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By:
Depatment of Gturmion DEArt, 5
REGION X- NORTMRN MINDANAO
DTVISION OF' MAI.AYBALAY CITY

Division Memorandum
No. C(a s 2023

To Assistant Schools Division Superintendents
Division Chiefs and Unit Heads
Public Schools District Supervisors
Public Elementary and Secondary School Heads
Teaching and Non-Teachi ng Personnel
All Others Concerned

FROM: CHERRY LIMBACG,REYES
Di Superintendent

U,
DATE: December 13,2023

SUBJECT suBMrssroN oF CLTENT sATrsFACTroN MEASUREMENT (CSM)

RESULTS FOR FISCAL YEAR 2023.

l. All Schools Division Offices (SDOs), and schools are requested to submit their
FY 2023 Client Satisfaction Mechanism (CSM) Results for service declared in the DepEd
Citizen's Charter to the Public AIIairs Servrce- Public Assistance Action Center (PAS-PAAC)
on December 22,2023.

2. This is pursuant to Memorandum Circular (MC) No. 2019-002-,4 titled
"Supplemental Guidelines on the Implementation of the Citizen's Charter in Compliance with
Republic Act 11032, Otherwise Known as the "Ease of Doing Business and Efficient
Govemment Service Delivery Act of 2018," and its Implementing Rules and Regulations
which states that all govemment agencies shall submit their Client Satisfaction Measurement
(CSM) report every year.

3. This shall be highlighted that the submission of the CSM Report is also part of
the Agency Accountabilities as stated in MC No. 2023-1 titled "Guidelines on the Grant of the
Performance-Based Bonus (PBB) for FY 2023 Under Executive Order @O) No. 80, s. 2012
and EO No. 201, s. 2016" Thus if DeoEd is deemed eliqible for the erant of the FY 2(D3
PBB. non-comoliance to the submissio n of the CSM Reoort will result in the isoletion
from the qrant of the PBB oavout

Address: Sayre Hi-way, Purok 6, Casisang, Malaybalay City
Telefax No: (088) 314{094 Telephone No. 08841}1246
Email Address: malaybalay.city@dep€d.gov.ph



rqfta?tt$F
3tTotu. d 0t Plalfuiut

Depatment of Gtuation
REGION X- NORTEERN MINDANAO
DTVISION OF MAI,AYBALI\Y CITY

SCHOOLDIVISION
OFFICE

. Budget Unit

. Cash ur t
o Information and

Communications
Technology Unit

. L€gal Udt

huos:/ /bit.ly /DepED2023CSM_SDO A

a Office of the
Schools Division
Superintendent
Personnel Unita

https:/ /bit.lvlDeDED2023CSM SDO B

o Property and Supply
o Records Unit
o Curriculum

Implementation
Division https:/ /bit.l),/DeoED2023CSM_SDO_C

a SGOD - Planning
and Research
Section
SGOD - School

Management,
Monitoring, and
Evaluation Section

a

https:/ /bit.lv/DepED2023CSM SDO D

Schools (Extemal Services) https:/ /bit.lv/DepED2023CSM ExtSchools

Schools (Intemal Services) httos:/ /bit.ly/DeoED2023CSM_IntSchoots

4. Only submissions to PAAC through the links provided shall be considered in
crafting the DedED-wide FY 2023 CSM Report.

Attached the Central Memorandum for reference5

6.

desired.
Immediate dissemination of and compliance with this Memorandum are

Address; Sayre Hi-way, Purok 6, Casisang, Malaybalay City

Teletax No: (088) 314{094 Telephone No. 088-813-1245
Email Address: malayba lay.city@deped.gov.ph
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Rcgtoad Dlrcctorg
Schoob llttddo[s SEperlntcrdctrt
School Eeadr
All Otherg Conccracd

ATTN Rcgioaal hbltc Arclrteace Coordlaetors
Dlvlrloo hbltc llsrtrtaace Coordlnetors

FROM ATTT. WEEIJIYT. P'OA
Un and Chief of Sta.ff

V. UERCEIIB
Su Administrative Offrcer

-in-Charge, Office of the Director
Public Affairs Service

SUBJECT ST'BUISSIOII OF CLIETT SATISFASIIOT TEAS'NEEilT
lcsu) RESrrLts FoR uEcAL YEAR 2023

DATE December Il,2023

All Rcgtoaet OfEccr lROrl, Schools DMsloa OfEccr lSDOil, ead rchoolr rrlc
requertcd to rubuit thctr Fl 2O23 CHeat Settrfrcttoa Xccheabn |CSfl
Rcrulte for eswlccr declered ta the DcpEd Cltlzea'r Chertcrt to ttc hbllc
AfDetrs Scrvlcc - hbllc Asclrtalce Actlor Ccrtcr IPAS..PAAC| m or bebre
Ilccembcr 29,2o23.

This is pursuant to Memorandum Circular (MC) No. 2019-002-A titled
'Supplemental Guidelines on Atti-Red Tape Authority (ARTA) Llenozu,ndum Cirqtlar
No. 2019-002 or the Cuidelines on the Implemenlation of tlE Citizcn's CharTer in
C.ompliane uith Rephlic Act 11O32, Otterutise Knann as thE 'fuse of Doing

t DcpEd citiz.n'6 Ch6!'t t:

oefrED
Communkations Division, DepEd Complex, Meralco Avenue, P.sig City 16m

Telephone l{o.: (02) 5316033/ 6332120
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Ifusiness and Efficient GorEnoent Seruice Delfuery Act of 2018," and its
Implemcnting Rules onl Regalatiotts which states that all govemment agencies
shall submit their Client Satisfaction Measurement (CSM) report every year.

Additionally, ARTA Memorandum Circular (MC) No. 2O22-OS titled "Guidelines on
tle Implemenlation of the Hannonizcd. Client Satisfac{iion Measurement" provides
the harmonized CSM tool that will enable government agencies to assss the overall
satisfaction and feedback of their clients on the senirice they availed. The
implementation of the CSM Form was further reiterated in DepEd through DM-
OUHROD-2023-O93O titled " Inplementation of the Clienf Safisfaction Meosurement
(CSM) Form Prescrifud by the Anti-Red Tape Authoritg'issued on July L2,2023.

To aid in the preparation of the FY 2023 CSM Results, all concerned ere reminded
of the following:

a. Results shall be reported for both t]1e extemal and intemal services specified
in Annex A of this memorandum. These serrrices dedared in the DepEd
Citizen's Charter repr€sent the services most common in each governance
level.

b. Results strall be culled from ttre ARTA-prescribed CSM Form, as
implemented in DepEd through DM-OUHROD-2O23-O93O.

ti

However, CSM results obtained from previous feedback forms, e.g. old
DepEd CCSS Form, may still be included in tJle submission. Kindly refer to
the provided conversion for reference:

t'tffiuE,cfl3w rnf,a-FRtScEE@csBonx,
S-Point Likert Scale

5 Outstanding Strongly Agee
4 Very Satisfied ARree
3 SatisEed Neither AFtree nor Disagee
2 Unsatisfred Disatree
1 Poor Strongly Disagee

Service Qualitv Dimensions
Considered as N/ A sine this ha.s

tto @urubrpart in the previous
feedback form.

SQDO

Responsiveness SQDT
Reliability SQD2

Access and Facilities SQD3
Communication SQD4

D"fiED
Communicatbns DMsign, DcpEd Cornplex, Metalco Avenue, Pasig City 15m

Telephone No.: (02) 6315033/ 6332120

MATATAG w
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Costs SQD5
Integrity SQD6

Assurance sQDT
Outcome SQDs

c. The CSM Results shall cover feedback received from both online ald hard
copies of the CSM Forms. Oflices that have not yet encoded client feedback
from the CSM Form hard copies may use the template' that can be
doumloaded through the [ink: https: / /bit.Iy/CsMResultsTemplate. Note
that the template provided shall only be used internally by the
RO/ SDO / school and shall not be submifted to the PAAC.

d. The Regional Public Assistance Coordinators (RPACs) and Division Public
Assistance Q6s1rlin4fs1s (DPACs) shall be in-charge of gathering and
submitting the CSM Results from the conccrned units. Thus, each RO and
SDO shall submit only OIltE (l) Consolidated CSM Result (covering all
concemed units) to the PAAC. There shall likewise be only one (l) CSM
Result pcr school. Annex B includes the information needed for the report.

e. Only subrnissions to PAAC through the links provided shall be considered
in cra.fting the DepEd-wide FY 2023 CSM Report.

Gqffic
$itE, \qIIrlCE IIItf,

Regional Offrce

o Accounting
Section

. Budget Section
e Cash Section
o Curriculum and

tearning
Management
Division

https:/ /bit.lvlDepEd2O23CSM RO A

o Human
Resource and
Development
Division

. t egpl Unit

. National
Educators
Academy of the
Philippines -
Regional Office

https: / / bit.lylDepEd2O23CSM RO B

D"frED
Communicetkrs Oivkiorl. DepEd Complex, Meralco Avmue, P.sig City 1600

Telephone No.: (02) 6316033/ 5332120
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DetED
Commqnlcatlons DMsior, DepEd Compler, Merako Avenu€, PasiB City 1600

Telephone No.: (02) 5316033/ 6332120

o Policy, Planning
and Research
Division

o Office of the
Regional
Director

o Personnel
Section

https: / /bit.ly / DepEd2o23CSM Ro-C

httDs: / /bir.lv/DeD Ed2O23CSM RO D

Schools
Division Oflice

. Budgpt Unit
e Cash Unit
o Information and

Communications
Technologr Unit

o legal Unit

httos: I /bit.h'/Deo Ed2O23CSM SDO A

o Oflice of the
Schools Division
Superintendcnt

o Personnel Unit

httDs: / /bit.lv/ DeD 2O23CSM SDO B

. Property and
Supply

o Records Unit
o Curriculum

Implementation
Division

https: / /bit.lv / DeoEd202 3CSM SDO C

. SGOD -
Planning and
Research
Section

. SGOD - School
Managetnent,
Monitoring, ald
Evaluation
Section

httos: / /bit.lv/DeoEd2O23CSM SDO D

Schools (Extemal Services) https: / /bit.lv/DepEd2O23CSM Extschools
Schools (lnternal Sen ices) https: / / bit.ly/ DepEd2O23CSM Intschools

MATATAG w

o Public Affairs
Unit

r Quality
Assurance
Division

o Records Section
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f. RPACs, DPACs, and schools shall upload a Memorandum (Annex C) signed
by the Regional Director / Schools Division Superintendent / School Head
to ensure the truth, accuracy, and completeness of the CSM Results.

g. Email or hard copy submissions shall NOT be recorded by the PAAC.
Likewise, any misrepresentation, discrepanry, or duplication in the data or
consolidated submission may result in toggrng the RO/SDO/school as non-
compliant to this requirement.

h. ROs, SDOs, and schools are not allowed to submit their report directly to
the ARTA or any oversiglrt agency.

It shall be highlighted that the submission of the CSM Report is also part of the
Agency Accountabilities as stated in MC No. 2023-1 titled "Gtidelines on the Grant
of the Performance-Based Bonus (PBB) for FY 2023 Under Drecutive Order (EO)
No. 8O, s. 2Ol2 and, EO No. 2Ol, s. 2O16." Thur. lf DcoEd ls deencd clklblc for
thc rnrnt of ttc Ff 202tt PBB. aor-Gonpllaaco to tto aubalrcloa of thc CBf
RoDott rlll rerult b the Lobtloa &orn the gelt of ttre PBB oeyout.

Likewise, all offices are reminded to safeguard the soft and hard copies ofthe CSM
Forms and uphold integrity in tlre preparation of CSM Report since 4.8.2 of ARTA
MC 2O22-OS states that "The ARIA reserves the right to request proof of the survey
results, including the answered paper surveys and the Excel file of the aggregated
data".

For more information, pleas€ contact Ms. Grazielle Anne A. Sarical or Ms. Ariane
G. Uegado, PAS-PAAC, through the following:

Emailaddress:depgdacliSDlCn1qr@idrped.gov.ph
Phone numbers: 8638-7530, 8633- 1942
Viber mobile number: O967249a552

Immediate dissemination of arrd strict compliance with this issuance is directed

Enclosur€s:
Annex A: Extemal Service6 to be Reported for the CSM
Annex B: Preparation of Consolidated CSM Report
Annex C: Transmittal Memo Template
MC No. 2OI9-OO2-A
MC No. 2022-05
MC No. 2O23-l
DM-OUHROD-2023-0930

Cornmuni€Uons DMsion, DepEd Compl€x, Merako A\rlnrra,

o"freo
MATATAG
.-*,-,q,*.

w Telephone tlo.: 102) 6316GY
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A.nncx A: ftcrad rld Irtcrnd Sorvlccs to bc Rcpottcd for thc CS

CSM Results shall be reported for both tJle external and internal senrices specified
in Annex A of this memorandum. These services declared in the DepEd Citizen's
Charter represent the services most common in each govemance level. Offices shall
briefly discuss their response rate results and provide reason/s why certain
services were not offered or why certain services had no/low CSM responses, as
applicable.

Rcglonal OBcee

N/A

1. CertiEcation as to
Availability of F\.rnds

2. Endorsement of Request for
Cash Allocation from SDOs

Accounting
Section

N/A

3. Disbursement Updating
4. Downloading/ Fund

Transfers of SAROs received
from Central Office to
Schools Division Office and
Implementing Units

5. l€tter of Acceptarce for
Downloaded Frrnds

6. Obligation of Expenditure
(Incurrence of Obligation
Charged to Approved Budget
Allocation per GAARD and
Other Ehrdget
Laws/Authority)

7. Processing of Budget
Utilization Request & Status
(BURS)

Eh:dget
Section

l. Pa5rment of Extemal
and Internal Claims

2. Payment of Obligation

8. Handling of Cash Advances
Cash Scction

N/A

Currictrlum
and Learning
Management

Division

3. Access to LRMDS Portal
4. Procedure for the Use of

LRMDS Computers

9. Rewards and Recogrrition Human
Resource andN/A

ffi;T*T-l:r''-TTTffi

o"frro
Communications Division, DeFEd Comple& MeralcoAvenue, Pa5i8 City 1600

Telephone No.: (02) 6316033/ 5332120

MA?A?AG v
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Communications DMsion, OepEd Complex, Meralco Avenue, Pasig City 16(XI

Telephone No.: (02) 6316033/ 6332120

o"frro

Development
Division

5. Legal Assistance to
Walk-in Clients

6, Request for Correction
of Entries in School
Record

1O. Processing of
commrrnication received
through the hrblic
Assistance Action Center
(PAAC)

11. Request for Certification as
to the Pendency or Non-
Pendency of an
Administrative Case

Legal Unit

7. Recognition of
Professional
Development Programs
/ Courses N/A

National
Educators

Academy of
the Philippines

- Regional
Office

8. Issuance of Foreip.
Travel Authorit5r
8.1. Issuance of Foreign
Official Tfavel Authority
8.2. Issuance of Foreign
Personal Travel
Authority

N/A
Oftice of the

Regional
Director

9. Acceptance of
Emplo5rment
Application (Walk-in)

1O. Acceptance of
Emplo5rment
Application (Ontine)

I l. Issuance of Certificate
of Last PaJrment

12. Application for Leave
13. Application for Retirement

/ Survivorship / Disability
Benefit

14. Issuance of Certificate for
Remittances

15. Issualce of Certificate of
Emplo5rment and/or
Service Record

16. Issuance of Foreign Travel
Authorit5r
16. 1 , Issuance of Foreign
Ofticial Tfavel Authority
16.2. Issuance of Foreign
Personal Travel Authority

I 7 . Processing of Equivalent
Record Form (ERF)

18. Processing of Study leave
19. Processing of Terminal

l€ave Benefits

Personnel
Section

MATA?AG
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20. Request for Transfer from
Another Region

21. Stoppage/Deletion of
Deductions in the Payroll
(Loans and Insurances)

12. Genetation of School
IDs for New Schools
and/or Adding or
Updating of SHS
Program Offering

13. Request for Reversion

N/A
Poliry,

Planning ald
Research
Division

14. Public assistance
(Email)

15. Public assistance
(Hotline and Walk-in)

16. Standard Freedom of
Information request

N/A Public AIIairs
Unit

17. Application for
Opening/Additional
Offering of SHS
Program for Private
Schools

18. Application for Tuition
and Other School Fees
(TOSF), No Increase,
and Proposed New Fees
of Private Schools

19. Issuance of Special
Orders for the
Graduation of Private
School learners

22. Application for
Establishment, Merging,
Conversion, and Naming/
Renaming of Public Schools
and Separation of Public
Schools

Quality
Assurance

Division

2O. Certification,
Authentication, and
Verification

21. Issuance of Requested
Documents (CTC and
Photocopy of
Documents)

22. Issuancc of Requested
Documents (Non-CTC)

23. Receiving of
Communication

24. Receiving of Complaint

N/A Records
Section

o.freo
communications Division, DepEd Comple)c Meralco Avenue, PasiS City 1600

Telephone No.: (02) 6316033/ 6332120

MA?A?AG v
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Schoolr Division Ofiice r

Communications DMsion, DepEd Complex, Meralco Avenue, Pasig City 1gX)
Telephohe No.: (o2) 6315033/ 6332120

D"t,ED

N/A
l. Processing of ORS
2. Posting/U@ating of

Disbursement

ffi-GFIEffi
Budget Unit

N/A 3. Handling of Cash
Advances Cash Unit

N/A

4. User Account
Management for
Centrally Managed
Systems

5. Troubleshooting of ICT
Equipment

6. Uploading of
hrblications

Information and
Communications
Technolory Unit

I Request for Correction
of Entries in School
Record

7. Issuance of CertiEcate
of No Pending Case Legal Unit

N/A

8.1 Issuance of Foreign
Ofi cial Travel Authorit5r

E.2. Issuance of Foreign
Personal Ttavel
Authoritv

Office of the
Schools Division
Superintendent

2. Acceptance of
Emplo5mrent Application
(Teaching Position)

3. Acceptance of
Employment Application
(Non-Teaching and
Teaching-related
Positions - (promotion
and entry)

9. Application for ERF
(Equivalent Record
Form)

10. Application for lreave
11. Application for

Retirement
12. Issuance of CertiEcate

of Emplo5rment
13. Issuance of Service

Record
14. Loarl Approval and

Verification
15. Processing of

Appointnent (Original,
Reemplo5rment,
Reappointment,
Promotion and
Transfer)

Personnel Unit

MATA?AG v
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16. Processing of Terminal
le ave Benefits

17. Request for Correction
of Name and Change of
Status

4. Inspection, Acceptance,
and Distribution of
Textbooks, Supplies,
and Equipment

18. Requisition and
Issuance of Supplies

19. Property and
Equipment Clearance
Simine

Property and
Supply

5. Issuance of Requested
Documents (Non-CTC)

6. Issuanc-e of Requested
Documents (CTC and
Photocopy of
Documents)

7 - Certification,
Authentication,
Verification (CAV)

8. Receiving and Releasing
of Communication and
other Documents

9. Recciving of Complaints
agaiirsf Non-Teaching
Personnel

1O. Receiving of Complaints
against Teaching
Personnel (Multi-stage
Processing)

N/A Records Unit

1 l. Accessing Available
Learning Resources
from LRMDS Portal

12. Borrowing of le arning
Materials from Libraries

13. Altemative Lcarning
System (ALS)
Enrollment

2O. Program Work Flow of
Submission of
Contextualized
kaming Resources

2 f . Quality Assurance of
SupplementarJr
Ie arning Resource

Curriculum
Implementation

Division

14. Request for Basic
Education Data (from
extemal stakeholders)

22. Request for Basic
Education Data
(Internal Stakeholder)

23. Request for Data for
EBEIS/LIS/NAT and
Performalce Indicators

SGOD -
Planning and

Research
Section

o.f,eo
Communications OMsion, OepEd ComFlex, Meralco Avenue, Pasit City 1600

Teiephone No.: (02) 6315033/ 5332120

MA?A?AG v
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15. Issuance of Govemment
Permit, Renewal,
Re cogrrition of Private
Schools

16. Issuance of Special
Orders for the
Graduation of Private
School learners

17. Application for SHS
Additional Track/ Strand

18. Application for Summer
Permit for kivate
Schools

19. Application for No
Increase in Ttrition Fee

2O. Application for Increase
in T\rition Fee

N/A

SGOD - School
Management,

Monitoring, and
Evaluation

Section

o"heo
Communications Divasion, OepEd Complex, Meralco Avenue, PasiS City 1600

Telephone No.: {02) 6315033/ 6332120

MA?ATAG v
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Schools

I. Acceptance of Employment
Application for Teacher I Position
(Walk-in)

2. Acceptance of Employment
Application for Teacher I Position
(Online)

3. Borrowing of Learning Materials
from the School Library/Lcarning
Resource Center

4. Distribution of Printed Self-
karning Modules in Distance
Learning Modality

5. Enrollnent (Walk-in)
6. Enrollment (Online)
7. Issuance of Requested

Documents in Certified True
Copy {CTC) and Photocopy (WaIk-
in)

8. Issuance of Requested
Documents in Certified True
Copy [CTC) srtd Photocopy
(Online)

9. Issuance of School Clearance for
different purposes

10. Issuance of School Forms,
Certifications, and other School
Permanent Records

I l. Public assistance {walk-in/phone
cell)

12. Public assistance (email/ social
media)

13. Receiving and releasing of
communications and other
documents

14. Reservation Process for the Use
of School Facilities

15. Request for Personnel Records for
Teaching/ Non-Teaching
Personnel

1. Issuance of Special Order for
Service Credits and CertiEcation
of Compensatory Time Credits

2. l,aboratory and School Inventory
3. School Learning and

Development

**v Communications Division, DepEd Complex, Meralco Avenue, Pasit City 16{X)
Telephone No.: (02) 5316033/ 5332120
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Anacr B: Prcluratlon of Coasolidated CSU Report

The CSM Report shall be culled from the follovrring sources:
- ARTA-prescribed CSM Form, as implemented in DepEd through DM-

ouHRoD-2023-@30
- Old feedback forms, e,g. DepEd CCSS Forrn, provided the results are

converted from the old to the new Likert Scale and SQD.

A. Totel nuaber of cllcnts who conplctcd thc rurvcy for ffi 2O23
Report t.I:e total number of surveyed clients with complete transactions. A
transaction is considered complete when the final step of the service availed
of is accomplished.

Additionally, all concerned units shall gather a minimum number of CSM
responses based on the ARTA Sample Size Calculator:
https: / / tiryr-rrl. com / CSMsamplesize.

Offices shall briefly discuss their response rate results and provide reason/s
why certain sewices were not offered or why certain services have no/low
responses, as applicable.

B. Total aunbcs of ttaaeactioaa for Ff 2O43
Report the total number of transactions per service declared in the DepEd
Citizen's Charter applicable to the governance unit.

Kindly note that the number of transactions shall be greater tharr the
number of surveyed clients or survey responses.

C, Rcrult coult of SQD queatloar fot W 2Ul3
Report the breakdown of the eight (8) SQD questions by result count. Kindly
provide a brief analysis of the results.

D. Dcaogrephlc pro8lc
Report the breakdoum of the client demographic based on the following:

Agea
1

ii
iii
iv

19 or lower
20-34
35-49
50-64

o.t eo
Communications Divirion, DepEd CompleL Meralco Avenue, PasiS City 16m

Telephone No.: {021 6316033/ 6332120

IIATA?AG v
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v. 65 or higher
vi. Did not speciry

b. Sex
i. Male
ii. Female
iii. Did not speciry

Customer \4rc
i. Citizen
ii. Ehrsiness
iii. Government

d. Region of residence

Kindly provide a brief analysis of the results.

E. Count of Cltlzente Charter Responces
Report the breakdown of responses on the Citizen's Charter questions by
result count. Kindly provide a brief analysis of the results.

a. Citizeo's Charter Awareness
b. Citizen's Charter Visibility
c. Citizen's Charter Helpfulness

F. ilrJor or ao.t contaoa idcatlEed feedbeck/coacctn froa clleatr
Report the sufirmar5/ of feedback from clients by identifying the most
frequent feedback or conc€rns received for FY 2O23.

c

o"freo
Communirations Division, OepEd Comple)q Meralco Avenue, Pasit City 1600

Telephone No.: (02) 6316033/ 5332120

MA?A?AG


