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BACKGROUND 

Republic Act No. 10149 otherwise known as the “GOCC Governance Act of 
2011” declares that the State recognizes the potential of government-owned or 
controlled corporations (GOCCs) as significant tool for economic development. It is 
thus the policy of the State to actively exercise its ownership rights in GOCCs and to 
promote growth by ensuring that operations are consistent with national 
development policies and programs. In this end, the Act created the Governance 
Commission for Government Owned and Controlled Corporations which is the 
central advisory, monitoring, and oversight body with authority to formulate, 
implement and coordinate policies to ensure GOCCs financial viability and fiscal 
discipline through adherence to the highest standards   of efficiency, effectiveness 
and corporate governance.  

 The challenge for GOCCs therefore is to become an effective catalyst of 
development ensuring customers or beneficiaries who are their primary stakeholders 
and the citizens who are their ultimate clients the satisfaction of their needs and 
meeting their expectations towards a better quality of life.  

 In the Ilocos region, one GOCC under the food sector classification that has 
been instrumental in uplifting the quality of life in the countryside especially in the 
provinces of Ilocos Norte and Ilocos Sur is the Northern Foods Corporation (NFC) 
located at Barangay San Joaquin, Sarrat  Ilocos Norte. The Corporation supplies 
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tomato paste to leading food chain, fishcanners and tomato sauce/catsup 
manufacturers in the country. 

 At present NFC manufactures tomato paste from red-ripe tomatoes 
handpicked fresh from tomato vines by 3,000 industrious Ilocano farmers who 
annually enter into a Contract Growing Agreement with the Company. As an anchor 
company, it serves as an industrial link for small farmers who are contracted to 
produce raw materials to be processed. 

 Guided and inspired by ISO certifications, NFC adheres to strict Quality 
Management System. The Northern Foods Corporation from the Board of Directors 
to the management and all employees are committed to provide customers’ 
satisfaction with premium quality tomato paste and related services. 

  NFC is committed to comply with applicable regulations in conformance to 
quality and food safety standards and practices. The established   Quality 
Management System is periodically reviewed for continual improvement as basis for 
excellence in corporate performance. 

 To assess product and service offerings of GOCCs, a Satisfaction Survey is 
conducted to measure how these GOCCs relate to their customers or stakeholders. 
The Mariano Marcos State University, the premier university in the region, was 
commissioned by the Northern Foods Corporation to measure and evaluate the 
satisfaction levels of NFC tomato contract growers in the two provinces and NFC 
customers in Metro Manila. 

 

Objectives of the Study 

 This Satisfaction Survey was conducted to assess the performance of NFC 
vis-à-vis its declared objectives along the following aspects of quality performance 
based on NFC’s nature of operations: Timeliness or the ability of NFC to deliver 
required inputs to farmer-contractors and meeting stakeholders demand on agreed 
timeframe. Ease of Accessibility or the ability of NFC farm technicians to respond 
to farmer’s concerns and how NFC makes its products and services accessible to 
customers through an effective placement and order system, Quality of services of 
staff in performing their duties and Quality of products delivered by NFC to its 
customers and Outcome or the ability of NFC in meeting or achieving standards and 
requirements. 

 While the heart of the study is on the assessment of the performance of NFC 
in its ability to provide quality products and services to its stakeholders, a description 
of the demographic and socioeconomic profiles of the tomato contract growers is 
necessary for NFC to be cognizant of the characteristics of the farmers and their 
households. This information would provide NFC bases for formulation of policies or 
programs that will benefit their farmer-stakeholders. 
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Research Problem 

 What are the demographic and socioeconomic profiles of the tomato 
contract growers and company profile of customers of the Northern 
Foods Corporation? 
 

 What is the level of satisfaction of customers and stakeholders of 
Northern Foods Corporation along the following areas: 

 
a. Timeliness; 
b. Ease of access of products and services; 
c. Staff; 
d. Quality 
e. Outcome; and 
f. Overall satisfaction? 

 

Research Design 

 The study employed the descriptive research design using the survey-
interview method of gathering data. This research design described the demographic 
and socioeconomic and farm profiles of the farmer-respondents and the level of 
assessment of the farmers and customers of the performance of NFC in the delivery 
of its products and services. 

 The research project “2016 Performance Scorecard for Northern Foods 
Corporation” is divided into two. Study 1 described the socioeconomic and farm 
profile of the farmer respondents and determined the level of effectiveness of NFC in 
delivering services to the farmers. Study 2 on the other hand, described the 
company profile and the assessment of the customers on the performance and 
quality of products and services of NFC. 

 

Population and Sampling 

 Study 1. A total of 541 from among 1819 tomato contract growers  in the 
provinces of Ilocos Norte (269)  and Ilocos Sur (272) representing 30% of the total 
number of farmers were selected using the systematic random sampling method. 
The Slovin’s formula with a 4% error tolerance or 96% confidence level was used to 
determine the sample size. Farmers who have been planting tomato and contracting 
with NFC for at least one year with a farm area of at least 1,000m2   were the 
respondents of the study. 

 Study 2. A total of 38 firms were the subjects of Study 2. Attempts were made 
to cover as many firms possible who regularly buy NFC tomato paste. Samples were 
divided into two clusters. Firms located in Metro Manila and are accessible and 
available for interviews during the data gathering period were classified belonging to 
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Cluster 1 with nine  (9) respondents while eight (8)  were reached thru e-mails 
(Cluster 2). 

  

Data Gathering Instrument 

 The survey instrument for Study 1 consisted of two parts. Part I described the 
sociodemographic and farm profile of the farmer-respondents. Demographic 
characteristics include age, sex, civil status, household size, educational attainment, 
sources of income and average monthly income. Farm profile comprise the number 
of years in farming, average area planted to NFC and ownership of land. Part II 
elicited information that described the assessment of the farmers of the quality of the 
farm inputs and services provided by NFC through a scorecard. 

 The survey questionnaire of Study 2 consisted of two parts. Part I described 
the profile of the customer-companies of NFC which includes the nature of business, 
number of years in operation and average volume of NFC tomato paste consumed 
per order or season. Part 2 on the other hand, measured, thru a scorecard the 
performance of NFC along the following aspects: timeliness, ease of access, and 
service quality. 

 The following norm of data interpretation was used in analyzing and 
interpreting the information gathered. 

Table 1. Norms for interpreting mean rating per indicator for Study 1 and Study 
2. 

Scale Statistica
l Range 

Item Description 
(Study 1) 

Item Description 
(Study 2) 

Overall 
Descriptive 

Rating 
5 

4.51-5.00 
Very Highly 
Satisfied(VHS) 

Very Highly 
Satisfactory (VHS) 

Very High 
(VH) 

4 3.51-4.50 Highly Satisfied (HS) Highly Satisfied (HS) High (H) 
3 2.51-3.50 Neutral (N) Neutral (N) Moderate (M)
2 1.52-2.50 Highly Dissatisfied (HD) Dissatisfied (D) Low (L) 
1 

1.0-1.51 
Very Highly Dissatisfied 
(VHD) 

Strongly Dissatisfied    
(SD) 

Very Low 
(VL) 

 

RESULTS AND DISCUSSION 
Study 1 

Demographic and Socioeconomic Characteristics of the Farmer-respondents 
  
 Age, sex and civil status. Of the 528 farmer-respondents, 306 or 58% are 
within the middle age bracket of 31-50, followed by those who are more than 50 
years of age (34). On the average, the respondents are 46 years old which means 
that the farmers are in their productive ages. The males outnumbered the females 
(94% and 6%, respectively) and majority (89%) are married.  
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Figure 1. Age, sex, civils status, educational attainment and household size of tomato contract growers in Ilocos Norte 
and Ilocos Sur, 2016. 
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Educational attainment. Almost half (43%) of the respondents finished high 
school, followed by those who finished elementary (19%). Ten percent   were able to 
reach high school but did not graduate with the same percentage with those who 
finished a degree in college. Some are college undergraduates or vocational 
graduates. Only a few (3%) have very low levels of education equivalent to some 
years in elementary. They may not have acquired enough skills from school but they 
have good farming skills developed through years of farming.  
 

Household size. As to household size, more than half (55%) of the 
respondents have medium size families with 4- 6 members. There were 27% who 
have small families with 1-3 members, while others (17%) have large families with 7-
10 members. On the average the households have 5 family members.  
 

 

  

 

 

 

 

 

 

 
 
 
Main source of income and average monthly income of the respondents.  

Results show that farming is still the primary source income of the households in the 
provinces of Ilocos Norte and Ilocos Sur as all but one of the respondents (99.82%) 
are engaged in farming activities with an average monthly income of PhP 8, 524.73.  

 
 Secondary sources of income and average monthly income of the 
respondents. While farming is considered as the main source of income of the 
respondents, it is sad to note however that 471 or 87% have no other sources of 
income.  Of the seventy respondents who are engaged in other economic activities, 
29 or 5% are self-employed   engaged in carpentry or construction woks and tricycle 
driving with an average monthly income of PhP 4,654.75. Twenty-three or 6% are 
either employed in the government or private business earning on the average a 
monthly income of P7, 654.75 and P5, 233.33 respectively. One has a small retail 
business generating a monthly income of P5, 750. 
  

The results indicate that the farmer-respondents, given their low levels of 
education have limited skills or resources hence are confined to farming. 

 DEMOGRAPHIC 
      PROFILE 

  RESPONDENTS’ 
        SOCIO 

33.71

57.95
8.33

AGE GROUP
Old(51 & above)
Middle(31-50)
Young(30 & below)

Single Married Widow/er 

    1-3   4-6       7 & above 
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Figure 2. Main Source of income and Average Monthly income of respondents in Ilocos Norte and Ilocos Sur, 
2016  

Figure 3. Secondary Source of income and Average Monthly income of respondents in Ilocos Norte and Ilocos Sur, 

Figure5. Number of years the farmer-respondents of 
Ilocos Norte and Ilocos Sur are engaged to in tomato 
contract growing 2016. 

Figure 4. Number of years the farmers-respondents in 
Ilocos Norte and Ilocos Sur  have been farming. 
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Years in farming. Results indicate that the respondents have been engaged 

in farming for a period of time having a mean of 23 years. Almost half (45%) have 
been farming for 16 to 31 years while one claimed that  he has been  farming for 
more than 60 years (Figure 4).         
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Figure 7. Tenurial Status of the farmer-respondents in 
Ilocos Norte and Ilocos Sur, 2016. 

Figure 6. Number of years the farmers of Ilocos Norte 
and Ilocos Sur are NFC contract  growers, 2016. 

Figure 8. Average farm area of farmer-respondents in 
Ilocos Norte and Ilocos Sur , 2016. 

Figure 9. Average farm area  planted to NFC tomato. 
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Years as NFC Tomato Contract Grower. Majority (403 or 75%) of the 

respondents have been annually entering into a contract with NFC for 10 years or     
less (Figure 5). Some (118 or 22%) are into tomato contract growing for longer 
period of  20 years or less while twelve percent  have been deriving benefits as 
contract grower for 30 years or less. Twelve (2%) proudly claimed that they are 
already seasoned tomato growers for more than 30 years.  

 
The results indicate that the farmers are or have been benefitting from   the 

contract arrangement with NFC as manifested by the years they have been growing 
NFC tomatoes.  Interviews with the farmers indicate that they were able to improve 
their living conditions as they are able to send their children to school and contribute 
to the needs of the family. 

 
Ownership status and farm area. As to tenure or ownership of farmlands, 

Figure 7 shows that majority of the farmers (71.35%) do not own their farms 
(tenants) with an average area of .51 ha while 32 are leaseholders (.44 ha). The rest 
farm their own lands (23%).  

 
Area planted to NFC tomato. A considerable area (37% or.64 ha) of the total 

farm holdings of the farmer-respondents are planted to tomato every tomato planting 
season. This indicates that farmers are getting more from contracting with NFC and 
planting tomato compared to other agricultural products as manifested not only by 
the number of years in tomato contract growing but also of the area devoted to 
tomato production.     
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Performance Scorecard of Tomato Contract Growers 

  
 This section describes the assessment of the tomato contract growers of the 
quality of services of NFC along the following dimensions: timeliness, ease of 
access, quality, outcome and overall satisfaction. 

 
Statistical Treatment description.  
 
Table 2. Statistical treatment for the Satisfaction Survey of NFC in Ilocos Norte and  

Ilocos Sur, 2016.  
Table 3 

Timeliness 
Indicators Mean Description 
NFC Delivers on time the seeds of the 
required variety and recommended farm 
inputs as well as to force majeure like 
typhoons/heavy rains. 

4.619 Very Highly satisfied (VHS) 

NFC picks up on time fruits that passed the 
quality and equivalent daily volume pre-
qualification requirements. 

4.407 Highly satisfied (HS) 

NFC hauling trucks are available during 
collection period at pre-determined 
collection stations. 

4.168 Highly satisfied (HS) 

NFC Furnishes receiving reports (volume 
and value of fruits received at NFC) and 
liquidation sheets (ledger: how value of 
fruits are applied to any advances to show 
Net Payable to farmer group) on time. 

4.509 Highly satisfied (HS) 

Payments are made on time after the 
acceptance of delivery of fruits. 

4.340 Highly satisfied (HS) 

Factor Average 4.409 Highly satisfied (HS) 
Ease of Access 

NFC employees/Farm technicians can be 
easily contacted for inquiries, concerns and 
problems regarding tomato production and 
marketing. 

4.704 Very Highly satisfied (VHS) 

Staff 
Farm technicians are competent and are 
knowledgeable in all aspects of tomato 
production and marketing 

4.695 Very Highly satisfied (VHS) 

Farm technicians are able to resolve 
problems regarding tomato production and 
marketing concerns. 

4.684 Very Highly satisfied (VHS) 

Farm technicians properly monitor 
production of tomatoes, hence assuring 
higher yield for tomato growers 

4.699 Very Highly satisfied (VHS) 

Farm technicians/employees are courteous 
of professional in their business dealing 

4.678 Very Highly satisfied (VHS) 
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with the tomato growers. 
NFC employees and farm technicians are 
emphatic and understand clients’ needs. 

4.691 Very Highly satisfied (VHS) 

NFC employees and farm technicians are 
dependable and hardworking. 

4.713 Very Highly satisfied (VHS) 

Overall, in terms of quality being provided 
by NFC. 

4.689 Very Highly satisfied (VHS) 

Factor Average 4.693 Very Highly satisfied (VHS) 
Quality 

Indicators Mean Description 
NFC provides quality tomato seeds and 
other farm inputs. 

4.616 Very Highly satisfied (VHS) 

Improvements in tomato-farming and 
production technology are provided for 
better crop and pest management. 

4.664 Very Highly satisfied (VHS) 

NFC follows proper handling, hauling of 
harvested fruits from the production area, 
hence higher acceptability. 

4.606 Very Highly satisfied (VHS) 

NFC delivery, monitoring, pick-up and 
payment standards are in place and 
prompt. 

4.608 Very Highly satisfied (VHS) 

Overall, in terms of quality being provided 
by NFC. 

4.643 Very Highly satisfied (VHS) 

Factor Average 4.627 Very Highly satisfied (VHS) 
 
 

Outcome 
Indicator Mean Description 
There is sufficient supply of seedling and 
farm inputs to be able to produce tomatoes.

4.652 Very Highly satisfied (VHS) 

NFC farm technicians are competent in 
disseminating information of knowledge 
with modern effective farm processes and 
methodologies. 

4.689 Very Highly satisfied (VHS) 

Contracting with NFC improved productivity 
and income of the farmers. 

4.706 Very Highly satisfied (VHS) 

NFC is instrumental in uplifting the quality 
of life of the tomato growing households 
because of high income. 

4.732 Very Highly satisfied (VHS) 

Overall, the outcomes being provided by 
NFC. 

4.732 Very Highly satisfied (VHS) 

Factor Average 4.702 Very Highly satisfied (VHS) 
Overall satisfaction 

Indicators Mean Description 
Each time you transact business with NFC, 
how would you rate the performance 
compared to the last experiences you had 
it. 

4.652 Very Highly satisfied (VHS) 

Based from the total services you had from 4.689 Very Highly satisfied (VHS) 
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NFC. 
Based from this experience, how likely are 
you going to supply tomatoes to NFC 
again. 

4.706 Very Highly satisfied (VHS) 

Based from this experience you had, would 
you recommend this company to other 
growers. 

4.732 Very Highly satisfied (VHS) 

Overall, how would you say your rate of 
level satisfaction with the services provide 
to you by NFC 

4.732 Very Highly satisfied (VHS) 

Factor Average 4.702 Very Highly satisfied (VHS) 
Summary Table for the Stakeholder Rating for NFC 

Indicators Mean Description 
Timeliness 4.409 Highly satisfied (HS) 
Ease of Access 4.704 Very Highly satisfied (VHS) 
Staff 4.693 Very Highly satisfied (VHS) 
Quality 4.627 Very Highly satisfied (VHS) 
Outcome 4.623 Very Highly satisfied (VHS) 
Overall satisfaction 4.702 Very Highly satisfied (VHS) 

 
Timeliness of NFC’s services. Table 3 shows the assessment of the 

timeliness of NFC’s services. Results indicate that NFC is continuously improving its 
services along on time delivery of farm inputs and services as the computed average 
of 4.409 (highly satisfied) is higher compared to that of last year which is 4.29. All 
the items registered an increase except for Item 3 although very minimal or 
insignificant from 4.20 of last year to 4.168 this year.  Northern Foods Corporation is 
consistent in terms of on-time delivery of seeds, providing copies of reports, and 
payments of fruits to farmers with very highly satisfied rating. 

Ease of access of NFC’s services. In terms of the accessibility of the 
services of NFC staff and technicians by the tomato contract growers, NFC scored 
“very highly satisfied” in all of the items with a mean rating of 4.693. This implies 
that NFC employees and technicians exercise professionalism in the conduct of their 
duties and responsibilities. It is noteworthy to mention that majority of the farmer-
respondents claimed that there were no problems encountered in dealing with the 
NFC personnel, thus they regard them as dependable professionals. 

Quality of NFC services. From quality seeds and other farm inputs to 
excellent services, overall, NFC scored “very highly satisfied” as reflected by the 
mean rating of 4.627 which is higher than last year with 4.45 mean rating. The 
farmer-respondents attest that there is sufficient supply of good quality seeds. 
Proven technologies in tomato-farming including pest management resulted to better 
quality and volume of harvest, hence higher earnings to the tomato contract growers. 
The respondents are very highly satisfied as regards scheduling, handling, hauling 
of fruits and monitoring of payment standards. Some however suggested that NFC 
should contract more trucks to further improve their hauling system and facilitate on-
time pick up for the harvested fruits.  
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Outcome of NFC services.  Farmer-respondents acknowledge and very 
thankful of the contribution of NFC in the improvement of the quality of life of the 
tomato growing households. Contracting with NFC has improved farm productivity 
and income of the farmers. This is reflected by the “very highly satisfied” with a 
4.623 rating which is higher than last year’s 4.59 rating in all the items in the 
outcomes criterion. Many respondents added that their children were able to finish 
degrees in college and are now professionals because of tomato contract growing 
with NFC. 

Overall rate of level of satisfaction to the services of NFC. The Northern 
Foods Corporation has fulfilled its mandate to deliver excellent quality service to its 
valued customers – the farmers by satisfying their needs and meeting their 
expectations. The “very highly satisfied”(4.702) rating earned by NFC indicates 
that indeed, it is not enough that they have the internal capacity of providing products 
or services but more importantly, stakeholders are provided with excellent products 
and professional services that leads to economic prosperity and better quality of life. 

Summary ratings of tomato contract growers to the overall performance 
of NFC.  The Performance Scorecard of NFC registered an increase from 4.53 
last year to 4.626 mean rating   this year.  All the aspects of performance have 
“very highly satisfactory ratings” (VHS) which is an improvement as two items 
had “highly satisfied” (HS) ratings in 2015. This indicates that generally, NFC has 
accomplished its objective of guaranteeing that their service delivery performance is 
felt by their clients, both the farmer-respondents and customers by satisfying their 
needs and meeting expectations. 

 
The challenge to become an effective catalyst of development ensuring 

customers or beneficiaries who are their primary stakeholders and the citizens who 
are their ultimate clients the satisfaction of their needs and meeting their 
expectations towards a better quality of life is fulfilled convincingly by NFC.  
 

Study 2 

Customer Profile. There are 38 customers subjected to Study 2. 
Respondents were divided into two clusters. Cluster 1 includes firms visited by the 
researchers on their offices and were served with the data gathering instrument 
(survey). Representatives of nine (9) companies were personally interviewed by the 
researchers. The researchers assisted in the answering of the questionnaires. On 
the other hand, respondents for Cluster 2 includes customers who were either not 
available for the survey interview during the scheduled period or their company or 
factory locations are far, hence, data gathering was done using e-mail of the 
authorized representative of the customers. Only 8 of 18 customers responded on 
the data gathering done by e-mail. Consequently, 17 or 44.74% customers acceded 
to the survey. 
 
Performance Scorecard (Stakeholders – NFC Customers) 

 Customer Profile. This section presents and discusses the business profile 
of the customers/stakeholders of Northern Foods Corporation located in different 
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places of Metro Manila, the average volume of NFC tomato paste consumed per 
order/season/year and their level of satisfaction to the services of Northern Foods 
Corporation in terms of Timeliness, Ease of Access, Staff, Quality, Quantity and 
Overall Satisfaction. 

 
Table 4 

Customers’ Profile 
 

INDICATOR F % 
Nature of Business Service or Product 
Food Manufacturing  10 58.82% 
Condiments 5 29.41% 
Quick Service Restaurant 1 5.88% 
Trading 1 5.88% 

Total 17 100% 
Number of Years in Operation 
1 to 10 4 23.53% 
11 to 20 6 35.29% 
21 to 30 3 17.65% 
31 and above 3 17.65% 
No response 1 5.88% 

Total 17 100% 
Nature of Years as NFC Customer 
10 and below 9 11.76% 
11 to 20 4 52.94% 
21 to 30 2 23.53% 
No response 2 11.76% 

Total 17 100% 
   
Average Volume of NFC paste consumed per order/season 

Tomato Paste 67.15 t 
 

Majority of the firms supplied by NFC tomato paste (58.82%) are food manufacturers 
and have been in the business for 20 years or less (35.29%) and have been steady 
customers for 10 years although some are valued customers for 30 years.  Aside 
from food manufacturers, five are in the condiments industry and one is a quick 
service restaurant. On the average, NFC customers order 67.15 tons of tomato 
paste per year. 
 
Performance Scorecard (Customers)  
 

Table 5 

Timeliness 

Indicator Average 
score 

Description 

NFC’s timeliness to respond to customers' 4.29 Highly Satisfied (HS) 
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inquiries, concerns and problems regarding the 
product. 
NFC delivers the products with the right 
specifications and on the scheduled time. 

4.41 Highly Satisfied (HS) 

NFC delivers the products on the scheduled 
time. 

4.31 Highly Satisfied (HS) 

NFC promptly responds to any inquiry, special 
request and other related communications. 

4.29 Highly Satisfied (HS) 

NFC has a reliable order to payment cycle. 4.29 Highly Satisfied (HS) 

NFC’s Overall rate for timeliness of response, 
order -taking, delivery, and other business 
related functions. 

4.29 
Highly Satisfied (HS) 

Factor Average 4.32 Highly Satisfied (HS) 

Ease of Access 

Indicator Average 
score 

Description 

NFC’s employees/customers’ services can be 
easily contacted for inquiries, concerns and 
problems regarding the product. 

4.53 Very Highly Satisfied 
(VHS) 

NFC’s employees/customers’ services are 
always available during product 
placement/order. 

4.41 
Highly Satisfied (HS) 

NFC’s employees/customers’ services 
accommodate changes in the 
Quotation/Purchase Contract (QPC). 

4.24 
Highly Satisfied (HS) 

NFC offers reasonable payment modes for 
customers. 

4.24 Highly Satisfied (HS) 

NFC’s Overall rate for the services of their 
employees/customers and reliability as a 
business partner that can be depended on on-
time delivery of quality products with the right 
specifications. 

4.47 

Highly Satisfied (HS) 

Factor Average 4.38 Highly Satisfied H(S) 

Staff 

Indicator Average 
score 

Description 

NFC’s employees/sales person are highly 
knowledgeable about the products and services 
the company is providing. 

4.59 
Very Highly Satisfied 
(VHS) 

NFC’s employees/sales persons are emphatic 
and understand the client needs. 

4.53 Very Highly Satisfied 
(VHS) 

NFC‘s employees/sales person are helpful, 
easy to work with and courteous to clienteles. 

4.41 Highly Satisfied (HS) 

NFC’s employees/sales person process and 
prepare customers' orders efficiently. 

4.53 Very Highly Satisfied 
(VHS) 
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Factor Average 4.51 Very Highly Satisfied 
(VHS) 

Quality 

Indicator Average 
score 

Description 

NFC exhibits and provides a total quality culture 
in terms of its products and services. 

4.35 Highly Satisfied (HS) 

NFC delivers the product orders in the right 
amount while processing and expected quality 
of products. 

4.35 
Highly Satisfied (HS) 

NFC products and systems standards are in 
place and are consistent. 

4.29 Highly Satisfied (HS) 

NFC's quality culture has improved overtime. 4.23 Highly Satisfied (HS) 

Overall satisfaction rate in terms of quality and 
service provided by NFC. 

4.41 Highly Satisfied (HS) 

Factor Average 4.33 Highly Satisfied (HS) 

Quantity 

Indicator Average 
score 

Description 

NFC delivers exact product quantity. 4.41 Highly Satisfied (HS) 

NFC accommodates special product orders 
with varying specifications and delivers them 
accordingly. 

4.24 
Highly Satisfied (HS) 

NFC order and delivery systems standards are 
in place and are met each time. 

4.35 Highly Satisfied (HS) 

NFC's achieved outcomes have improved 
overtime. 

4.35 Highly Satisfied (HS) 

NFC’s Overall satisfaction rate on the products 
and service outcomes (order quantity, quality, & 
specifications). 

4.41 
Highly Satisfied (HS) 

Factor Average 4.35 Highly Satisfied (HS) 

 
 Timeliness. The ability of NFC to promptly respond to customers’ inquiries, 
special requests and other related communications is one consideration in the 
assessment of the performance of NFC. Customers are one in their claim that they 
are “highly satisfied” with NFC’s delivery system standards considering quantity, 
quality and product specifications with a mean rating of 4.35. The rating however is 
slightly lower compared to last year’s 4.57. This can be attributed to some 
respondents who wish the products are delivered to them although they understand 
and acknowledge that they do not meet the quota or volume that merits free delivery.  

  

 Ease of Access.  As to the ease of access of NFC, four items were rated 
“highly satisfactory” and  one item stating NFC employees/customer services can 
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be easily contacted for inquiries, concerns and problems regarding the product was 
rated “very highly satisfied” with 4.53 rating. On the average, the mean rating is 
4.38 which would indicate that NFC can be relied or depended on on-time delivery of 
quality products. 

 

 Staff.  Quality of services exhibited by NFC employees and observed by their 
clients is   generally excellent as four of the five items were given a “very highly 
satisfied” rating with an average of 4.51.   The overall rate of the quality of the 
services exemplified by the NFC staff indicates the level of professionalism NFC has 
instilled in their workforce like the values of hard work, courtesy and professionalism. 
 
 Quality and Quantity.  Overall, NFC customers are satisfied with the quality 
of products and services NFC has been providing them with a mean rating of 4.33 
(“highly satisfied”). Similarly, customers gave NFC a “highly satisfied” (4.35) 
rating on the ability of NFC to deliver exact product quantity, ability to meet orders 
with varying specifications and meeting delivery system standards. 
   

Table 6. Satisfaction Based from Previous Experience 

Satisfaction rate for the performance of 
NFC’s services compared to the last 
experiences they had with NFC. 

f % 

Better, based on performance 10 58.82% 

About the same 7 41.18% 

Worse, based on performance 0 0.00% 

Rate score for considering the value 
purchased by the customers of NFC. 

f % 

An exceptional value, worth more than what 
the company paid for it. 

5 29.41% 

A good value, worth about what company 
paid for it. 

12 70.59% 

A poor value, worth less than what company 
paid for it. 

0 0.00% 

 

Satisfaction based from previous experience.  Comparison of the previous 
and present experiences of the customers was also elicited to aid in the assessment 
of the performance of NFC. More than half (10 or 58.82%) believe that products and 
services of NFC is better compared to last year. Seven or 41.8% however think that 
it is about the same. 
 
  As to the value of transactions, majority (12 or 70.59%) claimed that their 
purchases with NFC is a “good value, worth about what the company paid for” 
while 5 or 29.41% were impressed as they honestly believe that it is “an 
exceptional value, worth more than what the company paid for” 
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Table 7.  Overall Satisfaction 

Indicator Mean Description 

Overall satisfaction rate based from the 
products and total services availed from the 
NFC. 

4.53 
Very Highly Satisfied 

(VHS) 

Respondent’s willingness to continue to 
buy/avail tomato paste from NFC. 

4.71 Definitely will (VHS) 

Respondent’s recommendation for NFC to any 
company subsidiary or partners.  

4.76 Definitely will (VHS) 

Satisfaction rate in terms of the Overall of 
services (Timeliness, Ease of Access, Staff, 
Quality and Quantity) being provided by the 
NFC 

4.59 
Very Highly Satisfied 

(VHS) 

Overall satisfaction rate for the NFC’s reliability 
as a business partner that can be depended 
and trusted in ensuring smooth business 
operation. 

4.71 Definitely Agree (DA) 

Factor Average  4.66 
Very Highly Satisfied 

(VHS) 

 
Overall Satisfaction.  Generally, NFC is one GOCC who has satisfied its 

objective of delivering   excellent performance and quality service to its valued clients 
– the NFC tomato paste customers.  The mean rating of 4.66 (very highly satisfied) 
is a reflection of NFC’s effective and efficient system of assuring clienteles the best 
quality products and services that NFC has nurtured and developed through the 
years. 
 
 Noteworthy are the willingness (definitely will) to continue patronizing NFC 
products and recommending the products to their company subsidiaries and 
partners. Customers are also definitely agreeable (4.71) that NFC is a reliable 
business partner that can be trusted and depended upon for sustained operation as 
NFC has been consistent in their quality products and services. 
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Conclusions and Recommendations 
 
 Based on the findings of the study, the following conclusions are drawn: 
 

 Tomato contract growers of the Northern Foods Corporation 
(NFC) in the provinces of Ilocos Norte and Ilocos Sur are 
seasoned farmers, they are in their prime years, married, with 
medium-size families and  majority are high school graduates.  

 Farming is the primary source of income of the tomato contract 
growers. A good majority are share tenants and have no other 
sources of additional income. Given their low levels of education, 
the farmers have limited skills hence are confined to farming and 
not engaged in other economic activities. 

 Established food manufacturers in Metro Manila operating for 20 
years or less are the valued customers of NFC.  

 NFC’s quality products and services is exemplary as the food 
manufacturers remain loyal despite competing products from 
China.    

 Farmer-stakeholders and customers are equally very highly 
satisfied with the products, services, and other value-adding 
initiatives by the NFC. 

 NFC was able to maintain product quality consistency that it has 
developed through the years. 

 
 

From the conclusions drawn, the following recommendations are advanced: 

 Areas of Improvement 
 

While the assessment of both stakeholders and customers alike 
is generally encouraging, NFC should not be complacent and continue 
improving its products and services.  Interventions should be made in 
areas where there are mean ratings below very highly satisfied. NFC 
may develop ways to innovate services which are value-adding to the 
tomato farmers and customers. NFC may also consider the clamor of 
many customers of the possibility of providing free deliveries of tomato 
paste to their production plants even to those who cannot meet the 
minimum volume of orders.  

 
 Future Research 

 
 While the sample size of NFC customers is good enough at 
45%, attempts should be made to increase the participation rate 
considering the small population of 38.   
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 Stakeholder’s observations and experiences should provide 
bases for NFC to formulate policies or strategies to be more responsive 
of their concerns and further improve NFC services.   

Farmers who previously entered into a contract agreement with 
NFC but    stopped for whatever reasons should be included in future 
studies for feedbacks that would enable NFC to develop better 
programs for their farmer-stakeholders.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 


