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Offfice of the Schools Division
Superintendent

August E5, £U£E5

DIVISIO}`TMEMORALNDLTP¥4
No.      3Q.7      ,s.2023

D[SSEMERAT]OH OF DRE.OUHROD.2C23.09 SC EFgT¥TrL.EE3
``IMPLEMENTATI0N OF THE CLIENT SATISFACTION MEASUREMENT

(CSM) FORM PRESCRIBED BY THE ANTI-RED TAPE AUTHORITY"

To:      Assistant schools Division superintendents
Chiefs, CID, and SGOD
Section /Unit Heads
Public Schools District Supervisors
Public Elementary and Secondary School Heads
AII Others Concerned

1.  This Office hereby disseminates DM-OUHROD-2023-0930 Entitled "Implementation of the
Client Satisfaction Measurement (CSM) Form Prescribed by the Anti-Red Tape Authorit5t'
to immediatalv imDle:i]ient the CSM Form at all governance levels in the Department

2.   For Schools, the ICT Coordinator or designated Personnel-in-charge shall be responsible
for  duplicating  and maintaining the  online  CSM  Form.  The  orfue  CSM  Form  can be
duplicated on this QR code or link: https: / /bit.1v/SchoolcsM.

3.  For the Division Office, the clients may give their feedback on this QR code or fink:
https://forms.office.com/r/HBPxvs9TP8.

4.   For more details, please refer to the attached memorandum.

5.  Tmmediat.e compliance and wide disseniination of. this Memoranduln is desired.

illill
SETTEH PFLI`SC+ILO P. PAULIN,

Schools Division SuperintendentS¥to#

Address: DepEd Cebu Province, lpHO Bldg., Sudlon, Lahug, Cebu City
Telephone Mos.: 0324249000
EmailAddress:c_ebu.r}rovipc_e@_d_e_p_a_d_.ELOL¥_.p_h_

Website: urww.cebuDrovince.deoed.Eov.oh
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OFFICE OF THE UNDERSECRETARY

HUMAN RESOURCE AND ORGANIZATIONAL DEVELOPMENT

MEMORANDUM
DM.OuHROD.2023-ap

TO                            :     UENDERSECRETARIES
AsslsTAnIT sBCRETARIEs
EgurREAur A"D sffiRVICE DERECT®Rs
REGEOFTAL D3RECTORS
SCHOOLS DFTESI®RT SUPERENTREREDEHBTS
EEL OTIEE;Rs cOHeEREED

FROM

SUBJECT

DATE

Underseorctary for Human Resorurce arnd C)rgcain:fional Developmer[± cnd,
DepEd CART Vise Chalxperson

IMPLEMENTATION OF THE ClilENT SATISFACTION MELASURERIENT
(CSM) FORM PRESCRIBED BY,THE ANTI-RED TAPE AUTHORITY

10 July 2023

Section  20  of  Republic  Act  (RA)  INo.11032   or  the  Ecrse  of Doirlg  8%sfriess  clrlc8  EjFct.erlf
Got/e77tme7i£ SG7utce Dezjz/eny Act of2018 mandate s government agencies to establish a feedback
mechanism and incorporate its results to the. annual agency report. Rule IV, Section 3(b) of the
lmplementin.g  Rules  and  Regulations  of  the  Law  lifewise  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  pgist  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 cif Human Resource and Organizational
I)evelopment-Organization Effectiveness Division  (BHROD-OED)  and processing of feedback
by the Public Affairs Service - Public Assistance Action Center (FAS-PAAC) and its counterparts
in the field offices and schools.

However,  the  issuance of ARTA Memorandum  Circular No.  2022-05  titled  Gtt2'dezi`7tes ott the
Hci„7'iondzec!   CZ{erL£  Sczti.srtzcti.orL  n4eczsttre77i€rit  (Enclosure   No.  .`'1)   requires   all   agencies   to
convert    its    feedback    mechanism    te    the    ARTA-prescribed    Client    Satisfaction
RTeasuremeat |CSM| Forrm for umif®rm reporfefmg. The harmonized CSM is a survey tool that
assesses  overall  satisfa.ction  and  perception  after  a  client  avails  an  external  (frontline)  or
internal service.

In t:his regard, this Memorandum is being issued to immediately irmplemeEt tine CSRE Form
aE  alfl  goveE[`mamce  levels  fn  the  Depagtmeut.  The  AFrl`A  provided  the  CSM  Form  in  two
fomiats: printed copy and online.

Room 102,  Rizal Building, DepEd Complex, Meralco Aye., Pasig City 1600

Telephone Nos.: (+632) 86337206, (+632) 86318494, (+632) 86366549
Email Address: u5ec.hrod@deped.gov.ph  I  Website: www.deped.gov.ph



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

On the other hand, the cmline 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
(SD0s) and Regional Offices (ROs). The Information Technology Officer (ITO) in ROB and SDOs
and ICT Coordinator/personnel in-charge in schools shall be reaponsible 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 RC)a may use  Google
F`orms, Microsoft Forms, or any other platform for their online CSM.

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

The action needed afld link to the online CSM Form template per gc>vemance level is specified
in Table  1 below.

Table 1 : Client Satisfaction Measurement per DepEd Governance Level
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inclusionln documents, emails, and IEC 4'--,.,.

materials3.malutain RO CSM Form4.generateR0CSMReport/s and forward to   iconcernedoffice/s5.submitROCSMresultstotheCentral

Office upon request
6.   collaborate with SDOs in using and

maintainin   their CSM FormDepEdCARTrepresentative/designated staff per

Link and QR

i  Central Office
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While the rermoval/aLdtli€£®n ®£ services and oEheF revisions care mat aELOTJ®d, 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 c)f s&id form.

AIl schools,  SD0s,  RO§,  and  C0  units  Shall gather a minimum  number of CSM  responses

E%s#r:gu:FsesAhRaT[Absea¥upEem:tgdct:[ctELeatgrAg_tph#g:±:g:;g=gg;=£:3%3g[m+::::±==£at[nFhuea£
consolidate  the  results  for  the  DepEd-wide  report  in  compliance  to  RA  11032and  to  the
Performance~Based Bonus eligibilfty requirements. The agency-wide report is due on the last
working day of Jannary of every year.

Implementatien of this Memorandum is effective immediately.

For     more     infomation,     please     contact     the     BHROD-OED     through     emall     at
citizenscharte3i@deped.gov.ph,

Enclosures: As stated
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