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CORDICLERAADMINISTRATIVE REGION | o T 8 fllid |

December: 15, 2023
REGIONAL MEMORANDUM
orbDNo. ] L H . 2023

SUBMISSION OF CLIENT SATISFACTION MEASUREMENT (CSM)
RESULTS FOR FY 2023

To: Aswistant Regional Director
All RO Division Chiefs/OICs
All Schools Division Superintendents
All Regional /Division Public Assistance Coordinators
All Schoal Heads
All Others Concerned

1. Relative o e unnumbered Memomndum from PAS-CO  regarding  the
submission of Clent Satisfaction Measurement (CSM) Results for Fiscal Year
2023, all Schools Division Offices |SDOs) and Schools are required o submit CSM
results for services declared in the DepEd Citizens Charter.

2. All Division Public Assistance Coolfdinators (DPACs) and School Heads must
submit to PAS-PAAC their CBM results on or before December 29, 2023, through
the links provided on the Table,

3, 7o [alitate the preparation of the FY 2023 CSM Results, all concerned are
reminded of the following:

@) The Regional Public Assistance Coordinator [RPAC) and Division Public
Assistance Coonlinators (DPACs) shall be in charge of gathering and
submitting the CSM Results from the concermed units. Thus, SDO shall
submit only ONE (1) Consolidated CSM Result |covering all concemed
divisions and unirs) to the PAAC. There shall likewise be only one (1) CSM
Result per school Annex B includes the information needed for the repart.

h) The €5M RKesults must encompass feedback received from both online
subynissions and hard copies of CSM Forms., Offices vet o input clivnt
feedback from hardeopy forms can utilize the provided template,
downloadable from: https://bit.ly/CSMResultsTemplate. Note that this
template 1s solely for mternal use bw RO/SDO/ school and should not be
submitted 1o PAAC.

¢) For the crafting of the DepEd-wide FY 2023 CSM Report, only submissions
made through the specified links provided to PAAC will be considered.
Please refer to the groupmg of Offices given on below Table with links for
submission.

| '« Accounting Section |
| | s Budpet Section | htps:/ /bivly/ DepEd2023C8M RO A _!

— Address: DepEd-CAR Complex, Wangal, La Trinidad, Bengust, 2601
ﬁ;‘)i‘i

DG%ED Telephone No: (074) 422 - 1318
\‘ o= Emall Address; car@deped gov.ph

MATATAG Floectd Tavo Cordillera &5 hitps:/fdepadear.ph



| Regional |« Cash Section |
Iﬂfﬁ{':c * Curriculum and
Division |I
« Human Resource and
Development Division
= Legal Unit
« National Educators
Academy of the
ppines — Regional
E’l;;mr_.g._ e hittps:/ /bitly/ DepEd2023CSM RO B
« Policy, Planning and
Research Division I
« Office of the Regional |
Director https:/ /bitiv/ DeplEd2023C5M RO C
« Personnel Section '
« Public Affairs Unit
« Quality Assurance | https:/ /bitlv/DepEd2023CSM RO _D
* Records Section
s Hudget Unit
» Cash Unit hittps: / /bt lv/DepEd2023CSMSDO_A
| o Information andl
Communications
'Trchnnmgv Uit
e legal U
Schools | affice of mr Schouls
Division’ | pivision Supenintendent | https:/ /bitly/DepEd2023CSM_SDO_B
Office + Personnel Unit |
» Property and Supply |
o Records Uit _
= Curriculum hittps: / / bitly /Depld2023CSM_SDO _C
| Implementation Division
| SGUD — Planming and
| Research Section
s SGOD- School
Management, Monitoring, | https://bitly /Depld 2023CSM _SDO D
and Evaluation Section o |
 Schouls (External Services) https:/ / bit lv/DepEd2023CSM_ExtSchools |
 Schools (Internal Services) hitps: / /bitly/DepEd2023CSM_IntSchools |

d) DPACs and schools are requnred 1o upload a signed Memorandum (Annex
- Q), endorsed by the Schools Division Superintendent/School Head,
confirming the accuracy, completeness, and authenticity of the CSM
Resuits.

PAAC will not acknowledge email or hard copy submissions. Furthermore,
misrepresentation, discrepancy, or duplication in the data or consolidated
submission may lead to tagging the RO/SDO/school as non-compliant
with this requircment.

RO, 8005, and schools are not allowed 10 submit their report directly 1o
the ARTA or any oversight agency.



4. It shall he haghlighted that the submission of the CSM Repon is also part of the
Ageticy Accountibilities as stated in MC No. 20231 titled “Guidelines on the Grant
of the Pedfurmiinge-Based Bonus (PBB) for FY 2023 Under Executive Order (EO) No,
80, s. 2012 and BO Moo 201, s. 2016." Thus, if DepEd is deemed eligible for the
grant of the FY 2023 PBE, non-compliance to the submission of the CEM Report
‘will result in the isolation from the grant of the PBEB payout.

5. Enclosures are attached lor additonal information, which van also be accessed
through the following lindk; hitep:/ / tinvarbeom (CSM2023ReportiRel

a. Unnumbered Memo dated BDecember 11, 2023, signed bv USEC
Michael Wesley T. Poa and OIC Jason V. Mercene,

Annes A Fxternal Services to e Reported for the CSM;

Annex B: Preparation of consolidated CSM Report;

Anniex C: Transmittal Memo Template:

MC Nop 2019-0012-A;

MC Neo. 2022-05;

MC Mo, 2023 §; and

DMOUHRODN-202 30930

Fmoee ap

6. 8DOUs and schools are reminded to safegusrd the soft and hard copies of the
CSM Forms and uphold integrity in the preparation of CSM Report sitice 4.8.2 of
ARTA MC 2022-05 states that “The ARTA reserves the rght to request proofl of the
survey resulfs, wicludivg the aoswered paper surveys and the Excel fle of the
aggregated data’.

7. For dny clarification and inquiries, you may contact the ORD - Tublic Affairs
Uit (PAU) via telephone  at (074) 422-1318 or  through email &)
car. pau@deped. gov.ph.

8. For information, immediate dissemination of and strict compliance with this
issuance is direcied.

ESTEJA P. LEON- CARINO EdD, CESO INl
1 Director IV /Regional Dimcmw

CRRTR ATEE el MR Sk i) (b e
Denrmbaes |5 202D
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MEMORANDUM

TO : Regional Directors
Schools Divisions Superintendent
School Heada
All Others Concerned

ATTN : Regional Public Assistance Coordinators
Division Public Assistance Coordinators

FROM

™y
JASON V, MERCENE
Suptovising Admitistrative Officer
Cfficer-in-Charge, Office of the Director
Pubhe Affairs Service

SURJECT SUBMISSION OF CLIENT SATISFACTION MEASUREMENT
([CSM) RESULTS FOR FISCAL YEAR 2023

DATE . Erecember 11, 2023

All Regional OffGces IRﬂsi. E-l:huols Dhishn Offices [SDOs|, and schools are
reguested to submit their FY 2023 Client Satisfaction Mechanism (CSM)
Results for services declared in the DepEd Citizen's Charter! to the Public
Affairs Service - Public Assistance Action Center |[PAS-PAAC) on or hefore
December 29, 2023.

This s pursgant 1o Memorandum Cuoculsr (MO Noo 2000-002-A utled
*Supplemenial Guwdelines on Ann-Red Tape Authority [ARTA) Memarandum Circular
No. 2019-002 gr the Cudelines on the fmplementation Of the Citizen's Charter in
Complianes with Reptublic Act 11032, therwase Knatim as the “Eazse of Doing

TrrpErd Upeern & Clawees: [ © v gopeofey o S E SHubrnt  uaWsi= Lapis baerns L e S ol
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Business and Effiient Government Service Délivery Act of 20187 and us
Implemeriting Rules and Regulations which states that all povernment agencies
shall submit therr Chient Satisfaction Measurement [CSM) report every year.

Additignally, ARTA Memorandum Cireular (MC) Na, 2022-05 titled “Guidelines 6n
the Implementation of the Harmonized Client Satisfaction Measurement” provides
the hammonized CSM 1ol that will enable govermment agencies to assess the overali
safisfaction and feedback of ther dienis on the servier lhey aviled. The
implementation of the CSM Form was further reilerated in DepEd through DM
OUHROD-2023-0930 titled * implementation of the (lient Safisfaction Measurement
{CSM) Form Prascribed by the Anti-Red Tape Authonty ™ ssued on July 12, 20023,

To aidl 1 the preparation of the FY 2023 CSM Resulis, 2l concerned are reminded
of the follawing’

a. Results shall be r:pnru-& for both the externat and inrernal services speaficd
in Annex A of this memorandum. These services declared in the DepEd
Citiaen’s Charter represent the services most common 'm cach governance
level.

b. Results shall be culled from the ARTA.prescribed CSM Form, as
implemented in Dk:p‘k‘:d through DM-OUHROL-2023.0930.

However, CBM results obtained from. previous leedback forms, e.g ol
DcpEd €SS Form, may still be mehuded n the submission. Kindly refer to
the provided ennversion for referenice.

" PREVIOUS CSM FORM | ARTA-PRESCRIBED CSM FORM
 5-Point Likert Scale
5 Outstamding Smmm
L Satisfied Neather Ag—mu nor Disugree
3 Unsatisfied ] Cnsagree -
o Poisr il Strongly Dissgree
| Service Quality Dimensions
| Considernd ax NFA smee this has
no counterpart iy the previous SQDO |
l feidbark firm.
Responsiveness S '
[ Relabiliny a SQD2 ]
hm:ma and Fagilities SQD2 I
" Communication s0D4 J

Eormmysticallom Dhesiin, Bepfid Cortipibs, Marglin Avenus, Pasig City 1600
TetEphtine Ny | 102] 53 LEA3 3 6332120
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eynblic ol e Phunligpines.
Bepartment of Education
| Costs : SQI5
i Integrity | SQDA
!_ Assurance ] SQDT |
- _Outpnime ! sQDe |

o The CSM Reaults shall cover feedback received from both omline and hard
copies of the ©SM Forms. Offices that have not vet encoded client feedbiack
fom the CSM Form hoard copies moy wse the template that con be
downloaded through the link: hrepy [ S by JOSMBosult<Tomplale, Note
that the template provided shall only be used mtemally by the
RO /SDO [school and shall not be submitted {0 the PAAC.

d. The Regional Public Assistince Coordinators [RPACY) and Division Publie
Assistance Coordinstors (DPACS) shall be in-charpe of gathering and
submiting the OSM Resulls from the capcernied wmts: Thus, sach RO and
SDO shall submit only ONE ([) Censolidaied CSM Result (covering all
concerncd units) o the PAAC. There shall hkewsse be only one (1) CSM
Result per school. Annex'B includes the informstion needed for the report.

;. Only submissions te PAAC through the links provided shall be considered
in erufung the DepEd-wide FY 2023 CSM Report,

LEVEL i

« Accounting
! Section
¢ Budgetr Section
* Cnsh Section
| & Curricubum and
Leaming:
Muanagemernt
[ Division

i » Homan
Regiomal Office | Resonree and

Developmernt
‘ Division

Mt A [V DepEa2023CSM_KOr A

| K Nﬁdn;—:;u s/ St vy l_]ﬂqﬁd_‘[_]_?ﬂ,l_ﬂ” RO B
‘Educators

| Academy of the
Fohippines - |

‘ Regiunal Office

MED l ! Teke e N |U2) G3TIIYYY E352120
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(. RPACs, DPACs, and schools shall upload a Memorandum (Anniex C) signed
by the Regional Director [ Schools Division Supennitendent [ -School Head
to ensure the truth, accuracy. and completeness of the CSM Results,

g. Email &r hard copy submissons shall NOT be feeorded by the PAAC

Likewise, any misrepresentation, discrepancy, or duplication in the data or
corisulidated submission ay resull in tagnng the RO /SDO fschool as non.

compliant to Lthis requirement, '

o MROs, SDHUs, and schools are not allowed 1o submit their report direcily 1o
" the ARTA or any oversight agency.

v shall be highhighted that the submission of the €SM 'Report 13 also part of the
Agency Accountabilities as stisted i MC No. 2023-1 tted *Guidelizies on e Granl
of the Performance-Based Bonus (PBH| for FY 2023 Under Executive Order (EQ)
No. 80, & 2012 and EO No. 201, s, 2016 " Thus, if DepEd is desmed eligibls for
thumtnfthaﬂmamnmm«hthnMnﬂthz CsM
Re will result in isols from the t of the PBB t.

[akewise, all affices are reminded (o safesuard the saft and hard copies of the CSM
Forms and uphold integnty in the preparation of CSM Repon sinee 4.8.2 of ARTA
MC 2022-05 states that *The ARTA reserves the right to request prool of the survey
results, including the answerdd paper surveys and the Exeel file of the apgregated
data”

For mure mformaton, please cantact Ms. Grizaelle Anne A Sareal or Ms, Ariane
0. Llegadi, PAR-PAAL, throughi the following

Email address; depeducuancentenudeped.gov. phs :
Phone numbers: B6IBTE30, B63IT-1942
Viber molnle number: 09672495552

Immediate dissernation of and sinct comphance wath this issuance 1s directed.

Enclosures:

Asoex & Exierngl Soovees o be Beporied for e ©5W
Annes B Prepurution of Camohidonsd CSM Repart
Antrex O Transmittal Memo Template

MO Mg, 200600 p

MC No, MXE6s

MC Mo, 20X100

MO RO 2021 R0

Cormammizilioey, Ll Dusd 1 Cosmplion, Merzien A e Fasg Oy

Dﬂm . Teldphione Ko | |07 651605V
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Annex A: External and Internal Services to be Reported for the CSM

CSM Results shall be reportad for both the externul and internal services specfied
in Annex A of this memorandum. These Services declared in the Depkd Citizen's
Charter represent the s¢rvices mest common in each governance level. Offices shall
briefly discuss their response rate results and provide reason/s why certain
services were not offered dr why certain services had nof/low CSM restionses, as
applicable. o

Regional Offices
|, Certification as to
N/A Aviniabiiity of Funds ACCOUnNELng
- 2. Endorsement of Request for Section
Cash Allocation from SDOs
3. Disbursement Updating
4. Downloading/ Pund
Transfers of SAROS received
from Central Office o
Schools Division Office and.
Implementing Units:
5. Letter of Acceptance for
- ) E?fnlugd:d_F_‘_undf B Budset
1A 0. Cobealon of Expendiiore Sectinn
(Incurrence of Obligation '
Charged to Approved Budget
Allocation per GAARD and
Other Budget
Laws/ Authaority)
7. Processing of Budget
Utilization Request & Status
[BURS)
1. Payment of External B. Handling of Cash Advances
and [memal Claims Cash Section
2. Puayvwenl of Oblipaiien
3. Access to LRMDS Portal Curriculum
4. Procedure for the Use of N/A and Learning
LRMDS Computers ' Managrment
Bivision
N/A 89 Rewards gnd Becognition Human
Regource and

Commumcations Do, Drpld Compho, Mésalio Aormnyim, Pasag Crity 1600

_ Telephone Mo ; (U} A3TE0357 R3Z212)
M ATATASG u
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Development
Division
5. Legal Assistance to 10. Processing af
Walk-in Chents commurnication received
B Request for Corrsction through the Public
of Entries in Schoul Assistance Action Center _
Record (PAAC) Lega! Linit
11l. Reguest for Cortification as
to the Pendency or Non-
Pendency of an
Administrative Case
7. Recogmition ol Natonal
Professional Educators
Development Programs N/A Academy of
[ Courses the Philippines
~ Regional
Office
8.  [Issuanee of Parejan
Travel Authority
2.1. issuance of Foreign Office of the
Official Travel Authority N/A Reginnal
8.2, Issuancr of Foreign Hrectar
Personal Travel
Authpnty
9. Acceptance of | 12 ‘Application tor Leave
Emplovment 13, Appheation for Retirement
Application [Walk-in| ! Survivorship / Disability
10. Acceptance of Benefit
Emplavmient 14 Tesuanee of Certificate fnr
Application [Online) Remirlances
1L Issuance of Certificate | 15 Issnamee of Certificate of
of Last Pavmemt Employment and for
Service Record
16. Tssunnce of Farcign Trave| Personnel
Authonty Section
16.1. Issuance of Foreign
Official Travel Authority
16.2. Issuance of Foreign
Personal Travel Authority
17. Processing of Eauivalent
Record Form [ERF)
I8. Processing of Study Leave
19, Processing of Terminal
Leave Benefits

DefiED

MATATANG

Commicthicsitit Divicion. DepEd Comples. Meraleo Aveiue, Pasg City 16500

Tebepane M| (02) E3EH003/ 6337120
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Bepartment of Eyucation

20, Request lor Tnsfer from
Another Region

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

12, Generation of Schoal
D= for New Schonls
and /or Adding or
Updating of SHS
Program Offering

13. Request fur Reversion

N/A

Paoliey,
Planning and
Research
Dhivision

14. Public assistance
[l
15. Public assistance
(Heatline and Walk-in)
16, Standard Freedom of
Information request

N/A

Lt

17. Applicatien far
Opening / Additional
Offering of SHS
Prograom for Private
Sehonls

18, Application for Tuition
and Other School Fees
[TOSF], No Increass,
and Proposed New Fees
of Private Schoals

19, tssuance of Special
firrders for the
Gradustion of Ponivale
Schoal Learners

22, Application for
Estabhahment, Merging,
Conversion, and Namng /
Renaming of Public Schools
and Separation of Publie
Schouols

Quality:
Assurance
Dwision

20, Certification,
“Authentication, and
Verification

21, Issuance of Kequested
Documents (CTC and
Photocopy of
Documents)

22 Issuance of Requested
Documents Nan-CTC)

23. Receiving of
Communieation

| 24 Receiving of Complatnt

N/A

Records
Section

l.i ATATARS u

Caprrmumiationa Dyvrson, Beptd Complex, Méraka Avmue, Paug Cry 1600

Tiskeplans M [(17) RISV 6322120
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Bepartment of Eucation

Schoaols Division Officesa

- 8DO Unit

N/A

Processing of ORS
Posting / Updating ol
Disblursement

Budget Linit

N/A

Handling of Cash
Advances

Cash Unil

N/A

# Wl e

User Account
Manapement for
Centrally Managed

Systems
5. Troubleshooting of ICT
_ Equipment
6. Uploading of
Tubilcanons

Information and
Commuiications
Technology Unit

i, Request for Correction
of Eminies m School
Hecard

7. Issuance ol Certificate
of No Pending Case

Legal Unit

N/A

8.1 Issuunce of Foreign

8.2, Issuance of Fareign
Personal Travel
Authority

Oificial Travel Authority

Office of the
Schools Diviston
Superintendent

2. Acceptance of

(Teaching Position)
3. Aceeptance af

(Non-Teaching and
Tenching-related
Positions - Ipromotion
and entry)

Employment Application

Employment Application

9. Application lor ERF
(Equivalent Record
Furm)

10, Application for Leave
Hetirement

12. Issuance of Certificate
of Employment

13. Issuance of Service
Record

14. Loan Approval and
Verifieation

1.5. Processing of _
Appuointnent (Origina,
Heemployment,
Reappointment;
Promotion and
Transfer}

Personnel Unil

H ATATAG U

Communationy Dvmon, DepEd Comphex, Mesalco Avenae, Pasy {ty 1600

Tolegsheme No- 02) RAVSALY 5332120
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Republic of the Philivpines
Bepartment of Education

16. Processing of Terminal |
Leave Benelits

17. Request for Correction
of Name and Change of

Status
4, Inspection, Acceptance, | 18, Requisition and
and Distribubion of - Iesnpnes of Supplies :
Textbpoks, Supplies, 19. Property and hﬂgﬁﬂgjm
and Equipment Equipment Clearunce SUPPRY
_Slgnin‘g_

Issuance of Requested

Documents (Non-CTC)

b. [Issuance of Requested
Drocipments |[CTC and
Photocapy of
Domuments)

7. Certification,
Authentication,

Verification (CAV)

8. Receiving and Relensing NfA Records Umt
of Commumication and
other Documents

9. Receiving of Complaints

against Noo-Teaching

|

Personnel
10. Receiving of Complaints
against Teaching
Persemnel (Multi-stage
Proceszging)
11, Accessing Available 20. Program Work Flow of
Learning Resources Submission of
from LRMDS Portal Contextualized Curriculiam
12. Borrowing of Learning Learning Resources Lmipl ' .
Materials from Libraries | 21. Quality Assuranee of pememstian
=T Division
13, Alternative Learning Supplementary
System (ALS) Leamning Resgurce
Enrollment
14. Request for Basic 22. Request for Basic
Education Datas {from Education Data SGOD -
external stakeholders) finternal Stakeholder) Planning and
23. Request for Data for Research
EBEIS/LIS/NAT and Section

Performance Indicators

Cemrrgmetmns Do, Depfa Comples, Mestaico Ayenis, Poog Cry 1500

MED U Vetephome Na (2] 6318033/ 8332120

MATATAR
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Schools

_ External Services I Intzrnol Services |

1. Acceptance of Employment 1. Issuance of Spec Special Order lor
Applicanos for Teacher | Posifion Service Credits and Ceriification
(Walk-in) of Campensatery Tine Credits

2, Accepiatice of Employment Labaratory and Sehoal Inventory
Application for Teacher [ Position Schnnl Learning and

 |Omline) Development

3. Borrowing of Learning Materials
from the School Library /Learning

- Resource Cenler

4. Distribution of Printed Self-

Learning Modules in Distance

Learming Modality

Enroiinent (Walk-in)

Fnrollment (Onling)

Issuance of Requested

Doguments in Certified Tinie

Copy (CTC) aind Photocopy (Walk-

in}

8. lIssuance of Requested
Documents in Certified True
Copy (CTC} sand Photocopy
(Cnling) N

9, Issuance of School Clearance for
different purposes

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

11. Public assistance (walk-in/phone
call)

1 2. Public azsistance (email/ social
media)

13. Recerving and releasing of
communijcations and other
documents

14. Reaervation Process for the Use
of Schoul Facilities

15. Requiest for Peisonnel Records for
Teaching/Non-Teaching
Personnel

N

Pz

Commumications Dvense, Gopt d Comphes, Meralin Avenue, Paug City 1600

Telephore M0, 102) S1LE0EY AILN)
Wi ATATAS u
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Annex B: Preparation of Consolidated CSM Repaort

The CSM Report shall be culled from the fallowing sources;
- ARTA-prescribed CSM Form, as implemented in DepEd through DM-
OUHROD-2023-0930
Old fecdback forms: c.g: BepEd €CSS Fom, provided the rimults arc
cogverted from the old to the new Likert Scale and SQD,

A. Total number of clients who completed the survey for FY 2023
Report the tolal number of sirveyed clients with complete transactions. A
transaction is considered complete when the final step of the service availed
of is secomplished.

Additionally, all concerned units shall gather 8 mimmum number of CSM
respanises based  on the ARTA  Sample  Size Calvulalor.

nirsa S Annverb com/ CaMesamplyesss,

Gilices shall biiely discuss their response rale cesdlis sod provide reason /s
why vertain servives were not offered or why eertain services have noflow
respanses; as applicable.

B, Total number of transactions for FY 2023
Report the total oumber of transactions per service declared in the DepEd
Citizert's Charter upplicable to the gavernianes unit.

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

C. Result count of SQD questions for FY 2023 _
Report the bhreakdown of the eight [8) SQD questions by result count. Kindly
provide a brief analysis of the results.

D. Demographic profile
Report the breakdown of the client demographic based on the following

a, Age
i 19 or lower
n 20-34
i, 3549
. b5l-64

Commreations Dnmeen, Depfd Comple, Mraloa Rvsmos, Pauoy City 1500

DQ?]ED U Tekephone Moy (0] 6316033/ 6332120

MATATAR






Insert letterhead
MEMORANDUM

T : JASON V. MERCENE
Supervising Administrative Officer
Officer-in-Charge, Office of the Diector
Public Affairs Service

FROM : NAME OF REGIONAL DIRECTOR |/ SCHOOLS DIVISION
SUPERINTENDENT / SCEOOL HEAD

SURIECT . TRANSMITTAL OF THE FY 2023 CLIERT SATISFACTION
MEASUREMENT (CSM) RESULTS

DATE :  {Insert date)

I Hine with the memorandum on the Subimission of Client Satisfaction Measurcment
(CSM) Results for Fiscal Year 2023 requesting all field offices and schools to stubmit
the FY 2023 CSM Results in accardance with the agency accountabiliies in MC No.
20231 titled “Guidelnes on the Grant of the PAA for FY 2023 Under Executive Order
(EO) No. 80, s. 2012 and EO No. 201, £ 2016, this Office hereby transmits the FY
2023 Consolidated CSM Resuits for (insert name of Regional Office / Schools
Division Office / School).

This Office declares that the CSM Form was implemented for both the external and
internn! services declared in the DepEd Citizen'’s Chorter, as mequired under DM
OUHROD-2023-0830 titled “Implementation of the Client Satisfaction Measuremenl
{CSM) Form Prescribed by the Anti-Red Tape Authority” issuced on 12 July 2023,

This Office is aware that filure to submit their CSM Results by any office delivering
services, without providing an acceptabile explanation on why saud service /s were not
affered or had no/low CSM respondents, may result in isolation from the grant of the
FY 2023 PEB if DepEd is deemed elizible for sand bonus

Thus, CSM Resulis for each office have been collected to form the consolidated CSM
Report that was submitted to the Public Aflairs Sesvice - Public Assistance Action
Center (PAR-PAACT thmush the link nrovided,

This Office attests to the truth, accuracy, and completeness of the CSM Results
sulmmitied.

For quenes/clarifications on the CSM Report, please contact (insert name of RPAC)
through (insert email address and/or contact numbery.

Thank yotl.
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Department of Education

OFFICE OF THE UNDERSECRETARY
HUMAN RESOURCE ANDY ORGANIZATIONAL DEVELOPMENT

MEMORANDUM
DM-OUHROD-2023-043%0

10 . UNDERSECRETARIES
ASSIETANT SECRETARIES
SUREAT AND SERVICE DIRECTORS
REGIONAL DIRECTORE
SCHOOLS DIVISION BUPERINTENDENTS
ALL OTHERS CONCERHED

FROM : @MMMM

Undersecretary for Fuman Resotorcn and Organieational Developmuont and
DepEd CART Viee Chairpirson

SURJECT . IMPLEMERTATION OF THE CLIENT SBATISFACTION MEASUREMENT
{C8M) FORM PRESCRIBED BY THE ANTI-RED TAPE AUTHORITY

PATE 10 July' 2023

Section 20 of Republic Act (RA] No. 11032 or the Ease of Doing Busmess and Efficient
Gavermmuen! Servnee Detivery Aot of 20 18 mandates governmemt agenowes to establish a feedback
mechaniam and incorporate its results to the annual sseany report. Rule [V, Section d(b) of the
Implementing Rufes and Repulmdons of the law likewise requices that agencies embed
feedback mechamsm and client sausfaction meagswoement ood report results based on
gutdehnes Issued by the Anty Red Tape Authority [ARTA]L

I the past years, the Department of Hducaton [DepEd) was able to comply with the
sbovementioned reguiremetits through the mplementation of 8 DepEd-wade Citizen ) Client
Sansfaction Survey. |CCSS) Form led by the Bureau of Human Rescureet asd Orsaniztional
Development-0Organization Effectiveriess Division (BHROD-OED) and processing of feedback
by the Public Affairs Sersice - PUBlC Adsistance Action Cenler [PAS-PAAC) and ite counterpitts
in the field offices and acheals,

However, the issuance of ARTA Memorundum Cligulnr No, 2022-05 titleel Gridlelidies on Hhe
Harmonimed Client Satisfaction Men=urement (Enclosure No 1) requires ull agencies to
mmwmmmmwawam:wn
Measurement (C8M) Form for coiform reporting The harmonized CSM I8 A survey 1ol that
asscacey overall matinfiction end perveption after a client avails an external (fronthine) ar
internal service.

n this rt:-.garrl this Memarandum 15 being issued 1o iImmediately implemeat the CSM Form
at all govercaace levels iz the Departmeont The ARTA provided the CSM Form in two
formets: printed copy and unlne,



The ARTA CSM Form printed copy (Enclosure No. 2)is pnnt-ready but may be resized before
printing. Transtation to the locdl langunge 18 highly encoursged; other than that, noe ather
modifieation is allowed. Enclisgure No. 3 dontains the Guide 1 the Dissemmation and Use af
the DepEd CSM Furm,

On the other hand, the online CSM Form templste [rom ARTA was converted into an MS Teams
Farm by the BHROD-OED, with one online form each for schools, Schools Division Offices
(8010s) and Regional Offices [RDsj The Infarmation Technology Officer (ITO] in ROx=and SDOx
and 1CT Cat;-rl.ﬂnntur} personnel in-chargs in schogls shull be responsible. for duplesting and
sustaining the cniine Form at thelr povernancs level without uffecting the content and
conditiona! fogic of the CSM Farm templite. The schools, SDOs, and ROs may Yue Google
Furms, Microsoft Forms, or any ether platformt for their online CSM.

For units in the Centrat Office (C0O); the lnk to the unline CSM Forms shall be cmsiled to your
respective offioes; with each Form expected to be adopted and maintained by rach unit

The actian needed and Buk to the onbine C8M Form template per governnnee level i specified
in Table 1 below.

Table I: Client Sutisfaction Measurement per DepEd Governance Level

CSM Form {Online)
| W Action Needed for daplication and
implemsniation
" ICT Coordinator / adrin in-charge
1. eallubomite with the TTO on the use arid
maintetines of the School CSM Farm;,
Ensiire 'xltlr_l?g an Form shows “Accept B B Setiolis=ad

Responses®
2. gmmm OR code/kink for pasting in
conspituous places in the schoal and
inclugion in documents, emails, and [EC
 umtrrinls '
3. maintain Sehool CSM Form
4, penemte School OSM Report /s and
farward to concerned office/s
5 submit Schinol CSM results to the Centrul
Office upon request
T Officer in SDO 1o
1. duplicaw ROCSM Form and save on SDO
drive snd change setting 1o *Avoept
Respanses®
2. generate OR code/link for posting n B BIE SOOCEM
conapicudus plaves m the SDO:and
inclusion in rll:t-:u.':mtﬂrlt:ll1 emeils wnd TEC
mnleciald
maimtuin ST0 CEM Form
gennrate SDO CSM Report /s und fareard
1o concemed ulfioc/n
submit SDO CSM results 1o the Central
Office upan requess
dissetiiinate School CSM Form o achools
and assint them in the use and’
mitintenance of sid Form
" FT Officer 12 RO to
| 1. duplicate CSM Form and save on RO drive
and chunge seitmg 10 “Accept Responses”
2. smenersic DR code/link for posting
consoicuous placesan the RO and

Schoal

sSehinols:
Division

el

o wm

Reglonal
Diffice

it s el ROCSM



' inchusibn in docutents, emails, and IEC

materials

malntain RO CSM Form

generate RO CSM Repart/nand furward to

concernad office /s )

mibmat RO CSM results to the Central

Office upon requeat

collaborate with SDOs in usmg and

| mramtamnz ther CSM Form I
DepEd CART representative [ designated stall per
office to .

1. | penerate QR code /link for postityg i Limk and QR code 10
conspicule places in the CO and he ernziled separately
in¢lusion in documents, emuils, and 1IEC per CO office. In the:

Centrsi! Offite materials } menritime, offices muy
2. mantain CSM Farm sturt using the Hard
3. generate CSM Repart/s and forwand w copy of the CSM
concemed offiee/s Form.
4 submit CSM results 1o the PAAC upon
redueat

o O W

While the removal/addition of services and other revisions are not allowed, all govemance
levels are enjoined to include a translation (o the jocal langunge of the templite provided. The
tnclunton or posting of & hnk/ QR code to the online form in ¢madl, -smail mail, IEC materials
are also highlv encourasged 1o enmure wide dissemination of said form.

All sehools, SDOs, ROs, and CO. unns: uball gather & mnunum pumber of CSM responscs
binsed on the ARTA Sample Site Caleulator ut huss tinpwrlcom CSMsamplesize. Annual
CSM resiglts ahinll be submilted to the PAS-PAAC (not directly to ARTA) who shsll then
constliidale 'he redulis for the DepEd-wide report in compliance ' RA 11032and 1w the
Performance-Based Bonua eligibility requirements. The agency-wide repon is due on the last
working day of January of every year, '

Implementation of this Memorandum is effectve immediately
For more  information, please  contact  the BHROD-OED  through  email  at
citaenschatierGdeped gov.ph, |

Enclosures: As stated
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MEMORANDUM GIRCULAR NO. _2022-05
SERIES OF 2022

FOR: ALL GOVERNMENT AGENCIES ANO OFFICES COVERED BY
REPUBLIC ACT NO. 11032 INCLUDING LOCAL
GOVERNMENT UNITS ((.GUS|, GOVERNMENT-OWNED OR -
CONTROLLED CORPORATIONS (GOCTs), LOCAL WATER
DISTRICTS, STATE UNIVERSITIES AND COLLEGES (SUCs),
AND OTHER GOVERNMENT INSTRUMENTALITIES

SUBJELT: GUIDELINES ON THE IMPLEMENTATION OF THE

HARMONIZED CLIENT SATISFACTION MEASUREMENT

DATE! 20 September 2022

1. LEGAL BASES

V1 Pursuane woSection 20 ol the Republie At (RA) Ng 1152 [RA NG 11632

&r the Sase of Doing Susiness and Efficent Sovemmant Sorsics Dehwf Apt

o 2018, winich amended and rénumibered Secting 100! RA No 0485 or the
Anti-Réd Tape Act of 2007 1o S=chon 20 5 h=sabark mechanism shall b
petanished n a2l govarmment agencees covermd ungar Sechon 3 st RA No
11032,

1.2 Man 3 1he, Rulp IV of the impletienting Rules @ixd Regulatizns (IRF) of
B.A 11052 alan stams thal "All sp=neies shall eivilyed lassibaick mochanining
ity Gt satstacion messumemet in ther process improvement eliorts, The
pgency shall 2pon 1w e Authanly e resulls of the Qs Setisfachon
HSurvey for gach sennca Dased on the guidehnes o be issusd by Ihe
Aoty

11 ARTA Memocaidum Ciiealdl (MG) No 2019000 provides ai the Shemt
Satistaction Measurement [TSM) repont of 31 quesmmen agsnies shall be
submittad (& Ihe Autharity ah of Sefare (Bs lizst woring day of tanuary of
BvEry yeal '

1. PURPQSE

2 1 Promolng e adoption of 3 harmanized and standactized framenoth in
miesEsuing chani satisfachon across all levals of e governmes: will ensure
canlinudus mproyemant and enhaneament of semvice ptomise towsids 2
meots meaningtl chenupentsred Lo = Crianet



2.2.Conslidering the diverse function of government offices, it has been difficult to
measure and compate the service perionmance of govemmeni agencies.
Furthermore, client satisfaction surveys have besn conducted through
different methodologies and have been submitted to different government
bodies. As a resuit, there is a need lo develop a clien! satisfaclion survey that
is applicable o every government agency and is reporied in a uniform manner.

2.3.The Anti Red Tape Autharity (Authority) developed the harmonized CSM for
agencies as an aflersewvice availmen! survey thatl will assess the overall
safisfaction and perception of clienis on the government service they availed.
This will provide relevant feedback to the agency on the quality of service they
are providing, The output and resuits of the CSM shall be incorporated in the
agency's Report Card Survey (RCS) under the Overall Survey Resuits.

2.4.This Memorandum Circular Is issued to prowide all govemment agencies
coveéred by R.A. No. 11032 with insiructions and gquidance on the use of a
harmonized CSM tool. Other agencies not coverad by RA. 11032 have the
eption to use the said tool.

3. COVERAGE

These Guidelines shall be adopted by all government agancies and offices covered
under Section 3 of RA. No. 11032 including Local Govemment Units (LGUs),
Government-Owned or -Controlled Corporations (GOCCs), Local Water Districts,
State Univarsities and Colleges (SUCs), and ather Govemment Instrumentaiities.

4. GENERAL GUIDELINES

4.1. As mandaied by Section 3 (b), Rule IV of the IRR of RA. 11032, client
satisfaction feedback shall be gathered for all services offered by the
governinenl agency. This shall inciude bolh Exlernal and Intemal Services,

4.1.1. As defined in Saction 3.1.2.3 of ARTA M.C, No. 2019-002-A

4.1.1.1. External Services refer to government services applied for
o requeésied by exiemnal cilizens or ciienls or ihose who do
not form part or belong to the government agency or office
providing the servics.

4.1.1.2. Internal Services refer o government services applied for or
requesied by cilizens or chents who are within the respective
govermnment 2gency or office, such as, but not limited to, its
personnel or employaes, whether regular or contraclual,



a2

For year 2023, govemmen! sgracies may have the option 1o cover cnly
s exdemall ssvices  Howaver beginning yiae 2024 hoth infermal
antid extemal services will be coverad

42 Agencesthal already have animplementes chent leedback mechansm msy
have the option 1o eplace it with the hammonizad CSM loal or
supplementmtegate ihe harmonized CSM ool withm theis @xisting toel

4. Methodology of the Client Satisfaction Measurement (CSM)

4 31,

432

413

434

Identification of Eligitle Respondents, Sovaimment agencms shall
adminstsr the CSM to ALL clients with completed trapsaction
Clients who cormpleted mulipls ransacions shall have the cppoenunity

1o atcompligh the CSM for each avanst serace. A fransactioh is

considerad complete when the final step of tha service availed of per
the Citizen's Charter of the govemmen! agency s scoomplished,

Fragquindy and Period of the Survay. The CSM shall he conduntad

afer gach completad ansaciiun )L 5hall e sdrlinstored batwesn

January - Dacember of each year.

Numbar of Respondents. Government agencies shall determine the
mimimum pumber ol responses per setvice based on the calculsio
found m the ink baiow. Government agenties shall cunbnue (o condud
the CSM, evénd when the minimum as been eched

hrps oy comit SMsampiesze

Data Gathering: Govermment agenaes are eocouraged 16 Implemant
the CSM usiig vatlous dats gaihenng methods 1o the areatest extent
teasinle, 10 mavzs IBSponse r3tes

42471 On:site Conduct The on-site dandict of thie GSM may be
dona through ‘@ paper Eurvey qUESTIDNNEIe ‘Agenyiss may
haye the oplion lo ulilize elsctroniz plaiforms in prowviding
questionnaigs lo the mmgpondanis. Fol pEisons  with
digabilities (PWDs) 2nd sanior aizens that need assstance,
the Public Assistancs and Camplaints Desk (PACD) officer o
a desigriatens officer shall heip the respondents in answernng
s CSM,

A242 Remotd Conduct Ageniizs wmay aimoisier the CSM 1o
remole respoitdents thraugh 2lecuonic mall, e sgenty's
webtits, soci! medla. QR Coce or other similan modes



4 15 Collection Mechanism. The mannet and time imterval of the collection
of paper survey questionnaines shallbe a1 the discration of the agendies
and offices It shall be brsf to maximize the responses and shall
maistam e confidentiality of clients. If convenient. agencies are
encowaged to utiize thair PACD for the collection mecianism

4.4. Content of the CSM Questionnaire

447 CSM Questions, All guvamment agencies e mandated 1o use the
CSM goeestions presenbed by the Authonty as staled in Aonex A =
Chem Satisfaction Measuement Cueshionmgdite of this Marmorandim
Cucylsr Thie CSM includss fhree (3] questons refared 1o the Cllzen's
Chatter one (1) question retated to thi cient's overall satisfacton with
e service avalled of, and aight (B) guestions related o the following
Servipe Qualty Cimensons (SQ0):

a | Responsivensss — ihe wilingnese 10 kelp, assist. and provide
prompt sennce 1o olizensiclients

b |'I;ftnlinhility — the prowsan al wnal 1= needed and what was
promised . fabowing e polfcy snd standaimds, wilh zato 1o 3
il e rate

c.) Access and Facilities — Ihe convanlenca of location, amjile
amenitics for comfortable transactions. use of dear sqngnage-a
and medes ai tachnalgy

d | Communication — Me ot of k=sping otizens and cilents
imformed in & language they can assily undersiand, as well as
hstermg to thar tesdbnok

e.) Cosls — Ihe salsfacuon wilh Lmelinsss of Ihe Diling, billng
mweasfes prefertes methods  of paymanl  reasonabis

payment percd, valde for monsgy the soceplable range of
oosty- and qualdative mlormebon on tha cost ol each semvice-

L1 Integrity — Ihe-assurance ;hat there s honesty, Juslce. Taimess,
and trust In each service whils dasdig with the olllzeny/cients.

g ) Assurance - \he cagability of frontling staff to parform then
| duties. preduct aml  senvite  Kncwledge,  understand
citizan/chent needs, heiptuiness, and good won relahonsnips

h.) Qutcome - thie exent of achieving cdicomess or reajzing the
intendegt benefits of govemmeant servicss






4 5.2 Scoring Per Question, The percentage of respondents that rated
‘Agrea’ and Strongly Agree' shall be used 1o get each SQD's score
A guestion thal was answered with two (2) or mote theck midins stall
be consiiersd as nvald

453 Overall Scoring, The percentage of respondents that rated ‘Agree’
and ‘Strongly Agree' for all eight {9) SQDs shall be used to compute
the Querall Score, Agencies =hall snive lo achigye an overall
percentage of BO% ar highey - ora maling, ol “Salistagtary” o aigher
intzepretation of the reuuits shall be as follows

“Porcanage _ Rating |

Below 60.0% Poor
B0 0%-79 4% Fax
80 0%-94.9% Satisfactory
95 0%-100% Outstanding

4.6. Drafting the CSM Report

.Ine tpmrﬂm&fm.tﬂlm _prﬂwded m Annex B - Glteqt Eaﬂsiacﬁml'-
Meastirament Repor of this Memorandum Circualar This will amenid
Section 67 3 of ARTAMC No 2078002 whlich Eevionsly respuired
the subnussion of the repar using the agency's existing CSM

A6 1.1 A cepy of the revised versmon i3 the CSM guestiunname shal
be atache! (o the THM Report as Annex

4,52 Govermment agencies with regionalfald/satedlite aMicas may have e
eption 1o submd aithar unified o séparate CBM Beporis However,
disaggregaled reports of the regwnalfsldeswlite offices are sl
requitEd 10 besubmiltad (o tha Authority

4.7, Submission and Publishing of the CSM Report

471 Al agencies: shall sutmit thair £SM! epents. impiementing these
guitelines on thislast wiirking day of Aptil 2524,

4,7 2 Agunces and ofmces shall submilt soff coples (n lexi-readanie POF
frmal) ui the CSM report  through this ink

hilges Mim i) e D SR epbnin o ny




473 The CSM report shall be uploaded on the official websile of the
govennnenl agency or be made avaiabie v ihe ransacting pubiic
upon request.

4.8. Verification

4.8.1. All covered government agencies shall submil their CSM Report duly
approved and signed by tve Fead of ihe Commiitiee on Ani-Red Tape
(CART) to attest that the report is accurate and compliant with these

482, The ARTA reserves the right fo requesl proof of the survey resulis,
including lhe answered paper suveys and ihe excel file of the
aggregated dala.

4.8.3. The Inspection Checklist program of the Report Card Survey will
validate i the CSM is properly implemented.

4.9. Updated Timeline of Submission

The CSM Report cavering the previous year shall be submitied on or before
the last working day of April the following year.

5. TRANSITORY PROVISION

All covered government agencies shall start implementing these guidelines
beginning January 2023

6. AMENDMENT TO THE GUIDELINES

The guidelines outfined in this Memorandum Circular are subject to change as
deamed necessary by the Authority,

7. REPEALING CLAUSE

Provisions of previous issuances of the Authority that are inconsistent with this
Memorandum Clreular arg hereby reversed, set aside, or declarad inaffective.

8. SEPARABILITY CLAUSE

If any provisions or part of this Circular is held unconstitutional or invalid, it shall not
afiect e validily of ihe @maining provisions of [his Circular,















TUSCLAIMER: AL NLIMIBERS IN THLS SAMPLE MAVE BEEN RANDOMIEL AND ARE NOT REPRESENT nﬁu :
UF THEAGENCY'S ACTU AL PERFCRMARCE TNSERT AGENCY
LEMED HERL
f
| Thas headorisnotindudsd Th =coua tempiae /

. Overview:

The Ant-Rexd Taps Authorty (ARTA) I8 8 natiormai govemmient agancy ¢
RA 11032 to montor and ensare compliance wiln the national policy o
and aase of diing husiness in the Philippines.

As siatsd i the ARTA Memorandum Clreufiar (MG} Ny, 202202, guvamment agenaes
shall provide the hammonlzed CSM survey o cffents who have comgleted a transaction
Per 873 al ARTAMC. No. 2078-002, e dllentsatisiacton measy mmenl detalling the
scope and panod coversd by the méasurement. the mathodology tsed. the results of
tha msasuremianl, and Iha inlemreaion of the dats shallbe repontad b he Authonty.

Il. Scope:
ARTA cangucted stirveys throughout the year from Jah 2022 b Des 2022

ARTA surveyed avery clienl ihal visited the main and reglonal offices, as well as those
natcontacted ARTA Hrough amall.

The survey usad the slandard harmon2ed CSM questonnare. L asked clients
damopraphical guesticns. thmee (3] Sitizen’s Charter guestion s, and sight (8) questions
relaied 10 the taliowing Senvice Quality Dimensgions:

1 Responsivaness

< Reliability

JAccess and Facilites
Commuhinafion
Cosis

Integnty

Assyranca
Ouleome

The services ARTA surveysac ars the following:

FE oS w

Subminsion af Cyminenis on Propaised Mijor Reguislions (Online) 258

Subimissian ol Ceimnssnts on Propossd Majsr Ragulatons (Walk-i 204 512
Hevyums] o0 Dals' ralaliod o Budiness Reguinlions [Online) 53 78

Rogués] (oDt tolales 10 Busmitss Roguluticis’ (Widk-n) a 16
P uest Tor Doing Busines Datalinftrmalisn 21 33




DISCLAIMIR ALL NUMBERSIN THES SASARLE HAVE BEEN RRNOUIMILID AN ARE NOT REPRESENTATIVE

‘OF THE AGENCY'SACTUALPETFORMAN T

Flistilient | ot R Ty Impac) Asssshinen

Hosparae o E-inill Clapficaliin s

Fillng of Man-8RTE Rulzsivad Compliints

Filing of Compiaeits [Emal)

F¥iigy of Compiimeits (Piysad Letinry

Filig of l:unmlmln {Walkin)

Resquest lor Legal Opinian

Reques Lt Comemad (BRLUL

Reques! Tof sasmee uf Comphance Car (WMED)

Cenmplux Trarsseticis

Rt for lmmemon of Omer of Aulomatie Approsaicxdsnsionior |

Husis=ss for fssimee of Onier ot Aulematic ApprovalEntansion foc

| Confples Tremaclions (el Stundurd Drposgmian of Complmnts)
Fﬂmm forissumes of Ondee nf Asiammiic App mval Extennion of Higiy. |
Tochnicel Transuchors

rzquesl fof Esames of Ouder of Aitprmatic Approvili Extansian ior Eaghiy
Tiximics Tansaclivrs dwith Stewimd (hspontion of Camplania),

gmm:lﬂ procetnum fof ihn dsgosttnn ol compamis endomsea 10 AR TA-

F for Hriafing
wims) fiar Sttt w&dm%-

ﬁaqum for AIRTA Colainras

Processing of Poyr

uesi {or Cadcanon of Avaipbday ol Funds

Ushursemanin

| L=sh, Adeante foarm Paty G Fund

Reques! (oF Expansss ITom Pally Cash Bad.

Putchasi Hesplest ToeGaods Mams, Supplles: 2nd E.l;tmml.hvm_:l;.
skl Bindibg

al2ie| e

Frunihise RagquestTor Goods Meme, Supipliss and Matirialt ; throigh
2w grifg

Garmral Setvicos TorBullticia oy Manigherce Royuts! [Sknpl Sepiin

Gemosal Suevites TorBUlting o Mamlibaande Regues: (Cumijier
Flag st Heguitng AMP3

Dorumantalion and Asukgirg o Soom Numosr 10/ O kS G,
Mistipmnium Clrmidars. @nd Oty O lsdisrces .

Recwving of ncomiing Documanle

Roausst 101 Cartifig Tra= Cony 0f Depmrtnet e A Admiisiraty e
Ontets and Oiber ARTS igunnoes,

Foonving of hveniory Nems

Fenies pd ilsncs albvdnliyey g

Ronusst lor 1T Techhicol Suppan

Rajusat FocEmployes Sncomly

ﬁi:plit.ﬂllqm fot lamwis

_ ToTAL I

Bdialiam g o o 8

Ih aggragate, 2816 peaple ware able 1o answer e sUrvey, among & population of

8920, This msiiltad in 24 1% fesponsea fate for 2022,




DISCLAIMER ALL NUMBERS IN THIS SAMPLE MAVE BEEN RANDOMIED AND ARENCT REFRESENTATIVE
OF THE AGENCY'S ACTUALPERTORMANCE

Servived thal had no cdienis in 2622 are the following:

Bl st Tar s istce ol Didar of Adbomalie AppoyalEstesinn for
Complix Traneartiong (with Disposiion of Compusss ol yfial
Hloceudings |

‘Berjimst TorEadahés of Oiledof Adtomoli npmwu'Emrshwu Hisingy
Techmicsl Trarsactiang. | mih Di<position ol Complmils vig vl

aotomlings] -

lIl. Methadology:

For physical clipnts, suveys wese hanted ouland colfested by ARTA persemnel
immediately 8l the end of the fransacion Surveys and sutvay boxes were aiso
available nasr the alflics saxil

Foronline clients. emalls containing the CSM portal Tink warg sant ane (1) week aftar
the last comespanidencs.

The & SQAD questions ware scomd Using a S-poin! Likerd Scalie. Tha simple avemagr of
the quashons was usac m get the Overill score. Thie inlerpralalion of the mesulls are as

follows:
g 100-1 49 Vary Unestisha] |
2 1:50.2 49 Unsatishieg |
- 250343 | Nenher Unsatsfied ror Saustied |
4 350439 Sznsfied i
5 e ily Satstas |

w Results of the harmonized CSMfor FY 2022:

. Countol CC and sap resulls
Whife the maprity of respandents kinow the existanseof 2 Cilizan's Charter (CE),
9% of clients ware sbll unsware of the CC

Meanwnile among those hat knew the CC, 77% wars able s sua ARTA'S CC.
Howaver, anly 34%, of elients wire sble W use 1 as & guide for heicsemvice

| LT Yes pwsn belom w_lﬁmldum

"COT vas hid swar only whe | £ay the G 08 iz aTe — &y s |
| CC1_ R, nat iwiis 1370 a5
ELD Wex | saw N CHIZWNE s 1135 T
EET Iimmimg the Clomis Chaus T 2%
[CES Vi | s able 0 n=d 7 3%

ki



DISCIATMER: ALL RUNIBERS 1N TG SAMPLE MAVE BEEN RANDOMIZEDANDARE NOT REPAEENTATIVE
DETHE AGENOY S ACTUAL PERFORMANCE

[ CCa 1, | s reid it 10 rasd | a8 T e |

Meznwhile. most régpon dents were 'Very Satsfied wily ARTA in tarms of the 8
sarvice quality dimenslons, recording a scom rangie ol 4.55-4.72.

The data belaw shows e breakdown of the results per servics quallty
dimensiin,

Walitine

Seniice Quislity Gtrandly Altes OO0
Binetdions FHapgrii  Dizsgros.  Ditsgres JAgron ; ; Hukgpdiune | Roling

Ti=sponEvEngeL 1 nZ G 815 1) 2818 4,72
Fik il iy b g 2 1052 1700 2B1E 4,04
Aciess ana) z 15 i ay =) T 4,87
Facsities N
GO 1 18 e 1266 1847 BEIE | 4.5
Colli 1 ] X a7 Iz SHTE 467
Iratiag ety 3 15 w [=%] [EF= N L72
ALSUIIN ¢ ] 17 S EETTH =] 2818 4,80
Dutigine 4 || 14 E3 1052 VRRE JEIE 464
Cuarall 1% FEC e am 1 465

B. Average sqoe ger sanvice

Logkang &t he scores pel service, respandants were sither Satisfied' or Very
Satisfied’ with thewriransactions. recording a score range of 4 D0<1 87 No
sefvite gamered 3 scare of 3.85 or lower.

As & resull ARTA regarded an Ovenll score of 468, whiich transiales (o ' Vary
Satshad'.

The dalz beiow shows the Overall rating of each ssnice surveyed.
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V. Resuits ofthe AgencyAction Plan reported in FY 2021:

VI. Continuous AgencymprovementPlanfor FY 2023:
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{in==nt agency \ogn hers) {insert epency nam e}
HELP US SERVE YOU BETTER!

This Cant Salislaction Measurement (CSM) tmcks the assomer experiance of govermmend affices. Your feadback
on your ooy conckudod iransaction will help this office provide a battar sendce. Personal information shared wiil
e kapt confidentisl end you aways Tans The opbon o miE arswee tis jonm

Client lype: O Gl [ Business [ Govemmant {Empltyss or another agemy)
Dale: Sex: O Mt [T Fomale Aper
FRegion of residence: Sarvica Availed:

INSTRUCTIONS: Check mark (+") your answer 10 the Cillzan's Charter (CC) questions. The Cltizen's Charisr
is an official dooument st rafiects the services of a government agencyfolice including its requirements, fees,
and processing times among oihers.
CC1  Which ol Lhe lolowing besi descibes your awaransss ol a CCF

3 1.1 ko wivet @ OF i sl | sswi thés bifice’s ©C.

O 2.1 know whet 3 CC & but | did NOT 222 this ofilce’s ©C.

1 4 [ lesrnindl of the GG oy whan | Saiv ihis ofiice’s CC.
13 a1 o not ko st 0 ©OC i and 1 Gd nol pes one I his ofios. (Ansser A" on CC2 and OC3)

CC2 N awan: of CC (answedsd 1-3 in CTT), wouid you 2y il B OO of e Olfios was .7

7 ). Ecty ih s 04 Mot vighis = =
= 2. Somemtal =y 1D =20 5. Ni&
33, Doyl lo see
CCS i aware of CC (answened codes 1-3 in CC1), now muxch did the GG help you in your ranssction?
07, Halped vy meach 3 3. Did ot hadp
02 Soremtel teiped 14, NAA
INSTRUCTIONS:

For SQD 0-8, please pul & check mark (V') on the column that best cormesponds 10 your answar,

@ e (OIS

Sngly | Dissgres | Mol Agees | Agme | Svongy | Aesbebie
I'H Agren

SGDA. | am safislied with the senice el 1
S0, | spert 3 raasonabia grnooen] of tine for
mry transackion,

SO0 The offica ioliowed the trensacBon’s
mpdroments o oops bosod on the
milammEton

IEHON P

GODA. The staps (ncluding paymend | cesded
b do Yo iy transacion wers easy and simple.
SODA | saslly lound informaiion 2boul my
m—:mmmﬂzm
MImﬂaWWIdhuh
vy traeaciion
‘SODE. | fes! the olfice was &5 1o ovaryons, or
“wainng palskasss’, during oy resaction.
E007. | waa insaiad courinously by tha sinff,
-and (it asked for heip) the Siali wes haiphul.
SUOB. | got what | neecss fpm e
govamment offcs, or (f derfod) denial of

wE expi=hed o me.

Suggestions on how we can furfher Improve our senvices (optional):




{Oniline Version) {=art egeny logo hem) (et agency rame horo)
HELP US SERVE YOU BETTER!

mmmwmm['mm.mmmmﬂmmmd

R B

government offices, Your answers will enable this office I provide a befler sarvica.

Servics avaied:

Customer type (Cilizen, Business; or Govemment 7}

INSTRUCTIONS: Check mark () your answer fo the Gitizen's Charter (CC) questions,
ce1 Do you know about the Ciizen's Charter (documeant of en agency's sarvices and regs:|?

011, Yes. gwace beiore my ransaction with this office
12 Yan, bot wase ocdy whan | 562w the CC ol ihis office
[17% N, it swers of s CC (Biip questions CC2 end CGY)

CC2 ¥ Yes 1o the previous question, did you sss this office’s Gilizen's Claries?

T 1, Y=, e CC was easy o &0
02 Yes, but the CC was harf 15 find _
13 N 130 rrd soe the ofice’s O (Slop quention CLJ)

CC3 i Yes o the provious question; did you use he Giizen's Chaner as a giade for the sandcafs you

aveiled?
OO Y, | weie nibdo I oo the OG
O3 Mo, | mas nol oo MO usshe G0 becauss

INSTRUCTIONS: For SQD 1-8, please encircia the number hat coraspiands 10 your answir

Stronaly Disagrae y Neithes Agres nor
S0) Soagrelt) Disagrae (NAD)

Agree (A

Strongly Agree

(SA)

1 2 3

4

5

@@

a2y
AT
i

S

S0D1. | 2pent an accaptable amount of time 1o complets my
transaction (Responsivensss;

S002. The office acourately riormed and foliowed the
tranzaction’s requirements and steps (Felkability)

SQD3. My online ransaction (Including steps and payment)
was simple and convenient (Access and Faciliies)

S004. | =asily found infotrstion aboul my wansechon lrom
the offics or its websile (Communieation)

SQDS. 1 paid an acceptable amoun of fees for my
rarmacton (Costs)

SQ06. 1 am confident my onfine transaction was secumn
(Integrity)

SQD7. The office’s online support was available, or (¥ asked
Questions) oniing supporn was Quick 10 respond (Assurance)

SQDE, | got what | needad from the govermment office
(Outoome)

mwuuw_umu.g

Rsmarks {optonal):
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Harmenized CSM Report Outline:

I Title Page
< Thi sechivi shall pondisin N Agerky s Sffial ke and effiedd neme. The pége shall
a0 ity M lided "Cerd Satistachon Mesasorement Raport” the yaar covered by,
itve report, sng Ihe:report 5 editvn (Ex. 2 Edﬁan_,-_

. Tableof Contents

. Overview:
= The contén| of Ihe Overview sechion imb s af s dacsion of e aganey it may
nchae & hoel desammbon of the spersy and the CSM mendate

IV. Scopeand Methodology
a, Period covered
b. Geographicand Office coverage
¢, Llstofservices surveyed
o .Eampﬂng
. Applied confidents level and margin of error
.ﬂ Mode of survey implemantation (Ex. Papet questionnaire inthe
office)
- Tt Sopgee seclon of e CSM Report shall inaiade the. panod the survey wias
conducied and the gecgraphwcal covarage ol the survey
<l dickton, the section shall wrhade @ lalile of R ageinly s 52vicas. I tuirber
of clmls tiat competes the survey.and the totid rumber of iransectons auning
the year (Sunveyed + unsurvayed Shesds),
- Tiw@agumy S Cresile A saparie fali e | fivicias et fosd no GRants dumg the'
m L
- The sampeing caltulen s Sttactsr in the CSM Sunaines dooument.

e. Feedbackand Collection Mechanism

f. Scoring system
I Tableot the scaie 2nd its equivalent number

-} Hnw numencal results will be interpreted
The Metnodofogy section of the CSM Rsport yfsal Ssoiss @il th physica ard
dfigial methinis Usesl by the soency fo imiplseneny the CSM survey,

- Ackstonally, te sechion s/ afl provele 5 tsbi of the S-polfit Lkert scale and the

SUNVay's sconne Sy stem

V. Results .
a. Responese rates (per service)
I Number of clienls surveyed per seryice
I Numier of clients surveyed per customer type
b, Total number of transacting clignts during the padod (per service)
c. Tfient Demographic
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MEMORANDUM CIRGULAR NO. 2013-002.A
SERIES OF 20118

DATE: 02 December 2019

TO: ALL HEADS OF GOVERNMENT OFFICES AND AGENCIES INCLUDING LOCAL
GOVERNMENT UMNITS (LGUS), GOVERNMENT-OWNED OR -CONTROLLED
CORPORATIONS (GOCCS), AND OTHER GOVERNMENT INSTRUMENTALITIES

SERIES OF 2019 OR THE “GUIDELINES ON THE IMPLEMENTATION OF THE CITEZEN'S
CHARTER iN COMPLIANCE WITH REFUBLIC ACT NO. 11032, OTHERWISE KNOWN AS
THE “EASE OF DOING BUSINESS AND EFFICIENT GOVERNMENT SERVICE DELIVERY
ACT OF 2018,” AND ITS IMPLEMENTING RULES AND REGULATIONS (IRR)"

1. BACKGROUND

11 On 13 August 2019, he Anti-Red Tape Authonty (ARTA) ssued Memorandum Cicular No. 2018-002
or the “Gudslines on o Implmentaficn of the Cilizan's Charfer in Compliance wilh the Repubic Ac
11032 othisrwiss known as the "Eise of Daing Business and Efficent Govemment Service Delivery A
of 2018, and #s Implementing Rules and Regulsbons (IRR)

12 ARTAMC No. 2019-002 and its attached references provide the guideines Jor all government agences
in developing and revising thair respeciive Citizen's Chartars in compiance with RLA_ 11032 and its IRR

13 This Supplemental Guideimes s being ssued m view of the Adminstrabive Order (AD) No. 25 Inter
Agency Task Foroe on the Harmonizabon of Nabional Government Performance Mondonng, information
and Reparting Systems (AQ 25 |ATF) ssuancs of the Memorandum Circular No. 201802 o the
Supsilemental Guidalings o1 Ine Granl of the Performence-Bassg Bonus for Fisca! Year 2019 unger

Execytive Order (EC) No. 80 5. 2012 and EC No. 201, & 2016

2. PURPOSE
21 The ssusnce of Hhis Supplermental Guidelmes shill prowde danficalons, padicidady on the
iatminologies and concepts used in the ARTA MC No 2019-002. and s abtached references and
updates o the requirements and deadiines stated in the same document.
2Z  Infine with Sechon 2.2 of MC No 2ﬁ19—ﬂ2i;smdbrﬂmiﬂ?5,ﬂﬂs5mﬂmrmﬁum'|muhmm
ssiiad to provide clarification to all coversd govemment agences ) the submisson of thelr opdated
Citizen's Charter as the basss for the review of the agency's streamlining and process improvement of
Ineir ertcal services covering all Government-to-Cilizens (G2C), Govemmeni-o-Business (G28), and
Gavemment-to-Gavemment (G2G} transactions:
1. CLARIFICATIONS

11  Terms and Concepts
314, Citiren's Chartor
3111 Govemmenl services enmlled In exsting Senvce Charters, or fis equivalent. shall be
included in the Citizen's Charler as these services. regardiess of whether they inviiwe
govemment-to-govemmant ransactions. are also covered under RA 11032
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312 Governmen! Service

1121, As defimad under Seclion 4 (gg), Rule | of the IRR of RA. 11032, o govemment
seryce relers 10 the pmcess o transaction between dpplicants of requesting parmies
and governmen! offices & agencies, involving applications for any privilage, night,
reveard, license, clesrance, permt o aulhvrization; concesson, of for any maodification,
renewal, of extension of the enumerated appieations or reguests, which are acted apon’
¥ the ordinary course of busmess of the agency or office concemed

31,22, The goveriment office o¢ agency’s perlonmancs of & function withaut any. ne=d for dn
applcation or request shall not be includad i the Citizen’s Chansr. However, # the
pedormance of a function may be applied for or requested, it shall be considerad &
service and be included in the Cawan's Chaner.

31,221, Iftha periormance of atunction withoist any read for an applicaticn or nsguest
& an eyl pat = processing the service agplied for or requested, the
pertormance of the function shall be corsxiensd and written m the Citizen's
Charter a5 a step in the process for the defvery of the sarvice and shall not
:ﬁ:::mdemd as an indepanden! service by The govemmanl agency or

3123 Gowmment serdoss shall nclude the Erternal and Intermal Services of (he
povemment agency or office

11.23.1. External Services rafsr 1o goveimment sanices applied for or requested by
extemal citizens o chents or those whe do not form pan oe balong o the
govesnment agency or office providing ihe senace

31232 Internal Sarvices refer 10 govemment sarnces appited for or requested by
cilirens or chents wha are within the respective govemmeant agency or office,
such s, bul not hmted 1o, tx personnel o employees. whather fegular or
aontractiual Intermal senaces inchuds servioes such as, but nol lisled Io,
back-end'support services and reguiatory luncions related fp permitimg,
frensing. and issuance of a priviiege. nghl. rewand. chkearance. authenzation,
OF CONCesEn.

311, End-fo-end Process

3.1.3.4. Section 2 Rule Il of the [RR of RATI022 states that the Authortly shall adopt the
Wholeof-Government Approach m the streambnng of govemmeni services.

3132 Wholeod-Govemman! Apgroach entads the redew and harmonization of axisting and
apphcable (aws, requiations. Ssugrees, and policies lo make legal inferpretatices
consrslent soross agenoes, Interagency fewews shall be adopied for horizontal
integration oF end-to-end preessing m the dalivery. of government services.

313321, The reengneenng process shall includs an niecagency review ol key
permitting and kosnsing laws. niles. and issuances, with the end in view of

3033, invigw of the Wnale:of-Govemment Approach in reenginesnng govemment SEnvices,
the process or procsdure as well as the total processng time in the delivery of
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government sefyices witlen m the Cazen’s Chaner shall be end-to-end—from the
acceptance of e apphcation or requast with complets requirements, Becompanying
documents. and payment of fees, up 1 the Esuance of cadification or such simikar
documents approving o disspproving &n application of request

11331 It the step performed By anolher govermnment uni s & petformance of their
function but s an miegral part of the defivery of the secwce, it shoeld nol be
removed or separaled in the lolal processing hime

311332 1 & govenment servce involves ider-agency acions, the corresponding
processing time of the proceduire parformed by the olher govermment agency
shiall be reflected on the Cazen's Chader of the agency respansible for the
delivery of the senace which shall aiso apply 1o 2 nvoived govemment

SOEMES
32 Classification of Services

321, Pursuant to Section 3(a), Rule IV of the IRR of RA. 11032, specfic ransachions, processes,
senvices. of Boliviies that agences fail lo include and classfy shall be interpreted by this
Authodty. as simple fronsactions without prejudice on the par of the agency lo ask for
recongElarahon
33, Posting and Publishing of the Citizen's Charter

331, Asindicatad in the Par. 6.8.1. of ARTA M.C. No. 2015-002, the Cifren's Chates shall be posted
mﬁmmwwmmmhmmﬂum
agency. The Cilizen's Chaner Handbook shall also be accessible 1o the public for referenca on
the comprehensiva detais of the govemment senvices of the govemment agency.

3111 Information Billboard. Por Par, §.3.1.2. of ARTA M.C. No. 2019-002, (he Citwen s
Mhﬂm'deMhMEMMMWﬁ
the most conspicunus places of the govemiment agencies or offioes
33.1.1.1. All covered government agences should reflect all thes extemal senvices m

ther infarmiation billboards

33112 There & no prescribed formal, design, or size for the inlormation billboards
as long as it & dlear, readable. concse, and engaging 1o the ctizen of client
transacting with the govemmen| agency.

33010 A the minmum, the mformation Willbosrds should contain the lallowsng
details

Complete st of requirements

Reguired fees, d any

Name, desigriation. and offios of ifie persin responsitie per siep

Processing time

Procedue for filing complamts

33114 Al covered governiment agencies ghall come up with innovEive means 1o
dissgéminals they Clizee's Charlers, thiough the wse of display modalities
such as, but nol imited lo, decirone posfings, mobds apps, and inferactive
kicsks



ARTA

aediid Af Jedh raliiaieR

3.3,1.2 Handbook, Psr Par. 6.3.1.1. of ARTA M.C. No. 2019-002. ihe Citizen s Charter in the

form of & hendbook may follow ha suggesind formal prowded in Beferonce B —
Catzen's Charter Handbook Template with Instructions

33.1.2.1. All Handbooks shall be physically bound (e.g. kardbound, soft bound, of ing-
bound)

33122 There 1500 presonbed design or sue foe the Handbooks

13123 The foot style and fonl sizé indcated in Relerence B are only
recormmendatory

33124, The prescribed manner ol writing the miormancn shall be strictly followad as
Likgwise all the mlofmation ndicated in Refemsnce B shall be induded in the
Handbook

3.3.125. The Citzen's Chertar Handbaok may be placed 2 the windowsioounters of
each fronline office as # contains comprefiensive detsls of the sesvices
prowided by the govemmient agency

33.1.3. Online. In fne with Par, £.3.1.3. of ARTA M.C. No. 2019-002. the soft copy of the

Citizen's Charter Hamdbook shaf be uploadsd and postad on the official website of the
govemment agency.

List of Complets Clasified | Extmal and Intemal | August - Sepieimiber. | Submit via emal at
Govemimen! Senaces Services 014 compliance@arta gov ph
T Post 3l the main entrance or
Ciizen's Chanter ] :
information Bilboard External Services Dacember 6, 2018 ::nnﬂm
. i Sorvi Pecember, 2008 | Submt wa  emal at
I Mﬂﬂﬁ@ﬂﬂgph [In-
weong. March 31 2000 | Chtizen's Charter Handbook
External Services and Template with Instructions.
[ntemal Service |
£ (5 || December 6, 2019 |
Citizen's Chartee - Qnling/ ‘
Webshte Posting Uphoad i e offical websits
(Soft Capy of the. Soft Copy Angmarutmm mm'sgmmm |
Hantiiok) Emwmau
Intemal Services J
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