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HANDLING CLIENT FEEDBACK POLICY 
 

Rationale 
 
This policy establishes a clear and responsive system for handling client and student 
feedback. It aims to provide accessible channels for expressing concerns, complaints, 
commendations, inquiries, and suggestions. By addressing feedback promptly and 
systematically, the organization fosters a culture of continuous improvement and 
responsiveness aligned with its strategic goals. 
 

Scope 
 
This policy applies to all feedback submitted through the Feedback Management System 
(FMS) by internal and external stakeholders of the institution. It covers all university colleges 
and offices responsible for acting on feedback, including the Office of Student Affairs (OSA) 
and the Management Information System (MIS). 
 

Guiding Principles 
 
1. Transparency – All stakeholders shall have access to clear information on how to provide 

feedback and how it is processed. 

2. Responsiveness – Feedback must be acknowledged and addressed in a timely and 

respectful manner. 

3. Confidentiality – Stakeholder identity and feedback details shall be handled with 

appropriate discretion. 

4. Accountability – All involved units are expected to take responsibility for feedback 

relevant to their functions. 

5. Continuous Improvement – Feedback shall be used to evaluate and enhance services 

and operations. 

 

Compliance 

 

All offices and personnel involved in the handling of feedback are required to respond to valid 
feedback within three (3) working days. In cases where feedback is not addressed within the 
expected timeframe, the appropriate escalation protocols must be followed. Staff are also 
expected to actively participate in monthly reporting and feedback evaluation activities. To 
ensure continuity of service, each office must designate alternate personnel who can access 
the Feedback Management System (FMS) during the absence of the primary responsible staff. 
Failure to comply with these response timelines and protocols may lead to the issuance of 
formal notices or memoranda, with copies furnished to the Human Resource Management 
and Development (HRMD) Office. 
 
 
IMPLEMENTATION 
 
Roles and Responsibilities 
 
Stakeholders are responsible for submitting feedback—including concerns, complaints, 
commendations, inquiries, and suggestions—through the official Feedback Management 
System (FMS) platform, which can be accessed via the designated URL or Student Portal. 
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The FMS Coordinator, under the Office of Student Affairs (OSA), is tasked with receiving and 
reviewing all submitted feedback. The Coordinator is responsible for validating and classifying 
the feedback according to its category (Facilities, Personnel, Process, Others) and type 
(Concern, Complaint, Commendation, Inquiry, Suggestion). Valid feedback is forwarded to the 
appropriate unit no later than the day after receipt. The Coordinator also monitors the 
responses from the relevant units and follows up on unresolved issues. Additionally, the 
Coordinator compiles and submits monthly feedback reports to the Head of OSA. 
 
Concerned units, colleges, and offices are expected to acknowledge and respond to feedback 
in a timely manner. They are required to coordinate with the FMS Coordinator to resolve 
concerns effectively and ensure that alternate personnel have access to the FMS in the 
absence of the designated staff. 
 
Secondary Protocols for Escalation 
 
If feedback is not addressed by the responsible unit on the same day it is received, the FMS 
Coordinator will initiate follow-up actions. This includes sending daily SMS and email 
reminders to the concerned Head or assigned personnel. If there is still no response after 
three (3) days, a memorandum will be issued to the responsible personnel, with a copy 
furnished to the Human Resource Management and Development (HRMD) Office. 
 

Implementation and Review 

Feedback reports shall be compiled and presented during monthly management review 
meetings to ensure transparency and accountability. The Office of Student Affairs is 
responsible for regularly assessing the effectiveness of the Feedback Management System 
(FMS) and recommending enhancements as needed. Additionally, this policy shall be 
reviewed annually, or as necessary, to ensure it remains aligned with the institution’s goals 
and the evolving needs and expectations of its stakeholders. 
 
 
Signed: 
 
 
 
(Sgd) GUILLERMO P. TORRES, JR. 
University President 
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