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Division Memorandum
No. @4 ,s2024

To:

FROM

Assistant Schools Division Superintendents
Division Chiefs and Unit Heads
Public Schools Dsria Super-vi sors
Public Elementary urd Secondary School Heads
Teaching and Non-Teaching Personnel
All Others Concemed

ALIENA
Assistant

Y, PhD. CESE
ls Division S uperintendent 4,,.

Schools Division S uperiftbndentOIC ofthe

DATE: January 23,2024

SUBJECT: IMPLEMENTATION OF THE CLIENT SATISFACTION
MEASUREMf,,NT (CSM) FORIU PRESCRIBED BY THE A}ITI-RED
TAPEAUTHORITY

l. Enclosed herein is DepEd Memorandum DM-OUHROD-2023-0943 dated July 10,
2023 rc'. lmplementdion of the Client Satisfaction Measrement (CSM) Form
Prescribed by the Anti-Red Tape Authority (ARTA).

2. ln view thereot all officers and schools rmder this Dvision are instructed to use the
ARTA-prescribed Ctent Satishction Measurement (CSM) Form for uniform reporting
The harmonizod CSM is a survey tool that assesses overall satisfrction and perception
after a client avails an extemal (ftontline) or internal service.

3. The ARTA provided the CSM fonn in two formats, printed copy and online. The
printed copy is print ready but maybe resized before printing. Translation to the local
language is highly ocouraged other than that, no other modification is allowed. The
guide o the Dissemination and use of the CSM Form is also enclosed in the
memorandum.
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4. The annual CSM RESULTS SHALL BE SUBMITTED TO THE Public Aftts Unit-
Public Assistance Action Center for consolidation in compliance wift RA 11032 and
the Performance-Based Bonus eligibility requirrments. The agenry - wide report is
due on the last working dry ofJanuary ofev€ry year.

5. For queries and mncems, kindly email pac.malavbalay@deped.cov.ph or contact
PACD coordinator €p917-8E048 I 7.

6. Immediate dissemination atrd strict compliance witb this memorandum is desired

Copy firnished:
Records file
AO file

Addr6s: Sayre Hi-way, Pumk 6, Casisang, Malaybalay City
Telefax ilo: (088) 31i1{094 Telephone No. 088-813-1246
Email Address: ma layba lay. clty@dep€d.gov. ph
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AASISTAIIT SECREAAilEA
BI'REAU ATD SERIIICE DIRECTONA
NEGIOITIIL DIRESI|ORS
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Underseoztary for Hwtun Resource and Organizational fuuelopment atrd
hpEd CART Vie Chairperson

SUEJECT IUPLETEITTATIOI| OT TEE CLIEITT SATIBFACTIOIC TEASUREUETTT
ICSII FORX PRTSCRIBED BT TEE Af,TI-RED IA.PE AUTEORITT

DATE 1O July 2O23

Section 2O of Republic Act (RA) No. 11032 or the Ease of Doing Busrness and. Eficient
Gouernment &ruice Deliuery Ad of 2Ol8 mandates government agencies to establish a feedback
mechaniem and incorporate its results to the annual agency report. Rule IV, Section 3(b) of the
Implementing Rules and Regulations of the taw likewise requires that agencies embed
feedback mechanisE and client satisfaction measurement and report resulte bas€d on
guidelines issued by the Anti-Red Tape Authority (ARIA).

In the past years, the Department of Education (DepEd) was able to comply with the
abovementioned requir€ments through the implemcntation of a DepEd-wide Citizen/ Client
Satisfaction Survey (CCSS) Form led by the Bureau of Human Resource and Organizationa)
Development-Organization Effectiveness Division FfIROD-OED) and processing of feedback
by the Public AITairs Sercice - Public Assistance Action Center (PAS-PAAC) and its counterparts
in the field offices and schools.

However, the iesuance of ARIA Memorandum Circulal No. 2022-05 tttid, Gridelines on the
Hantonizcd Clierlt futi.sfaction Mengtremenl (Enclosurt No. 1) rcqultcG dl tgcacl.. to
coayert ltr ftcdbac} EGched.a to thc AtrfA-Dlc.crlbcd Cllclt Sctlsfrc{ton
Xcarurcacat lC8fl Forn for unlfora repotllag. The harmonized CSM is a aurvey tool that
ase€sses overall satisfaction and perception a.fter a client avails an external (frontline| or
intemal service-

In this regard, this Memorandum is being issusd 1s lttrncdlately iuplencut tbo C8[ Sorn
at rI1 g@rra.lcc lcvclr lo tihe Dclnt.tmcnt. The ARTA provided the CSM FoEn in two
formats: printed copy and online.

Room lm, rural E.rildin& oepEd @, t rr.ko Ave., PasiS Gty ,6q)
Telephone Nos,: (+532) 86337206, (+632) E5318494, (.632) 86356549
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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 Diss€mination and Use of
the DepEd CSM Form.

On the other hand, the online CSM Form template from ARIA was converted into an MS Teamg
Form by the BHROD-OED, with one online form each for schools, Schools Divisjon Offices
(SDOs) and Regional Offices (ROs). The Information Technolory Offrcer (ITO) in ROs and SDOs
and ICT Coordinator/personnel in-charge in schools shall be responsible for duplicating and
susteining 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 ForEs, or any other platform for their online CSM.

For units in the Central Office (CO), the link to the online CSM Forms shall b€ ernailed 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 l: Client Satisfaction Measurement per DepEcl Governance Irvel

I

(Iovoraaroc
Ievcl

Schools
Division
Office

/[ctloa lfcoded

i ICT Coordinator / admin in-charge
l. collaborate with the ITO on the use and

rnaintenance of the School CSM Form;
ensure setting on Form shows 'Accept
Responses'

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

3. maintain School CSM Form
4. generate School CSM Report/s and

forward to concemed offrce/ s
5. submit School CSM results to the Central

Olfrce u eat

C8[ Foro lOrllrcl
for daglloatloa and

lE ltatlolr

httos:' /bit.lv /SchoolCSM

tr

b.ttp8:_, bi.t. 11 :s!Qe$4

EI t'J. E

EI
Sc oolh

IT Officer in SDO to
1. duplicate RO CSM Form and save on SDO

drive and change s€tting to 'Accept
Responses'

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

3. maintain SDO CSM Form
4. generate SDO CSM Report/ s and forward

to concerned ollice/ s
5. subnit SDO CSM results to the Central

OfEce upon request
6. disseminate School CSM Form to schools

and assist them in the usc and
m4intenance of said Forrt

E

Regionat
I OIIice

IT Offrcer in RO to
l. duplicate CSM Form and save on RO drive

and change setting to "Accept Responseso
2. generate QR code/link for posting in

cons US s in the RO and

hiEr:lbitllr8PeiM

Room 102, Rltal 8!ildln& OepEd Co.nplex, Meralco Ave., PaslS City 1600
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inclusion
mat€rials

in documents, emails, and IEC EI

EI

3. rnaintein RO CSM Forrn
4. generate RO CSM Report/s and fore'ard to

concerned ofiice/s
5. submit RO CSM results to the Central

Offrce upon request
6. colLaborate with SDOs in using and

maintainine their CSM Forrr
DepEd CART represcntative / designated sta-ff per

I office to
. 1. generate QR code/link for posting in
r conspicuous places in the CO and

inclusion in documents, emails, and IEC
Central OIIice materials

2. maintain CSM Form
3. generate CSM Report/ s and forward to

concerned olfice/ s
4. submit CSM results to the PAAC upon

est

Link and QR code to
be emailed separetely
per CO olfice. In the

meantime, offices may
start using the hard

copy of the CSM
Form.

While the ronoyal/eddtttoa of rervlccr aad other rcvldonr arc lot allowed, all governance
Ievels are enjoined to include a falelation to the local language of the templiate 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 httns: i,rErvurl.com/CSMsaBplesize. Annual
CSM results shdl b€ submitted to the PAS-PAAC (not directly to ARTA) who shall then
consolidate the r€sults for the DepEd-wide report in compliance to RA I l032and to the
Performance-Based Bonus efigibility requireEents. 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, pleas€ contact the BIIROD-OED through email at
citizenscharter@eped, gov. ph.

Enclosures: As steted

Roo.n 1O:1, Rizal Bulldu. DepEd cqrfhr, M€ako AlE., Pa5i8 Oty l6m
Telephone Nos.: (+632) 86337205, (.632) 863rt49'r, (1632) 853669i9
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Contd !,1,o: 

-
(ln8tt agalqr logo hsro) (lnsst eerry nanF h€re)

HELP I'S SERVE YOU BETTEFI

This Clisnt Satlshctirn iiba8uromsnt {CSM) facks the dstoryEr e)eedence ol gpwmmsnt offEss. YouI feedback
cn yo.Jr EgOlU,IqldU&E|Jl0Sdi![l wU help t{s olffce provide a b€fier servk. Personal hlcrmatbn shared YvEl

bs kept confid€nlial and you always have ths optm b nol ansrer tis rom.

Cllent typ€: D Cl&er tr gusirE8s tr gorrffi'r€it (EmCoyro or srE0lr sgEncy)

Sex: Er ialb O rbmat€ Age: 

-
Regbn of residsnce: 

- 

Sorvicg Availed:

INSTFUCTONS: Ghech mark ( r/) pur ansrer b the Cilizefl's Chart€r (CC) quBstions. The Citiz6n'6 Charler
is an offldat dooJm€r that reflects lho sorvices of a gov6rnmen! ag€rEy/ofice inclurtirE its rBquiromonts, f€os,
and processing 0mes among olha6.

CCI Whlch ot the fo$owing best des.rlbes your anaren€sG ot a CC?
tr 1, I knory whet c GC h snd I savr thh offico'r CG.

D 2, I lrnow whar ! @ b bul I dd t{OT eoe tt$ orrlslb OC.

O 3. I hBrnd ol ul6 @ only u/hen I sal, thb offcot CC.

O 4, I dD rDt lotr{ s,hel a @ b ,rd I dld nd se orE h t{s olfte- [AGw€r'll/A on CCa ald CC3)

Cfra ll aware ol CC (ansrr,ered 1-3 ln CCI), wouE you say that lhe CC ot this otlice was ...?
tr l. Ealyb soo tr 4. t,lot@l€ atel
O 2, SorllswtEl s€sy to s6 Ds.N/A
O 3, Dlfiort to Ga€

CCg l, ewer€ of CC (ansu,eed oodes l€ in CCI), ho much dll he GC help you in your Uansaclion?
O r. Hdp€drryyrrrJdr tr 3, DU nd hdp
O 2. Sorn rtat h€lped El,l.l.lrA

INSTBUCTIONS:
Fo. SOD 0€ a chEk m!d( on ttE cdumn lhat be6* to ansYver

Suggostions on how wB can lurthet improve our seMces (oplional):

r*3rttlll
TESE'EMT]
llrFlJlEiEa

StlrEly
Dh es

ao

OiEf,'€e Neidtq' Ag.Ee
ng. Disage

a a

AgtE StorEly
AgEr

N/A

l{or
lpprdro

SODo, I am s8tisfr6d wilh the Esrvbe trlat I
avalbd.
SGIDI, I spgnt a lgssonaHe ermunl ot tm€ h.
my ransdon.
SOoA The crfica followcd h6 fanGacdonb
requir€msnls arld depS bas€d on th6
hlormafon p.ovld€d.

SOt 3. Th.8bDe (lrdudhg payneno I ne€{,€d
to (b br my trarEaolton wBre ee8y End slmdg.

SOD4. I oEly found lr orim$ofl about rry
ransacflon l]om the olllcs or fts webdts.
SCID5. I paE a leasonable anounl ot ,ees fry
rry trarcaclion.
SOD6. I teol the olfrce ratas lah b everyone, or
'wala'lo ,€/ah5€n, dudng my tansadion.
SOO7. I was tsated couneously by lhc st8fi,
eld (lt asksd lor holD) ths Btalt uas holDtuL
SOD8, I got vrhat I naadod trorn tlo
go!/ornrrE n ofrice, or (if dsnid) denlal ot
r€quost riyas sfidonlly erehined b me. III

Email address (oplional):

THAtrlK YOU!

aa aa



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

Cdid lb: _
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