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DIVISION MEMORANDUM
No. 2€9 , 8. 2023
To: Assistant Schools Division Superintendent

Chief Education Supervisors, CID and SGOD
Public Elementary & Secondary School Heads
Section/Unit Heads

cerned

\

From: HERRY MAE L. LIMBACO-REYES
Schools Division Superintendent a— 1-

Date:  July 28, 2023

Subject: IMPLEMENTATION OF THE CLIENT SATISFACTION MEASUREMENT
{C8M) FORM PRESCRIBED BY THE ANTI-RED TAPE AUTHORITY

1. Relative to DepEd Memorandum DM-OUHROD-2023-0930 re:

Implementation of the Client Saasfacnon Measurement (CSM) Form Prescribed by the
Anti-Red Tape Authority, which requires agencies embed feedback mechanism and
client satisfaction measurement and report results based on guidelines issued by the
Anti-Red Tape Authority (ARTA).

2. In view thereof, all offices and schools are instructed to use the ARTA
prescribed Client Satisfaction Measurement (CSM) Form for uniform reporting which
can either be in print and/or online. Translation to the local language is highly
encourage; other than that, no other modification is allowed.

3. Below are the actions to be taken by the School and School Division Office
with corresponding link:
G CSM Form (Online) for
Level ce Action Needed duplication and
implementation
School ICT Coordinator / admin in-charge

1. Duplicate School CSM Form | https://bit.ly/SchoolC8M
and Save on School Drive and
change setting to “Accept
Responses”

2. Generate QR code / link for
posting in conspicuous places
in the school and inclusion in
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documents, emails, and IEC
materials

3. Maintain the School C8M
Form

4. Generate School CSM
Report/s and forward to
concerned Office/s

5. Submit School CSM results to
the Central Office upon

requests
School IT Officer
Division 1. Generate QR code / link for | SDO CSM Form
Office (SDQ) posting in conspicuous places | https:/ /bit.ly/3rJldVr

in the school and inclusion in
documents, emails, and IEC
materials

2. Maintain the School CSM
Form

3. Generate School CSM
Report/s and forward to
concerned Office/s

4. Submit School CSM results to
the Central Office upon
requests

SDO Personnel
1. Disseminate to clients the
CSM printed forms or fill out
through online to answer the
survey tool

4, All schools shall gather a minimum number of CSM responses based on the
ARTA Sample Size Calculator at https://tinyurl.com/CS8Msamplesize . Annual
CSM results shall be submitted to the PAS-PAAC (not directly to ARTA) who shall
then consolidate the results for the DepEd-wide report in compliance to RA 11032
and to the Performance-Based Bonus eligibility requirements. The agency-wide
report is due on the last working day of January of every year.

S. Immediate dissemination and strict compliance of this memorandum is
desired.

Copy Furnished:
Records Unit
TO BE POSTED IN THE WEBSITE
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OFFICE OF THE UNDERSECRETARY
HUMAN RESOURCE AND ORGANIZATIONAL DEVELOPMENT

MEMORANDUM
DM-OUHROD-2023-0030
TO : UNDERSECRETARIES

ASSISTANT SECRETARIES

BUREAU AND SERVICE DIRECTORS
REGIONAL DIRECTORS

SCHOOLS DIVISION SUPERINTENDENTS
ALL OTHERS CONCERNED

FROM : MNAMHERGADO

Undersecretary for Human Resource and Organizational Development and
DepEd CART Vice Chairperson

SUBJECT : IMPLEMERTATION OF THE CLIENT SATISFACTION MEASUREMENT
(CSM) FORM PRESCRIBED BY THE ANTI-RED TAPE AUTHORITY

DATE 1 10 July 2023

Section 20 of Republic Act (RA) No. 11032 or the Ease of Doing Business and Efficient
Government Service Delivery Act of 2018 mandates government agencies to establish a feedback
mechaniam and incorporate its results to the annual agency report. Rule IV, Section 3(b) of the
Implementing Rules and Regulations of the Law likewise requires that agencies embed
feedback mechanism and client satisfaction measurement and report results based on
guidelines issued by the Anti-Red Tape Authority (ARTA).

In the past years, the Department of Education (DepEd) was able to comply with the
abovementioned requirements through the implementation of a DepEd-wide Citizen/Client
Satisfaction Survey (CCSS) Form led by the Bureau of Human Resource and Organizational
Development—Organization Effectiveness Division {(BHROD-OED)} and processing of feedback
by the Public Affairs Service - Public Assistance Action Center (PAS-PAAC) and its counterparts
in the field offices and schools,

However, the issuance of ARTA Memorandum Circular No. 2022-05 titled Guidelines on the
Harmonized Client Satisfaction Measurement [Enclosure No. 1) requires all agemcies to
convert its feedback mechaniam to the ARTA-prescribed Client Satisfaction
Measurement (CS8M) Form for uniform reporting. The harmonized CSM is a survey tool that
assesses overall satisfaction and perception after a client avails an extermal (frontline) or
internal service.

In this regard, this Memorandum is being issued to immediately implemexnt the CBM Form
at all governance levels in the Department. The ARTA provided the CSM Form in two
formats: printed copy and online.

Room 102, Rizal Building, GepEd Complex, Meralco Ave., Pasig City 1600
Telephone Nos.: (+632) 86337206, (+632) 86318494, (+632) B6366549
Email Address: usec.hrod@deped gov.ph | Website: www.deped.gov.ph



The ARTA CSM Form printed copy {Enclosure No. 2} is print-ready but may be resized before
printing. Translation to the local language is highly encouraged; other than that, no other
modification is allowed. Enclosure No. 3 contains the Guide to the Dissemination and Use of
the DepEd CSM Form.

On the other hand, the online CSM Form template from ARTA was converted into an MS Teams
Form by the BHROD-OED, with one online form each for schools, Schools Division Offices
(SDOs) and Regional Offices (ROs}. The Information Technology Officer (ITO} in ROs and SDOs
and ICT Coordinator/personnel in-charge in schools shali be responsible for duplicating and
sustaining the online Form at their governance level without affecting the content and
conditional logic of the CSM Form template, The schools, SDOs, and ROs may use Google
Forms, Microsoft Forms, or any other platform for their online CSM,

For units in the Central Office (CO}, the link to the online CSM Forms shall be emailed to your
respective offices; with each Form expected to be adopted and maintained by each unit.

The action needed and link to the online CSM Form template per governance level is specified
in Table 1 below.

Table 1: Client Satisfaction Measurement per DepEd Governance Level

G C8M Form (Online) !
1 1 Action Needed for duplication and
implementation

ICT Coordinator / admin in-charge
1. collaborate with the ITO on the use and
maintenance of the School CSM Form;
ensure setting on Form shows “Accept
Responses”
2. generate QR code/link for posting in
School conspicuocus places in the school and
inclusion in documents, emails, and IEC
materials
3. maintain School CSM Form
4. generate Schiool CSM Report/s and
: forward to concerned office/s
? 5. submit School CSM results to the Central
Office upon request
IT Officer in SDO to
1. duplicate RO CSM Form and save on SDO
drive and change setting to “Accept
Responses”
2. generate QR code/link for posting in
conspicuous places in the SDO and

| Schools inclusion in documents, emails, and [EC
Division materials
Office 3. maintain SDO CSM Form

4. generate SDO CSM Report/s and forward
to concerned office/s

9. submit SDO CSM results to the Central
Office upon request

6. disseminate Schooel CSM Form to schools
and assist them in the use and
meaintenance of said Form

IT Officer in RO to

1. duplicate CSM Form and save on RO drive
and change setting to *Accept Responses”®

2. generate QR code/link for posting in
conspicuous places in the RO and

Regional
Office

Room 102, Rizal Bullding, DepEd Complax, Meralco Ave., Pasig City 1600
Telephone Nos.; [+632) 86337205, {+632) 86318494, (+632) 86366549
Email Address: usechrod@deped._gov.ph | Website: www.deped.gov.ph
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inclusion in documents, emails, and IEC
materials

maintain RO CSM Form

generate RO CSM Report/s and forward to
concerned office/s

submit RO CSM results to the Central

5.
Office upon request
6.

collaborate with SDOs in using and
maintaining their CSM Form

Central Office

'_ DepEd CART representative / designated staff per
office to
1.

generate QR code/link for posting in
conspicuous places in the CO and
inclusion in documents, emails, and IEC
materials

Link and QR code to |
be emailed separately
per CO office. In the
meantime, offices may |

2. maintain CSM Form start using the hard |
3. generate CSM Report/s and forward to copy of the CSM |
concerned office/s Form.

4. submit CSM results to the PAAC upon
request _ e N |

While the removal/addition of services and other revisions are not allowed, all governance
jevels are enjoined to include a translation to the local language of the template provided, The
inclusion or posting of a link/QR code to the online form in email, snail mail, IEC materials
are also highly encouraged to ensure wide dissemination of said form.

All schools, SDOs, ROs, and CO units shall gather a minimum number of CSM responses
based on the ARTA Sample Size Calculator at https://tinvurl.com/CSMsamplesize. Annuat
CSM results shall be submitted to the PAS-PAAC (not directly to ARTA} who shall then
consolidate the results for the DepEd-wide report in compliance to RA 11032and to the
Performance-Based Bonus eligibility requirements. The agency-wide report is due on the last
working day of January of every year.

Implementation of this Memorandum is effective immediately.

For more information, please contact the BHROD-OED through email at

citizenscharter@deped.gov.ph.

Enclosures: As stated

foom 102, Rizal Bullding, DepEd Complex, Meraico Ave., Pasig Clty 1600
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(Insart agancy kgo hara) (nsac agency name here)
HELP t}S SERVE YOU BETYER!

This Cﬁent Sawacﬂon Maasuremenl {CSM) tracks the customer experience of govemment offices. Your feedback
gaction wili hielp this office provide a batter service, Persona! information shared will
bakeptconﬁdamlalandyoualwayshavemecplbntonotarmmlsm

Client type: [ Ciizen [] Businass ) Government {Emplayee or another agency)
Cate: Sex: OMals O Female Age: .
Regionofresidence: ___ =~ Service Availed:

INSTRUCTIONS: Clveck mark (v} your answer to the Citizen's Charter (CC) questions. The Citizen’s Charler
is an official document that refiects the services of a government agency/office including its requirements, fees,
and processing times among others.

CCt Which ut the following best describes your awareness of a CC?
[3 1. tknow wiat a CC i and § saw this office’s CC.
O 2. Enowe what a CC Is but | dd NOT see this office’s CG.
3 8. lisamed of the £C only when | saw Ihig office’s CC.
D 4. | do not know what & CC ls and | did not see one in this office. (Answer ‘N/A’ on OC2 and CC3)

cC2 if aware of CC (answered 1-3 in CC1}, would you say that the CC of this office was ...?
€1 1. Easy to see O 4. Nat visible at al
[ 2. Somewhat sasy to see 0 5. NVA
3 3. Difficutt to see

cCa if aware of CC {answered codes 1-3 in CC1), how much did the CC help you in your transaction?

O 1. Helped very much _ 3 3. Did not help
0 2. Somawhat heipad 04 NA
INSTRUCTIONS:

For SQD 0-B, piease put a.chack mark (V') on the column that bast corresponds to your answer.

SIS @'@ -

Strongly | Disagrea | Neither Agres | Agree Applicable
Licagreo nor Disagree

SODO. | am satisfiad with the service that |

availad.

SQIN. | spert a reasonable amount of time for

my transaction.

SQD2. The office foliowed the transection's
requiraments and steps based on the
| Information provided.
SQDS.Theamps(includhgpaymant)Ineedad
o do for my ransaction were sasy and simpla,
S0D4. | easlly found information about py
transacfion from the office or its webeito.
sma.Ipaidamasombleammmoﬂeasfw
my fransaction.

S0D08. | fesl the office was fair to avaryone, or
"walang palzkasan’, during my transacfion,
8QD7. ! was treated courteously by the staff,
and (it asked for the staff was 5
SQD8. | got what 1 needed from the
government office, or {if denled) denial of
_reguest was sufiiciently explainad to me.

Suggestions on how we can further improve our seyvices (optional):

Email address (optional):

THANK YOU1



Enclosure No. 3 — Guide to the Dissemination and Use of the DepEd CSM Form

Thia Cliart Batiataciion Masisrerment (COMS fracks the coslomer sxpatience. of govemment offices. Your leadxack
on your pacandy conchiiad ransacion wil hely this otice peovicis & batser servics, Personal informastion shened il
ot gl vaesfilenidianl smd you ity have T option & ot arcswen this, R,

Clant type: O CRisen D) Business T Denwravant JEmpicyee (r Sholivie aginay}
Dute: S Cl Main 1 Fanesls Age: ...
Hoglonctromdionde: Service Availod:

METRUCTIONS: Chank mamk {+) your aosesr 13 e CIRan's Chansr (CC) fuestions, The CRawrs Charer

1 5 ORICG) JOCUMEN Tial feNcS the Seried Of & JOVErRent Agery/Oifits Mckxing XS mcuirements, fees,
arxd prooxssing lmas among others.

(et} Which of tha ioliowing Dest Sarios your swsness of & CC7
{71, 1 g wiett 0. CC i3 20 | amer g office’s CC.
C 2. 4 ewom winet w O i et | i) NOT s ik uflin'n OO,
3. Heamesd of e € orly when | caw his oficss CC.
2 4. 1 o not o whae.a OO I snd § ok vt sus ore I Wi oiton. (Areowes Wilk" on OCG el OOY

G2 N awarw of CC (anewered -3 in CC1), would you sy Gl the CC of thie oliioe wes .., 7

O F Eagyioans T4 Naw whaivie. st 2
0 2 Boswehil saay = wos LT85 A
3. DAcult 4 e
CC3 Hewme of CC (answered codes 1-3 in CC1). how much dd tha CC halp you in your raneeciion?
T 4. Valpad vary exch D8 D not heip
T & Sampwiul hipdd 04 N

INSTRUGTIONS:
For S0 0-6, pheaso pul & check awrk () on B cohann hat

QL

SO0, | am sainded Wilh he senvics thel |
vl

SO0, | apert & rewsorable acnount of e ko
my ransacion

[SH00. The ciice ROWed T VANSEcions
e s seps Deped on e
iniraTrnien

o shors. fvchscing Gayenent) | raaced
10 do for sy Wanaaslion were sasy sed siinpl,

[SO4 T seally lund informalion gbowt Wy
R tg s

1 paiet & atrwapl or
the wes ieF 0 averyone, OF

. Firey ealed courmtunly by e
ard {3 asiced 10r Paip) the Spti vy fwiphyl
8008 | got whet t necded kows e
mmauu&zws
L rogunat woe SUConly supieiwd b .

Suagestions on how we o ket e Imgrowe Gur servioes foptionl):

Ermt ackciess: {optional)




Sample QR Code Poster



