Republic of the Philippines
Bepartment of Education

Region VI-Western Visayas
SCHOOLS DIVISION OF KABANKALAN CITY

DIVISION MEMORANDUM

No. 347 ,'s. 2023 SEP 0.7 2073

IMPLEMENTATION OF THE CLIENT SATISFACTION ACTION
MEASUREMENT (CSM) FORM PRESCRIBED BY THE ANTI-RED TAPE
AUTHORITY

To: OIC Assistant Schools Division Superintendent
Chief Education Supervisors (SGOD and CID)
Public Schools District Supervisors
Elementary and Secondary School Heads
Functional Unit Heads
All Others Concerned

1. Herewith enclosed is a copy of DepEd Memorandum DH-OUHROD-2023-
0930 dated July 10, 2023 from Hon. Gloria Jumanil-Mercado, Undersecretary
for Human resource and Organizational Development and DepEd CART Vice
Chairperson, relative to Republic Act (RA) No. 11032 or the Ease of Doing
Business and Efficient Government Service Delivery Act of 2018, for information
and guidance.

< Relative thereto, all schools, learning centers, divisions, units and sections
under this division are hereby advised to adopt and use the DepEd prescribed
Client Satisfaction Measurement (CSM) Form in their respective offices.

3. Further, it is reiterated that the use of the Client Satisfaction Measurement
is one of the Criteria and Conditions in scoring accomplishments of government
agencies in qualifying and granting its annual Performance Based Bonus as per

Inter-Agency Task Force Memorandum Circular No. 2023-1 dated August 22,
2023.

4. Immediate dissemination of and compliance with this memorandum are
desired.

Office of the Schools Division Superintende%



INTER-AGENCY TASK FORCE ON THE HARMONIZATION OF
NATIONAL GOVERNMENT PERFORMANCE MONITORING, INFORMATION AND REPORTING SYSTEMS
(Administrative Order No. 25 S. 2011)

TO

MEMORANDUM CIRCULAR NO. 2023- 1

August 22, 2023

ALL HEADS OF DEPARTMENTS, BUREAUS, OFFICES AND OTHER
AGENCIES OF THE NATIONAL GOVERNMENT, INCLUDING
CONSTITUTIONAL COMMISSIONS, OTHER EXECUTIVE OFFICES,
CONGRESS, THE JUDICIARY, STATE UNIVERSITIES AND COLLEGES,
GOVERNMENT-OWNED OR-CONTROLLED CORPORATIONS, LOCAL
WATER DISTRICTS, AND LOCAL GOVERNMENT UNITS

SUBJECT: GUIDELINES ON THE GRANT OF THE PERFORMANCE-BASED BONUS

(PBB) FOR FISCAL YEAR 2023 UNDER EXECUTIVE ORDER (EO) NO. 80,
S. 2012 AND EO NO. 201, S. 2016

1.0

PURPOSE

This Circular is being issued to prescribe the criteria and conditions for the grant of the
PBB for FY 2023 performance, to be given in FY 2024. Achieving a prosperous,
inclusive, and resilient society through economic transformation requires the practice
of open, efficient, and accountable governance. In pursuit of the goal of the Philippine
Development Plan (PDP) 2023-2028 to practice good governance and improve
bureaucratic efficiency, the FY 2023 PBB will contribute to raising the productivity,
performance, transparency, and accountability of government agencies and
employees, using the enhanced Results-based Performance Management System
and the simplified Performance-based Incentive System.

The four (4) accountability dimensions — Performance Resulis, Process Results,
Financial Results, and Citizen/Client Satisfaction Results remain relevant in achieving
the PDP goals such as good governance and bureaucratic efficiency. The FY 2023
PBB through the Performance and Financial Results, will intensify transparency and
disclosure in public spending information through the timely delivery of government
programs and projects even during periods of adversity, such as health emergencies
and natural hazards like the COVID-19 pandemic. For Process Results, ease of
transaction in government services may be achieved through the continuous full
implementation of process improvement efforts contributing to the Ease of Doing
Business and Efficient Delivery of Government Services and strengthened adherence
to quality management programs. Further, getting the citizen's feedback to ensure that
the transacting public is satisfied with the delivery of public services is monitored under
the Citizen/Client Satisfaction Results.



Bepartment of Education

OFFICE OF THE UNDERSECRETARY
HUMAN RESOURCE AND ORGANIZATIONAL DEVELOPMENT

MEMORANDUM
DM-OUHROD-2023-D450

TO : UNDERSECRETARIES
ASSISTANT SECRETARIES
BUREAU AND SERVICE DIRECTORS
REGIONAL DIRECTORS
SCHOOLS DIVIEION SUPERINTENDENTS
ALL OTEERS CONCERNED

FROM ;. GLORIAMIUMAMIL-MERCADC
Undersecretary for Human Resource and Organizational Development and
DepEd CART Vice Chairperson

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

DATE : 10 July 2023

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

In the past years, the Department of Education (DepEd) was able to comply with the
abovementioned requirements through the implementation of a DepEd-wide Citizen/Client
Satisfaction Survey (CCSS) Form led by the Bureau of Human Resource and Organizational
Development-Organization Effectiveness Division (BHROD-OED) and processing of feedback

by the Public Affairs Service - Public Assistance Action Center (PAS-PAAC) and its counterparts
in the field offices and schools.

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

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

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

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

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

Table 1: Client Satisfaction Measurement per DepEd Governance Level

 CSM Form (Online) -

Gog:‘::lnce Action Neeged ' for duplication and
- . implementatica
[CT Coordinator / admin in-charge 7 |
1. collaborate with the ITO on the use and i
maintenance of the School CSM Form;
ensure setting on Form shows “Accept httos: / /bit.]v/SchoolCSM |
Responses” | i
| | 2. generate QR code/link for posting in _ fm] Bl
' School g conspicuous places in the school and ‘yhgy”‘ﬁ;ﬁi"#%.:&
i inclusion in documents, emails, and [EC | %,:%&f }.}&gﬁ;
materials f b ‘?-‘Mﬁ”‘.ﬁa’&:i;‘.;
3. maintain School CSM Form @@M@«
4. generate School CSM Report/s and | agent Tl
forward to concerned office/s _,
‘ | 5. submit School CSM results to the Central |
1 | Office upon request o
| | IT Officer in SDO to |
‘ 1. duplicate RO CSM Form and save on SDO l
drive and change setting to “Accept |
? 5 Responses”
2. generate QR code/link for posting in | hitps.//bit.le /SDOCSM
conspicuous places in the SDO and i
| inclusion in documents, emails, and IEC Pmpied e <gd g
kel e Tl
= | 3. maintain SDO CSM Form o &’ﬁ% Lbas;
| | 4. generate SDO CSM Report/s and forward fnpepEil
| ’ to concerned office/s | @%}%&%
5. submit SDO CSM results to the Central Wi g ﬁ
Office upon request |
6. disseminate School CSM Form to schools |
‘ and assist them in the use and :
. maintenance of said Form
| IT Officer in RO to
Regional 1. duplicate CSM Form and save on RO drive httos://bit 1y ROCSM

2. generate QR code/link for posting in ,

3

i

! i “ »
| Office 1 and change setting to “Accept Responses

g

i __conspicuous places in the RO and
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"7 inclusion in documents, emails, and IEC
i materials
; 3. maintain RO CSM Form
|

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

5. submit RO CSM results to the Central
Office upon request

6. collaborate with SDOs in using and

‘ maintaining their CSM Form ’

DepEd CART representative / designated staff per |

i

office to |
1. generate QR code/link for posting in | Link and QR code to
conspicuous places in the CO and | be emailed separately
i inclusion in documents, emails, and IEC | per CO office. In the
| Central Office | materials | meantime, offices may |
5 2. maintain CSM Form . start using the hard |
3. generate CSM Report/s and forward to copy of the CSM ,
‘| concerned office/s Form. ;
‘ i 4. submit CSM results to the PAAC upon
| request i AR

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

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

Implementation of this Memorandum is effective immediately.

For more information, please contact the BHROD-OED through email at
citizenscharter@deped.gov.ph.

Enclosures: As stated
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Enclosure No. 3 — Guide to the Dissemination and Use of the DepEd CSM Form

(Cemmvesan
SUD VTR R H0SI T 4
12 Gpaord da, -300) ¢
tmow e R T i
HELP US SERVE YOU BETTER!
This Ctiant Satistaction Meas: t ({CSM) racks the customer experience of government offices. Your feedback

on your resently concluded transaction will help this office provide a better sanvice. Persenal information shared will
L kepl wanidadenitial arad you alivays bave the option W 2ol answer this form.,

Client type: T Citizen T3 Busingss T Govemmant (Employee or zrolor agsncy)

Date: - Sex: O Ma» O Female Age:

Hegion of reswence: Service Availed:

INSTRUCTIONS: Check mark (+') your answer 10 the Cltizen's Charter (CC) questions, The Citizen's Charter
1S an official gecument that refleets the services of a govemment agency/otiice Including s requirements, fees,
and processing times among others.

CCt Whicn of the folfowing best describes your awareness of a CC?
G 1. tkeow what a ©C is and ! caw this office's
32 Vieww wisst w GG G Sut ) i) NOT sue this uifivs’s GG,
T3 1 arned of tha OC only whan [ siw this office’s CC,
2 4. | do notknoree what a CC is and § did 6t 560 one in this office. (Answer TN on CG2 ad CC3)

cC2 If aware of CC (answered 1-3 in CC1), would you say that the CC of this office was ...7

1 Faey o soan M4 Norvishle arall
7 2. Somewnal oasy 10 so0 15 . NA

3 3. Difticeit 1o see

CcC3 Itaware of CC (answered cedes 1-3 in CC1), how much did the CC heip you in your ransaction?

3 1. Holped vary ruch 3 3. Did oot heip
O 2. Somgetat wiped 34 NA
INSTRUCTIONS:

For SQD -8, please put a check mark () on the column that best COIresponds to your answar,

(e o - Vo o NA
s @ S A BN/ Nt
Swoagly | Disegree | Neitwr Agree | Agree | Strongly | Aepieabie
O T P e O A D 0, - ) e D100 Dig2GIOY Agres
SQDO. | am satsiod with the sanvice that |
availed. i
SQD1. i spent a reazonabie amount of time for i
my ransaction, ]
SQD2. The office foliowed the transacton’s i
requirements and steps based on the 3

| infarmatinn pravidad

SQD3. The steps (inciuding payment) { needed
10 do lor my transaction wese aasy and simple.
SQD4. | easily found information aboul my
transacton from the office or its wabsite. :
SQ0s. i paid a ressonahle amount of fees for {
my transaction. {
SQDS. | feet the olfice was fair 1o everyone, or i {
*walang palakasan’, duting sy tansaction. i ;
SQD?7. | was treated courteously by the staff, H {
and {f asked for heip) the stafl was helpful.
SQ08. | got what | needed from the
government offica, or (if denied) denial of
L Jequast was sufficiently explained to me.

Suaqestions on how we can further improve our senvices (optional):

Email address {nptional)” o -

THANK YOU!




Control No: AI-RED TAPE ATHORIY

CUDIT SATISFACTIOH NEASUREMDHT FORM
P3A Agproval Hao IRTA-2242-3
Bgirec ea 31 2ty 1022

(Insert agency logo here) (insert agency name here)
HELP US SERVE YOU BETTER!

This Client Satisfaction Measurement (CSM) tracks the customer experience of government offices. Your feedback
on your recently concluded transaction will help this office provide a better service. Personal information shared will
be kept confidential and you always have the option to not answer this form.

Client type: O Citizen [ Business (I Govemnment (Employee or another agency)

Date: Sex: O Male O Female Age:

Region of residence: Service Availed:

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

CC1 Which of the following best describes your awareness of a CC?
[3 1.t know what a CC is and ! saw this office's CC.
0 2. t know what a CC is but | did NOT see this office’s CC.
0 3. Hearned of the CC only when | saw this office’s CC.
2 4. 1 do not know what a CC is and | did not see one in this office. (Answer ‘N/A’ on CC2 and CC3)

CC2 If aware of CC (answered 1-3 in CC1), would you say that the CC of this office was ...?
3 1. Easy to see CJ 4. Not visible at all
{1 2. Somewhat easy to see 0O 5. N/IA
01 3. Difficuit to see

CC3 If aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?

0 1. Helped very much (1 3. Did not help
(0 2. Somewhat helped 0O 4. NJA
INSTRUCTIONS:

For SQD 0-8, please put a check mark (v) on the column that best carresponds to your answer,

{a s ; (e A N/A
Strongly | Disagree | Neither Agree | Agree | Strongly | Applicable
Disagree nor Disagree Agree

SQDO. | am satisfied with the service that |

availed.

SQD1. | spent a reasonable amount of time for

my transaction.

SQAD2. The office followed the transaction’s
requirements and steps based on the
information provided.

SQD3. The steps (including payment) | needed
1o do for my transaction were easy and simple.
SQD4. | easily found information about my
transaction from the office or its website.
SQDS, 1 paid a reasonable amount of fees for
my transaction.

SQDS. | feel the office was fair to everyone, or
“walang palakasan”, during my transaction.
SQD7. | was treated courteously by the staff,
and (if asked for help) the staff was helpful.
SQD8. | got what | needed from the
government office, or (if denied) denial of
request was sufficiently explained to me.

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

Email address (optional):

THANK YOU!
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Republic of the iablh‘qpmes"

Department of Education
REGION VI - WESTERN VISAYAS

REGIONAL MEMORANDUM AUG 31 7023

No. (Led// s. 2023

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

To:  Schools Division Superintendents
All Others Concerned

1. Enclosed is a copy of DepED Memorandum DH-OUHROD-2023-0930 dated July 10,
2023 from Hon. Gloria Jumamil-Mercado, Undersecretary for Human Resource and
Organizational Development and DepEd CART Vice Chairperson, relative to Republic Act (RA)
No. 11032 or the Ease of Doing Business and Lfficient Government Service Delivery Act of

2018, for information and guidance.

2. Immediate dissemination of this Memorandum is desired.

RAMIR B. U\’ngco EdD, CESO III
‘ Regional Director

Incl:
As stated

References:
DepEd Memo. DM-OUHROD-2023-0930

To be indicated in the Perpetual Index
under the following subjects:

BUREAUS AND OFFICES LEGISLATION AMENDMENT SCHOOLS

“%»,  Address: Duran Street, Iloilo City, 5000

"a. Telephone Nos: (033)509-7653; (033)336-2816
§ Email Address: region6@deped.cov.ph
Website: region6.deped. gov.ph




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

IS WL RGTREHY :
AL T ATKEIEA S ST
ARG RV
e R LT

Control Na: ____

This Client Satisfaction Measurement (CSM) tracks the customer experience of government offices. Your feedback
on your rganliy concluded ransaction will he'lp this office provide a better servics. Personal information shared will
L el canlidendiad ard you always have e ption W ael answr Uis fomn,

Client type: T Citzen 3 Business 13 Government {Smployoe or fnothar agunay)

Date:

Sex: Qs T ferale Aga:

Heqron ot Service Avénled:

e

INSTRUCTIONS: Cheek mark (+) your answer o the Cltizen's Charler (CC) questions. The Citizen's Charter
is an onicial doeument that reflects the services of a govarnment agency/aiice incluging iis requirermunts, fees,
and progessing times among othars.

CCH

Whicn of the folfowing best describes your awarensss of a CC?

Tt Hknow what a ©C is and 1 saw tHs olfics’s CG.

T2 b wtags o GG by Gt ) gi) NOT s thiss il GG,

0 3 fizamed of tha CC omy whon | saw is oifice’s CC, “

T 4. I do notkngw what a CC is and | did not see or in Bis offion. (Arswer NIV on G52 and cCy)

cc2z If aware of CC {answered 1-3in CG1), would you say that the CC of this office was .7
11 Facyloses M Netvisinla ot 2%

3 2. Somewnat ea5y to see T8 NA

(1 3. Ditficuit to see

GC8  lraware of CG (answered codes 1-3 in CC1), how much did the GG help you in your transaction?
3 1. Halped very mugh (3. Did not nalp

Ul 2. Somewhat heiped 14, Nta

INSTRUCTIONE:
For SQD 0-8, please put a check mark {v') on the column that best COITBSpONGs L your answer,

) AN = A Shut? Nt
Stengly | Dosegrer | Neiter Agree | Agese | Sirorgly | Areteatle
sk arion] .1 Disagras | _Lnor Bisagres Agres
5QD0. | am satstad with the seréce that |
availed. {
SQD1. 1 spent a reazonable amaunt of e for i
my transacton.

$QD2, The office folowed the transaction’s
requirements and steps bassd on the
infernatinn provide.

SQ03. The steps {inciuding payment) | needad
10 do for my Iransaclion were sasy and simple.

SQD4. | easily found information aboul my
rransacton from the office or its webaite.

SQDs. | paid a raasonahle amount of feas for
my transaction.

SQ0S, | fee! the office was fair ta everyone, or
“walang paiakasar’, Guring oy transaction.

SQD7, | was treated courteously by the siaif,
and (i asked for help) the staff was helpful,

SQN8. | gat what | nesced from the
government offics, or (if denied) denial of
request was sufficiently explained 1o ma.

Sugaestions on how we can further improve aur services {aptional):

Email addrass (aptinnai)*

THANK YOuU!




