Registration Office of Moncada City, Tarlac This study largely covers various public registration 

services, including the issuance of birth, death, marriage certificates as well as consumption, as well as RA. 

9048 and R.A. 10172 is. 

The study focused primarily on the experience and satisfaction levels of Moncada residents who used 

this public registry service. The review looked at the clarity of processes, the effectiveness and efficiency of 

service delivery, the accuracy of payments, and the overall customer experience 

The imposed boundaries of this study limit the sample size to those in Moncada who used citizenship 

registration. This does not include individuals from other municipalities or those not affiliated with the Public 

Records Service. This study provided valuable insights into the strengths and areas of improvement in the 

public registration process, which improved process efficiency and customer satisfaction in Moncada. 

 

II. RESEARCH METHODOLOGY 

This chapter provides a detailed account of the research design, the locale of the study, the respondents 

involved, the methods of data gathering, the ethical considerations considered, and the statistical treatment 

applied. 

  

 

 

2.1 Population and Sample 

The respondents of the study encompass individuals residing in Moncada, Tarlac, who have interacted 

with the civil registry services offered by the local. These respondents were crucial as they represent the 

primary users of civil registry services and can provide valuable insights into various aspects of the services 

offered, their effectiveness, and areas for potential improvement. 

http://www.ijcrt.org/


www.ijcrt.org                                                      © 2024 IJCRT | Volume 12, Issue 8 August 2024 | ISSN: 2320-2882 

IJCRT2408376 International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org d534 
 

The categorization and tallying into a total of 100 respondents reflect the careful documentation of the 

services availed by individuals, highlighting the diverse needs of the community. Each respondent chose the 

service they needed, and the reasons behind their choices reveal a lot about the daily lives and legal necessities 

faced by the citizens. 

Starting with the application for a marriage license, this service was availed by 20 respondents, 

indicating a significant demand for formalizing marital unions. Marriage licenses are essential legal 

documents required for couples intending to marry, ensuring that all legal prerequisites are met. The process 

involves verifying the eligibility of the applicants, confirming that there are no legal impediments to the 

marriage, and ensuring all necessary documents are submitted. The relatively high number of respondents 

suggests that many couples in Moncada are keen on formalizing their relationships legally, which might be 

influenced by cultural norms, social expectations, and the legal benefits associated with marriage. Many 

respondents may have been motivated by the desire to have their union officially recognized, which could be 

important for various personal, legal, and social reasons such as legitimizing children, ensuring spousal rights, 

and societal recognition. For instance, a couple might decide to marry to legitimize their relationship in the 

eyes of the community and provide a stable family structure for their children. Additionally, legal recognition 

can be crucial for securing benefits such as joint property ownership, inheritance rights, and medical decision-

making authority. 

The issuance of transcription or certification of births, deaths, and marriage documents was also sought 

by 20 respondents. These official documents are critical for various legal, administrative, and personal 

purposes. For instance, birth certificates are needed for school enrollment, passport applications, and identity 

verification. Death certificates are required for settling estates, claiming life insurance, and other legal matters. 

Marriage certificates serve as legal proof of the marital union and are often required for spousal benefits, name 

changes, and other legal processes. The consistent demand for these documents underscores their importance 

in everyday life and the necessity of having accurate and official records. Respondents availing this service 

might include parents needing birth certificates for their children’s school admissions, individuals needing 

marriage certificates for spousal visa applications, or family members requiring death certificates for the 

settlement of estates. For example, a widow might need her husband’s death certificate to claim life insurance 

benefits or to settle his estate legally. 

The legitimation by subsequent marriage of parent’s service was utilized by 10 respondents. This 

service allows children born out of wedlock to be legitimized when their parents marry each other 

subsequently. This legal process ensures that children gain the same rights and status as those born to married 

parents, which can be crucial for matters of inheritance, legal recognition, and social status. The fact that 10 

respondents availed this service highlights the ongoing need to address issues related to the legal status of 

children and the desire of parents to provide their children with full legal recognition. Parents might pursue 

legitimation to secure their children’s inheritance rights, legal benefits, and social acceptance. For instance, a 

couple who married after having children might seek this service to ensure that their children are legally 

recognized as legitimate, thereby securing their rights to inheritance and other legal protections. 

Similarly, 10 respondents availed the registration of birth certificates, marriage certificates, and death 

certificates. This service is fundamental for the official recording of these vital events, ensuring that they are 

legally recognized and documented in the civil registry. Accurate registration of these events is crucial for 

maintaining an up-to-date and reliable civil registry, which is essential for governance, statistical analysis, 

and service delivery. The number of respondents reflects a steady need for individuals to ensure their vital 

events are formally recorded. People might need to register these events for numerous reasons, such as legal 

recognition, personal documentation, and administrative purposes. For example, new parents would need to 

register their child’s birth to obtain a birth certificate, which is essential for the child’s future identification, 

education, and healthcare services. Similarly, newlyweds would need to register their marriage to obtain a 

marriage certificate, necessary for various legal and personal matters. 

The supplemental report for birth, death, and marriage was another service availed by 20 respondents. 

This service is necessary for amending or supplementing existing records with additional or corrected 

information. Changes might be needed due to errors in the original registration, changes in personal 

circumstances, or the need to update information. The high number of respondents indicates that many 

individuals require adjustments or updates to their civil registry records, reflecting the dynamic nature of 

personal information and the necessity of keeping official records accurate and up to date. Individuals might 

seek this service to correct errors that could cause significant inconveniences or legal issues if left 

unaddressed. For instance, a person whose name was misspelled on their birth certificate might need to correct 

it to ensure consistency in all their official documents. Similarly, someone who has legally changed their name 

might need to update their marriage certificate to reflect this change. 
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The implementation of R.A. 9048 was utilized by 10 respondents. This law allows for the correction 

of clerical or typographical errors in civil registry documents and the change of first names or nicknames 

without the need for a judicial order. By streamlining the process and reducing the need for court intervention, 

R.A. 9048 makes it easier for individuals to correct errors in their personal documents, which is crucial for 

maintaining accurate records. The number of respondents indicates a moderate but significant need for this 

service, showing that clerical errors in civil documents are relatively common and need to be addressed 

efficiently. For example, a person might discover that their birth certificate contains a typographical error in 

their name, which could create discrepancies in their official documents and records. Correcting such errors 

promptly ensures that their identity documents are consistent and legally valid. 

Finally, the implementation of R.A. 10172 was availed by another 10 respondents. This law further 

extends the ability to correct clerical or typographical errors in the day and month of birth or the sex of a 

person without requiring a judicial order. This service is essential for ensuring that personal records accurately 

reflect an individual’s identity and vital information. The demand for this service underscores the importance 

of having accurate civil registry records and the need for mechanisms that allow for timely and efficient 

corrections. Respondents might include individuals whose birth records contain incorrect birthdates or gender 

markers, which could affect their legal identity and cause problems in various aspects of life. For instance, a 

person with an incorrect birthdate on their birth certificate might face issues when applying for a passport or 

other identification documents. Correcting such errors is vital for ensuring that all legal documents are 

accurate and reflect the individual’s identity. 

The meticulous tracking of these services and the tallying of respondents into a total of 100 provide 

valuable insights into the needs and priorities of the citizens of Moncada. The distribution of respondents 

across different services highlights the diverse nature of civil registry needs and the critical role of the 

municipal civil registry office in addressing these needs. By offering a range of services that cater to various 

legal and personal requirements, the civil registry office plays a vital role in ensuring that individuals’ vital 

records are accurately documented and legally recognized. 

The data also reflects broader social and legal trends. The significant number of respondents for 

marriage licenses and the issuance of birth, death, and marriage documents points to the essential role these 

documents play in legal and social contexts. The need for legitimation and registration services indicates 

ongoing issues related to the legal status of children and the importance of formalizing vital events. The 

demand for corrections under R.A. 9048 and R.A. 10172 highlights the prevalence of clerical errors and the 

necessity of efficient mechanisms for rectifying such issues. 

Moreover, the distribution of respondents can inform policy and administrative decisions. 

Understanding which services are most in demand can help allocate resources more effectively, improve 

service delivery, and address any systemic issues that may lead to errors in civil registry records. For instance, 

the significant number of requests for supplemental reports and corrections suggests a need for enhanced 

accuracy during the initial registration process and more robust mechanisms for verifying information. 

In conclusion, the table and the corresponding analysis provide a detailed picture of the utilization of 

civil registry services in Moncada. By categorizing and tallying the respondents into a total of 100, the data 

highlights the diverse needs of the community and the critical role of the civil registry office in meeting these 

needs. This information not only underscores the importance of accurate and accessible civil registry services 

but also provides a foundation for improving service delivery and addressing the evolving needs of the 

community. The varied reasons behind the respondents’ choices to avail these services—from formalizing 

marital unions and legitimizing children to correcting clerical errors and updating vital records—reflect the 

essential role that civil registry services play in the legal and personal lives of individuals. 

2.2 Data and Sources of Data 

The study's data were collected from both primary sources, including surveys and interviews with 

clients of the civil registry in Moncada, and secondary sources, such as service logs and feedback reports. 

This approach ensured a comprehensive understanding of client satisfaction. Primary data provided direct 

insights into clients' experiences, while secondary data helped contextualize these experiences by revealing 

patterns and trends in service delivery. Combining these sources allowed for a thorough analysis of service 

effectiveness and areas for improvement. 

 

2.3 Conceptual Framework 

This study utilized the Input-Process-Output (IPO) model to effectively explain the conceptual 

backbone of the research. This model provides a structured framework for analyzing the various elements 

involved in Civil Registry services in the Municipality of Moncada, Tarlac.  

The study focused on understanding the steps clients undertake when utilizing services offered by the 

Civil Registry. This includes documenting the sequence of actions clients follow from application 
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submission to receiving the requested documents or services. Input also encompasses the actions initiated 

by the agency itself in response to client requests, such as document verification, data entry, and processing 

of applications. Additionally, the study considered the processing time involved at each step of the service 

delivery process, including waiting times and the overall duration from submission to completion. 

Furthermore, the study identified the specific personnel responsible for each task within the Civil Registry. 
 

2.4 Statistical tools and econometric models  
 

This section elaborates the proper statistical/econometric/financial models which are being used to 

forward the study from data towards inferences. The detail of methodology is given as follows. 

 

2.4.1 Survey Questionnaire 

In this study, Structured questionnaires were validated by experts to ensure the reliability and accuracy 

of the data collection process. These questionnaires are designed to gather quantitative data on client 

satisfaction with civil registry services, including the application for marriage licenses, issuance of birth, 

death, and marriage certificates, legitimation processes, registration of vital records, supplemental 

reporting, and the implementation of R.A. 9048 and R.A. 10172.  

 

2.4.2 In Depth Interviews 
In-depth interviews were conducted with a select sample of clients who have utilized civil registry 

services in Moncada. These interviews will involve open-ended questions that allow respondents to 

provide detailed insights into their experiences, perceptions, and specific areas of satisfaction or 

dissatisfaction with the services provided. The interviews were conducted in a conversational manner, 

allowing for the exploration of individual experiences and perspectives in depth. It also offers the 

opportunity to gather rich qualitative data, capturing nuanced aspects of client satisfaction that may not 

be captured through standardized survey questionnaires. 

 

2.4.3 Data Analysis  

To prepare, analyze, and interpret the collected data, it was first categorized according to the variables 

being studied. The data then underwent appropriate statistical processing, which included: 

2.4.1 Descriptive Statistics  

Measures such as mean, median, mode, and standard deviation were used to summarize the 

central tendencies and variability of the data. This helped in providing a clear overview of the overall 

satisfaction levels. 

2.4.2 Primary Data 

The primary data were gathered directly from the clients who have recently availed themselves 

of the civil registry services. This data collection involved the use of structured survey questionnaires, 

in-depth interviews, and client feedback forms. The survey questionnaires provided quantitative data 

on various aspects of client satisfaction, while the in-depth interviews offered qualitative insights into 

individual experiences. These primary data sources were essential in capturing the current perceptions 

and experiences of the clients.  

2.4.3 Secondary Data 

Secondary data were obtained from existing documents and records related to the civil registry 

services. These included service logs, complaint records, client feedback reports, and internal 

2.4.4 Pearson Correlation 

This method is commonly used to measure the linear correlation, strength, and direction of the 

relationship between two variables (Turkey, 2023). 
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2.4.5 Likert Scale 

In this study, the Likert scale was employed to assess the success of the research. The scale 

below was used to measure the success of this study: 

 

Numerical Equivalent 

CLIENT SATISFACTION ON THE 

CIVIL REGISTRY SERVICES 

Range Adjectival Description 

5 4.50 – 5.00 Very Satisfied 

4 3.50 – 4.49 Satisfied 

3 2.50 – 3.49 Neutral 

2 1.50 – 2.49 Dissatisfied 

1 1.00 – 1.49 Very Dissatisfied 

 

 

The research was conducted in full compliance with all relevant ethical guidelines, regulations, and 

institutional policies governing research involving human participants. This includes obtaining approval 

from the appropriate ethics review board before initiating the study and adhering to all ethical standards 

throughout the research process. 

The researcher will ensure that the study is carried out with integrity, honesty, and professionalism, 

following ethical guidelines and standards. A respectful and non-exploitative relationship will be maintained 

with participants, valuing their contributions, and treating them with dignity. 

This research study sought ethical clearance and approval from the relevant institutional review board 

or ethics committee to ensure compliance with ethical guidelines. Institutional permissions and permits 

required by the Municipality of Moncada, or other authorities will also be obtained to ensure the research is 

conducted within legal and ethical boundaries. 

 

III. RESULT AND DISCUSSION 
 

3.1 Overall Evaluation of Client Satisfaction on Civil Registry Services 

 

Table 3.1 

Overall Evaluation of Client Satisfaction on Civil Registry Services 

   

Services Mean Adjectival Description 

Legitimation by Subsequent Marriage of Parents 4.63 Very Satisfied 

Registration of Birth Certificate, Marriage 

Certificate and Death Certificate 
3.72 Satisfied 

Application for Marriage License 4.00 Satisfied 

Supplemental Report for Birth, Death and Marriage 3.97 Satisfied 

Issuance of Transcription/Certification of 

Birth/Deaths/Marriage 
3.72 Satisfied 

Implementation of R.A 9048 Provided Services 3.72 Satisfied 

Implementation of R.A 10172 provided services 4.12 Satisfied 

Grand Mean 3.98 Satisfied 

 

Table 3.1 The Grand Mean for all services evaluated was 3.98, indicating that clients were "Satisfied" 

with the Civil Registry services. This comprehensive evaluation revealed that while clients generally 

appreciated the services provided, there were consistent areas across different services where improvements 

could enhance client satisfaction further. The study’s findings underscored the importance of continuous 

improvement in service delivery, staff training, and process optimization to better meet client needs and 

expectations in the future. 

The data collected and analyzed in this study provided valuable insights into client expectations and the 

extent to which these expectations were being met by the Civil Registry services. By examining the 

satisfaction scores for each service in detail, the study was able to identify specific areas where clients were 

particularly satisfied and areas where there was room for improvement. For instance, the high satisfaction 
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score for Legitimation by Subsequent Marriage of Parents suggested that this service was effectively meeting 

client needs, whereas the lower scores for registration and transcription services indicated that these areas 

could benefit from targeted improvements. 

 

 

3.2 Problems Encountered 
 

Table 3.2 

Problems Encountered by the Respondents 

    

Situation F % R 

Challenges in updating civil status records accurately. 36 36.0 1 

Confusion over documentary requirements for legal 

transactions. 
24 24.0 2 

Errors in names or dates on official documents. 16 16.0 3 

Lack of transparency regarding processing fees and 

timelines. 
15 15.0 4 

Limited accessibility to online services for remote requests. 10 10.0 5 

Delayed issuance of certificates. 1 1.0 7 

Long waiting times for processing marriage licenses. 1 1.0 7 

Difficulty in securing death certificates promptly. 1 1.0 7 

 

Table 3.2 This table provides an overview of the problems encountered by respondents with the civil 

registry services in the Municipality of Moncada, Tarlac, ranked by frequency and percentage. The 

most prevalent issue, affecting 36 respondents (36.0%), is the challenge of updating civil status records 

accurately. This indicates a significant concern with maintaining precise and up-to-date personal 

records. The second most common problem, reported by 24 respondents (24.0%), is confusion over 

the documentary requirements for legal transactions, suggesting a need for clearer guidelines and 

better communication from the civil registry office. 

Errors in names or dates on official documents are the third-ranked issue, cited by 16 

respondents (16.0%), highlighting the impact of administrative mistakes on client satisfaction. A lack 

of transparency regarding processing fees and timelines, which was noted by 15 respondents (15.0%), 

underscores the need for better information dissemination and process clarity. 

Limited accessibility to online services for remote requests, reported by 10 respondents (10.0%), 

points to the necessity for enhancing digital service platforms to accommodate the needs of a wider 

audience. Less frequently encountered problems, each mentioned by 1 respondent (1.0%), include 

delayed issuance of certificates, long waiting times for processing marriage licenses, and difficulty in 

securing death certificates promptly. These lower-frequency issues, while less common, still represent 

critical areas for improvement to ensure timely and efficient service delivery. 

Overall, this table highlights the primary challenges faced by residents when dealing with civil 

registry services in Moncada, Tarlac, indicating several key areas where targeted improvements could 

significantly enhance client satisfaction and operational efficiency. 
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3.3 Proposed Measures 

Table 3.3 

Proposed Measures 

 

Problems 

Encountered 
Measure Objectives Strategies 

Expected 

Outcome 

Challenges in 

updating civil 

status records 

accurately. 

Implement 

regular 

training for 

staff and audit 

systems. 

Ensure 

accuracy in 

record-

keeping. 

Conduct regular 

training sessions for 

staff on record 

management and 

implement periodic 

audits to catch and 

correct errors. 

Improved 

accuracy in civil 

status records and 

reduced instances 

of incorrect 

information. 

Confusion over 

documentary 

requirements for 

legal transactions. 

Develop clear, 

accessible 

guidelines and 

checklists for 

clients. 

Reduce 

confusion and 

streamline the 

documentation 

process. 

Create and distribute 

easy-to-understand 

guides and checklists 

both online and in print 

at the civil registry 

office. 

Clients are better 

informed and 

more prepared, 

reducing errors 

and delays in 

processing. 

Errors in names or 

dates on official 

documents. 

Introduce a 

verification 

step before 

finalizing 

documents. 

Minimize 

errors in 

official 

documents. 

Implement a double-

check system where 

another staff member 

reviews documents 

before finalization. 

Fewer errors in 

official 

documents, 

leading to 

increased client 

satisfaction. 

Lack of 

transparency 

regarding 

processing fees 

and timelines. 

Publish a 

comprehensive 

fee and 

timeline 

schedule. 

Increase 

transparency 

and trust. 

Post detailed fee 

structures and 

processing timelines on 

the municipal website 

and display them 

prominently at the 

registry office. 

Clients have clear 

expectations 

about costs and 

processing times, 

reducing 

confusion and 

complaints. 

Limited 

accessibility to 

online services for 

remote requests. 

Enhance 

online service 

platforms. 

Improve 

accessibility 

for remote 

clients. 

Invest in upgrading the 

website to offer more 

robust online services, 

including application 

submission and status 

tracking. 

Increased use of 

online services, 

leading to greater 

convenience for 

clients and 

reduced in-person 

traffic at the 

registry office. 

Delayed issuance 

of certificates. 

Streamline 

certificate 

processing 

procedures. 

Reduce delays 

in certificate 

issuance. 

Implement process 

improvements such as 

workflow automation 

and additional staff 

training on expedited 

procedures. 

Faster issuance of 

certificates, 

improving overall 

client satisfaction. 

Long waiting 

times for 

processing 

marriage licenses. 

Optimize 

appointment 

scheduling and 

staffing levels. 

Reduce 

waiting times 

for marriage 

license 

processing. 

Implement an online 

appointment system 

and adjust staffing to 

meet peak demand 

periods. 

Shorter wait 

times and more 

efficient 

processing of 

marriage licenses. 

Difficulty in 

securing death 

certificates 

promptly. 

Prioritize the 

processing of 

death 

certificates. 

Ensure timely 

issuance of 

death 

certificates. 

Designate a dedicated 

team or priority lane 

for processing death 

certificates. 

Quicker issuance 

of death 

certificates, 

providing relief to 

grieving families. 
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Table 3.3 The issues highlighted by respondents, which encompass difficulties in updating 

civil status records, confusion regarding documentary requirements, errors in official documents, and 

a lack of transparency concerning fees and timelines, underscore the critical need for systematic and 

targeted interventions. 

To effectively tackle these challenges, a comprehensive set of proposed measures is essential. 

Firstly, implementing streamlined procedures for updating civil status records involves establishing 

clear guidelines and standardized protocols. This approach ensures that staff are equipped with the 

necessary training and resources to handle updates efficiently and accurately, thereby reducing errors 

and enhancing the reliability of vital records. 

Enhancing transparency is equally vital. By providing accessible platforms—both online and 

offline—where clients can easily access information on required documents, associated fees, and 

expected processing times, the municipality can mitigate confusion and empower clients to navigate 

the registration process with confidence. Clear communication of procedural steps and timelines 

ensures clients are well-informed and fosters trust in the civil registry's operations. 

Addressing errors in official documents requires a systematic review and correction process. 

Establishing protocols for identifying inaccuracies and promptly rectifying them not only improves 

data integrity but also reassures clients of the reliability of their records. Transparent procedures for 

correcting errors instill confidence and demonstrate the civil registry's commitment to accuracy and 

accountability. 

Improving accessibility to online services is critical in today's digital age. Enhancing the 

municipality's digital infrastructure to support efficient online transactions and inquiries ensures that 

clients can access services conveniently from anywhere, reducing the need for in-person visits and 

minimizing processing delays. Additionally, ensuring timely issuance of certificates through 

streamlined workflows and responsive customer service further enhances client satisfaction and 

operational efficiency. 

Furthermore, investing in staff training and capacity-building initiatives is essential to improve 

interpersonal interactions and service delivery. Enhancing staff competencies in client engagement, 

problem-solving, and effective communication cultivates a client-centric culture within the civil 

registry office. Empowered staff members who are equipped to address client inquiries promptly and 

professionally contribute significantly to overall client satisfaction. 

By implementing these comprehensive measures, the Municipality of Moncada can effectively 

address current challenges in its civil registry services. These initiatives are designed not only to 

resolve immediate issues but also to establish a framework for continuous improvement. Enhancing 

service efficiency, accuracy, and client satisfaction will ultimately strengthen community trust in the 

civil registry's operations, ensuring that Moncada residents receive reliable and accessible civil 

registry services that meet their evolving needs effectively. 

To address the problems encountered by clients in the civil registry services of the Municipality 

of Moncada, Tarlac, several measures have been proposed, each with specific objectives, strategies, 

and expected outcomes. For challenges in updating civil status records accurately, it is proposed to 

implement regular training for staff and audit systems. The objective of this measure is to ensure 

accuracy in record-keeping by conducting regular training sessions on record management and 

implementing periodic audits to catch and correct errors, which should result in improved accuracy 

and reduced instances of incorrect information. 

To reduce confusion over documentary requirements for legal transactions, developing clear, 

accessible guidelines and checklists for clients is recommended. The strategy involves creating and 

distributing easy-to-understand guides both online and in print at the civil registry office. This will 

help clients be better informed and more prepared, reducing errors and delays in processing.  

Introducing a verification step before finalizing documents is suggested to minimize errors in 

names or dates on official documents. By implementing a double-check system where another staff 

member reviews documents before finalization, fewer errors will occur, leading to increased client 

satisfaction.  

To address the lack of transparency regarding processing fees and timelines, it is proposed to 

publish a comprehensive fee and timeline schedule. This involves posting detailed fee structures and 

processing timelines on the municipal website and displaying them prominently at the registry office. 

This measure aims to increase transparency and trust, ensuring clients have clear expectations about 

costs and processing times, thus reducing confusion and complaints. 
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Enhancing online service platforms is recommended to improve accessibility for remote 

clients. Investing in upgrading the website to offer more robust online services, including application 

submission and status tracking, will increase the use of online services. This will lead to greater 

convenience for clients and reduced in-person traffic at the registry office. 

To reduce delays in the issuance of certificates, streamlining certificate processing procedures 

is proposed. This involves implementing process improvements such as workflow automation and 

additional staff training on expedited procedures, resulting in faster issuance of certificates and 

improved overall client satisfaction. 

Optimizing appointment scheduling and staffing levels is suggested to reduce long waiting 

times for processing marriage licenses. Implementing an online appointment system and adjusting 

staffing to meet peak demand periods will shorten wait times and allow more efficient processing of 

marriage licenses.  

Finally, to ensure timely issuance of death certificates, prioritizing their processing is proposed. 

Designating a dedicated team or priority lane for processing death certificates will result in quicker 

issuance, providing relief to grieving families.  

These proposed measures aim to address the specific problems identified by respondents, 

thereby improving the overall efficiency, accuracy, and client satisfaction with the civil registry 

services in Moncada, Tarlac. Implementing these strategies will help ensure that the services meet the 

needs and expectations of the community effectively. 
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