Bepartment of Education

REGION VII - CENTRAL VISAYAS
DIVISION OF CITY SCHOOLS - TAGBILARAN CITY

Office of the Schools Division
Superintendent

September 14, 2023
DIVISION MEMORANDUM

No. 403 ; 192003

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

TO Division Office Personnel
Public Elementary and Secondary School Heads
All Others Concerned

1. For the information and guidance of all concerned, attached is the DepEd
Memorandum from the Office of the Undersecretary for Human Resource and
Organizational Development regarding the implementation of the Client Satisfaction
Measurement (CSM) Form prescribed by the Anti-Red Tape Authority.

2. In this regard, all public elementary and secondary schools are directed to convert
their feedback mechanism to the ARTA-prescribed Client Satisfaction Measurement (CSM)
Form and to immediately implement the said feedback mechanism for uniform reporting.
Attention is also invited to paragraph 1 of the said Memorandum relative to the purpose
and requirements of the feedback mechanism.

3. For details, please refer to the said Memorandum, the CSM Form and other relevant
documents.
4. Wide and immediate dissemination of this Memorandum is highly desired.

WILFREDA B. BONGALOS PhD, CESO V
Schoots Divisjon Superintendent j/

WDB/EQA/ADMIN/atm

& Address: H. Zamora St., Dampas, Tagbilaran City, Bohol
\ DQTJED Telephone Nos.: (038)427-1702; (038)427-2506; (038)422-8177
(038)427-6718; (038)544-2147
MA'I:%TAG Email Address: tagbilarancity.division@deped.gov.ph
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REGIONAL MEMORANDUM
No.O 6 0 B, s. 2023

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

To:  All Schools Division Superintendents/OICs
All Division Public Assistance Coordinators
All Others Concerned

. For the information and guidance of all concerned, attached is DepEd
Memorandum from the Office of the Undersecretary for Human Resource and
Organizational Development, regarding the implementation of the Client Satisfaction
Measurement (CSM) Form prescribed by the Anti-Red Tape Authority.

2. Hence, this Office hereby disseminates and requests all schools division offices to
convert its feedback mechanism to the ARTA-prescribed Client Satisfaction Measurement
(CSM) Form and to immediately implement the said feedback mechanism for uniform
reporting. Attention is also invited to paragraph 1 of the said Memorandum, relative to
the purpose and requirements of the feedback mechanism.

3. For further details, please refer to the said Memorandum and its other relevant
documents.
4. Immediate dissemination of and compliance with this Memorandum is enjoined.
e
{ J

SALUSTIANO T. JI NEZ JD, EdD, CESO
Director IV
Regional Director

SLUEYAPAUARY

Address: Dofla M. Gaisano St., Sudlon, Lahug, Cebu City
Telephone No: 09457623193
Email Address: region7 @deped.gov.ph
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TO : UNDERSECRETARIES
ASSISTANT SECRETARIES
BUREAU AND SERVICE DIRECTORS

REGIONAL DIRECTORS C? A% lma

SCHOOLS DIVISION SUPERINTENDENTS
ALL OTHERS CONCERNED

FROM ; GLOMMERCADO

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
ahovementioned 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 Actior: Center (PAS-PAAC) and its counterparts
in the field offices and schoals.

However, the issuance of ARTA Memorandum Circular No. 2022-05 titled Guidelines on the
farmonized Client Satisfaction Measurement (Enclosure No. 1) requires all agencies to
convert its feedback mechanism teo the ARTA-prescribed Client Satisfaction
Measurermnent (CSM) Form for uriform 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 ievels in the Department. The ARTA prowded the CSM F‘omv in two
formats: printed copy and online. .

JUL 13 a2

Telephone Nos.: (+632) 86337206, {(+632) 86318494, {+632) 86366549

Room 102, Rizal Building, DepEd Complex, Meralco Ave., Pasig City 1600 /]Jl et
e
Email Address: usec.hrod@deped.gov.oh | Website: www.deped.gov.ph L
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MEMORANDUN CIRCULAR NO. _2022-05
SERIES OF 2022

FOR: ALL GOVERNMERNT AGENCIES AND OFFICES COVERED &Y
REPUBLIC ACT NO. 11032 INCLUDING LO “, L
GOVERNMENT UNITS (LGUs), GOVERNMENT-OWNED OR -
CONTROLLED CORPORATIONS {GOCCsj, LOCAL WATER
DISTRICTS, STATE UNIVERSITIES AND COLLECES (8UCs;j,
AND OTHER GOVERNMENT INSTRUMENTALITIES

SUBJECT: GUIDELINES ON THE IMPLEMENTATION OF TRHE
HARMONIZED CLIENT SATISFACTION MEASUREMERT

DATE: 20 September 2022

1.7 Pursuant to Secticn 20 of the Republic Act (RA) No. 11032 (RA Na. 11032;
or the Ease of Doing Business and Efficient Govemment Service Delivery .—l.’::
of 2018, which amended and renumbered Section 10 of R.A. No. 8488 or the

4niti-Red Tape Act of 2007 to Section 20, a feedback mechanism shali be

31‘ blished in ali government agencies covered under Section 3 of R.A. No.

1032.

-

1.2 Section 23 (b), Rule IV of the Implementing Rules and Regulations (IRR) of
R.A. 11032 also siates that "All agencies shall embed feedback mechanisms
and client satisfaction measurement in their process imgrovement efioits. The
agency shall repont {o the Authority the resuits of the Client Satisfaction
Survey for each service based on the guidelines to be issued by e
Authority.”

1.3 ARTA mMemorandum Circular (MC) No. 2019-002 provides that the Client
Satisfaction Measuremeitt (CSM) report of all government agencies shall be
submiftted to the Authority on or before the last working gay of January of
every year.

2. PURPOSE

2.1.Promoting the adoption of a harmonized and standardized framework in
measuring client satisiaction across all levels of the government will ensure
continuous improvement and enhancement of service promise towards a
more meaningfui client-centered Citizer’s Chanter.

PSR 5




Guide to the Dissemination and Use of the DepEd CSM Form

-
Numbes the forms ey .I
handwritten or.stamp !

e et e s

The Form provided by

1

P -(;“a

Congrol No: __

o o e —

iy =W
HELP US SER
Tris Chignt Sallslaction Measuremant (CSM) recis the custamer experience of govermment nifices. Your feedbsck
Qa your viog irangacilon wib help this office provids a batier sanvice. Pergonal infarmetion shared will
L At wunillillal fned you always have e optlon 1o nol angwor Wis fonm,

Cliont typo: i Cezen 2 Busineos (03 Govommant (Eniployoc of orothar agendy)
Dale: =g Age:
Heqion of resiience: Servicy Avadod:

Sex: O Mate O Femzie

INSTRUGTIONS: Check mark () your answer o thg Citizen's Charer (CC) questions. The Cilizen's Charter
I3 &N oMicial aecument tNal fetiacs iNe Services ol & goverament Wﬂmm mwluding its roquireineiis, fovs,
Bnd ptocassing imas among others.

q_cs Which of the folicwing bast desceibes your awareness of 2 CC?
Z 1. U nowwhat a OF is and | 40w 'Tis 0/6c'5 CC
2 D heun e i OO b ot 1l IVOT b it WTs GC.
0 3. | sarnod of 53 CC ony whon | saw ihis oficss CC.
£ 4, | do not know what 2 OC is sd | i ik 580 0n0 in Exis olfice, (Armwer HiiA’ on CC2 sad CC3)

Il aware of CC (answered 1=3 in CG1), vould you say that the CT of this olfice was ...7
{31 Fasyingsa 7 4 o vighhln o all

O 2 Semewral 887y 1 360 05 A

£ 3. Difievii &2 see

cc2

1l aware of CG (answered codas 1-3 In GC1), how much did the GC help you in your trensacion?
O 1. Halped very muth 9. 0id not help
01 2. Semoatat no2ad L1 4. wA

INSTRUCTIONS:
Fer SQD 0-8, pleass put a check mark (v} on the column hal bes! comaspunds 10 YOl ansnar,

OO

| | Swongly | Dasgwe | Neilwr Agree | Agres | Sirongly Appichuie.
e 5 SRt L)

[5G0, 1 am sa¥ehou with e Servea ihai 1| i

avalied,

SQD1. 1 spant a reascnibie amount of s for 1
my rangachon. :
5002 The ofice jetowad tho tansacton's [
requvements and steps based on e
intarmatian povecdan. i
SQD3. T {nouding payment) { neeced ]
1o do lor my ransaciion wess easy ord aimpis,

f

! ’ i ¥4 "

i ARTA'is print-ready but
5 i e Lo e :

: b

i

| PP SRR e SR S

B S S S
i ‘Questions on the :
i Cltizen’s Charter: i
! For offices with services
| declared in the Citizen’s '
i Charter - leave this asis. ;
i Otherwi: : i

cross'this out. |

i Translation to the local
§ language is allowsd. The
i; Filipino version may

! also'be used..

OD4. | aasiy lound injormation aboul avy |
wransecton from 1he or Its wabsite. i
SQDE. | paid 8 /easonahle amaunt of fees for

iransaction,
S0D5. | lgal the office was foir 1o everyone, of ! :
| “walang palekasard, curing ry rarsaction. ! !
BO07, | was freatad counsously by the sia, |
and (1 eskad for nelp) the telf was helptul. |
SQDs. | got what | needed lrom the
governmend offics, or (Il denled) danial of
renugs! wes sufficiently explemadto me. |

U DR PRSI ES

Sugqestions on how we can furthes improve our services (oplional):

-

Email addrzes (opHonal): . . S

THANIK YOUL

“Recycled paper canalso be used only
1f the reverse side does not contain
_sensitive and/or confidential
“information.

———— -

R S T N, e Yy

an be resized as long it is stil




* Control No:

SQD5. Nagbayad ake ng makatwirang halaga
para sa aking transaksyon. (Kung ang sebisycay
ibinigay ng libre, maglagay ng isek sa hanay ng
NA)

SQD6. Pakiremdam ko ay patas ang opisina
sa lahat, o "waleng palakasan’, sa aking
transaksyoil,

SQD7. Magalang akong trinato ng mga
tauhan, at (kung sakali ako ay humingi ng
tuleng) alam ko na sila ay handang tumulong
sa akin,

SQD8. Nakuha ko ang kinakailangan ko mula
sa tanggapan ng gobyerno, kung tinanggihan
man, ilo_ay sapat na ipinaliwanag sa akin.

Mga suhestiyon kung paano pa mapapabuti pa ang aming mga serbisyo (opsyonal);

-

Email adcress (cpsyonal):

MARAMING SALAMAT!



- Contrel Not___ -« .

{Bersyon para sa On-site Sarbey)

{lagay ang logo at pangalan ng ahensya dito)

-

TULUNGAN MO KAMI MAS MAPABUTI ANG AMING MGA PROSESO AT SERBISYO!

Ang Client Satisfaction Measurement (CSM) ay naglalayong masubaybayan ang karanasan ng taumbayan
hinggil sa kanilang pakikitransaksyon sa mga tanggapan ng gobyerno. Makatutulong ang inyong kasagutan ukol
sa inyong naging karanasan sa kakatapos lamang na transaksyon, upang mas mapabuti at lalong mapahusay
ang aming serbisyo publiko. Ang personal na impormasyon na iyong ibabahagi ay mananatiling kumpidensyal.
Maaari ring piliin na hindi sagutan ang sarbey na ifo.

-

Uri ng Kliyente; 0Mamamayan O Negosyo O Gobyerno (Empleyado o Ahensya)

Petsa: Kasarian: O Lalaki O Babae Edad:

Rehiyon: Uri ng transaksyon o serbisyo:

PANUTOQ: Lggyan ng tsek (V') ang iyong sagot sa mga sumusunod na katanungan tungkol sa Citizen's Charter
{(CC).lto ay isang opisyal na dokumento na naglalaman ng mga serbisyo sa isang ahensya/opisina ng gobyerno,
makikita rito ang mga kinakailangan na dokumento, kaukulang bayarin, at pangkabuuang oras ng pagproseso.

cc Alin sa mga sumusunod ang naglalarawan sa iyong kaalaman sa CC?

1. Alam ko ang CC at nakita ke itc sa napuntahang opisina
a 2. Alam ko ang cc pero hindi ko ito nakita sa napuntahang opisina
0 3. Nalaman ke ang CC nang makita ko ito sa napuntahang opisina

1 4, Hindi ko alam kung ano ang CC atwala akong nakita sa napuntahang opisina (Lagyan ng tsek ang ‘N/A’ sa CC2 at
CC#& kapag ife ang iyong sagot)

cc2 Kung alam ang CC (Nag-tsek sa opsyon 1-3 sa CC1), masasabi mo ba na ang CC nang napuntahang

opisina ay...
0 1. Madaling makita O 4. Hindi makita
O 2. Medyo madaling makita 0O 5. N/A

O 3. Mahirap makita

Cccs3 Kung alam ang CC (nag-tsek sa opsyon 1-3 sa CC1), gaano nakatulong ang CC sa transaksyon mo?

-
0O 1. Sobrang nakatulong O 3. Hindl nakalulong
O 2. Nakatulong naman O4.N/A

PANUTO:
Para sa SQD 0-8, lagyan ng tsek (v7) ang hanay na pinakaangkop sa iyong sagot. )

PO O E w

Lubos na Hindi Labis na Not
- B -
hindi sumasang | Walang Sumasan | sumasa | Applicable
sumasan ayon kinikllingan gayon ngayon
gayon

SQD0. Nasiyahan ako sa semisyo na aking
natanggap sa napuntahan na tanggapan.

SQD1. Makatwiran ang oras na aking ginugol
para sa pagprosese ng aking transaksyon.
L.

SQD2. Ang opisine ay sumusunod sa mga |
kinakailangang dokumenic at mga hakbang
batay sa impormasyongd ibinigay. |
SQD3. Ang®mga hakbang sa pagproseso,
kasama na ang pagbayad sy madali at simple
lamang.

SQD4. Mabilis at madali akong nakahanap ng
impormasyon fungkol sa aking transaksyon
mula sa oplsina o sa website nito.




Control No: _ 001 RED UPEATHORITY

(Insert agency logo here) (Insert agency name here) ]
HELP US SERVE YOU BETTERI

This Client Satisfaction Measurement {CSM) tracks the customer experience of govemment oflices. 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 0 Business O Govemment (Employee or another agency)
Dater bt Sex: O Male O Female Age:

Region of residence: Service Availed:

INSTRUCTIONS: Check mark (v") your answer to the Cilizen'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.

CCt Which of the following best describes your awareness of a CC?
3 1. | know what 2 CC Is and | saw this olfice’s CC.
3 2. | know what & CC s but | did NOT see this office’s CC.
O 3. { learned of the CC only whan { saw this offica’s CC.
O 4. 1 do not know what a CC is and 1 did not ses ane In this office. (Answer ‘N/A’ on CC2 and CC3)

ccz2 If aware of CC (answered 1-3 in CC1), would you say that the CC of this office was ...?
0 1. Basy to see 0 4. Not visible at all
1 2. Somewhat easy to see 0 5. NA
[ 3. Difficult o see

CcC3 If aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?

O 1. Helped very much O 3. Did not help
3 2. Somewhat helped O 4. N/A
INSTRUCTIONS:

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

D QO LEL

Strongly | Disagree | Nefther Agree | Agres ( Strongly | Applicable
Disagree nor Disagree Agree

SQDO. | am satisfled with the service that |
avalled.

SQD1T. | spent a reasonable amount of time for
my transaction.

SQD2. The office fallowsd the transaction’s
requirements and steps based on the
information provided.

SQD3. The steps (including payment) | needed
to do for my transaction were easy and simple.
SQD4. | easily found information about my
trangaction from the office or its website.
$QDs. | pald a reasonable amount of fees for
my transaction.

SQDE. i 'feal the office was fair to everyons, or
“walang palakasan’, during my transaction.
SQD7. | was treated courteously by the staff,
| and (it asked for help) the staff was helpful.
SQD8. | got what | needed from the
government office, or (if denied) denfal of
request was sufficiently explained to me.

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

Email address {optional):

THANK YOU!




materials

3. maintain RO CSM Form

generate RO CSM Report/s and forward to

concerned office/s

5. submit RO CSM results to the Central

J Office upon request

6. collaborate with SDQOs in using and |
maintaining their CSM Form I

| DepEd CART representative / designated staff per |

inclusion in documents, emails, and IEC E
i

S

| office to | |

j 1. generate QR code/link for posting in Link and QR code to |

1 conspicuous places in the CO and be emailed separately |

1‘ inclusion in documents, emails, and IEC per CO office. In the

i 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.
| 4. submit CSM results to the PAAC upon
; request

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 marerials
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

Room 102, Rizal Building, DepEd Complex, Meralco Ave., Pasig City 1600
Telephane Nos.: (+632) 86337206, (+632) 86318494, (+632) 86366549
Email Address: usec.hrod@deped.gov.ph | Website: www.deped.gov.ph



2.2. Considering the diverse function of government offices, it has been difficult to
measure and compare the service performance of government agencies.
Furthermore, client satisfaction surveys have been conducted through
different methodologies and have been submifted to different government
bodies. As a result, there is a need to develop a client satisfaction survey that
is applicable to every government agency and is reported in a uniform manner.

2.3. The Anti Red Tape Authority (Authority) developed the harmonized CSM for
agencies as an after-service availment survey that will assess the overall
satisfaction and perception of clients on the government service they availed.
This will provide relevant feedback to the agency on the quality of service they
are providing. The oufput and results of the CSM shall be incorporated in the
agency's Report Card Survey (RCS) under the Overall Survey Resulits.

2.4.This Memorandum Circular is issued fo provide all government agencies
covered by R.A. No. 11032 with instructions and guidance on the use of a
harmonized CSM tool. Other agencies not covered by R.A. 11032 have the
option to use the said tool.

3. COVERAGE

These Guidelines shall be adopted by all government agencies and offices covered
under Section 3 of R.A. No. 11032 including Local Government Units (LGUs),
Government-Owned or -Controlled Corporations (GOCCs), Local Water Districts,
State Universities and Colleges (SUCs), and other Government Instrumentalities.

4. GENERAL GUIDELINES

4.1. As mandated by Section 3 (b), Rule IV of the IRR of R.A. 11032, client
satisfaction feedback shall be gathered for all services offered by the
government agency. This shall include both External and Internal Services.

4.1.1. As defined in Section 3.1.2.3 of ARTA M.C. No. 2019-002-A:

4.1.1.1. External Services refer to government services applied for
or requested by external citizens or clients or those who do
not form part or belong to the government agency or office
providing the service.

4.1.1.2. Internal Services refer to government services applied for or
requested by citizens or clients who are within the respective
govemment agency or office, such as, but not limited to, its
personnel or employees, whether regular or contractual.

PP sMARTER rMifratives BETTER CHILIPRINLS




lection Mechanism. The manner and tirne interval of the collection
of paper survey questionnaires shzall be at the discretion of the agencies
and offices. It shall be brief to maximize the responses and shall
meintain the confidentiality of clients. {f convenient, agencies are
ancouraged to utilize their PACD for the collection mechanism

£

CEM Questions. All government agencies are mandated to use the
*\,Su' guestions prescribed by the Authority as stated in Annex A -
Client Satsaci:on Measurement Ouesuonna:re of this Memorandum
Circuiar. The CSM includes three (2) questions related to the Cilizen's
Charter. one (1) guestion related to the client’s overall satisfaction with
the service availed of, and eight (8) questions retated w ihe following
Semvice Quality Dimensions (SQD):

2.} Responsiveness - the willingness te help, assist, and provids
prompt service cmz ns/clients.

aliability - the promsnon of what is needed ~nd =hny wras
promised, following the paiicy and atandards. with za to ¢

Access and Facifities — the convenience of location, amnic
amenities for comfortable transactions, use fclea signagses
and modes of technoiogy.

d.; Communication -- the act of keeping citizens and clients
informed in a language they can easily understand, as well as
fistening ‘o their feedback.

Costs — the satisfaction with timeliness of the billing, billing
process/es, oreferred methods of payment. reasonable
nayment period, value for money, ihe acceptable rangs of
costs, and gualitative information on the cost of each servics.

f.} Integrity — the assurance that there is honesty, justice, fairness.
and trust in each service while dealing with the citizens/clients.

g.) Assurance - the capability of frontline staff 1o perform their
duties, product and service knowledge, understand
citizen/client needs, helpfulness, and good work relationships

h.} Outcome — the extent of achieving outcomes or realizing the
intended benefits of government services.
<



4.5,

Ny

P

Scoring Per Question. The percentage of respondents that rated
Agree’ and 'Strongiy Agree’ shall be used to get each SQD's score.

A question that was answered with two (2) or more check marks ghail
be considered as invalid.

Overall Scoring. The percentage of respondents that rated ‘Ag
and ‘Strongly Agree’ for all eight (8) SQDs shall be used o compuia
the QOverall acore. Agencies shall strive to achieve an overall
percentage of 50% or higher, or 2 rating of "Satisfactony” or higher

Interpreiation of the resuits shall be as follows:

¢ 1
: Below £0.0% i Poor i
, B0.0%-79.3% | Fair |
i o : ]
i 80.0%-248% Satisfactory =
. 95.0%-100% | Qutstanding
drathing the C3M Report
£t Government agencies are required to supnut 2 5M tepont Ollawer o
the template/outline provided in Annex © - Client Satisfaction
Measurement Report of this Memorandum Circular. This wili ameng
tection + 73 of ARTAMC Mo 204975002 wiuch prowoust: g s
s mimessicn of the report using the agency’s existing CSM.
4.8, A copv of the revised version of the CSM guestionnaire ~hali
aliuched o the CEM Repon 22 Annzss
A Gegecirnen | agenoes will regionai/field/sateilite offices niy hove ihe
option fo submit either unified or separate CSM Reports. Hou.'euer.
disaggregated reports of the regional/field/satellite offices are still
reguired to be submitted to the Authority.
Submission and Publishing of the CSM Report
7 1 All agencies shall submit their CSM reporis mplementing these
guidelines on the iast working day of April 2024.
4 V.2, Agencies and offices shall submit scft copies {in texi-readabie PO

;ormat\ of the CSM report through this lime
‘el f‘\r Y=,

mitesflinvert com/CSMRsubmissions



& SEEE/TIRITV
e PRV EL

- o e |

This Circuiar shall tzke effect immediately upon publication and registration with the

University of the Philippines - Office of ithe Nationai Administrative Register (UF
ONAR)

The following additional documents are available online at the official website of the
ARTA at went arie qov oh

satisfaction Measurement Questionnaire
Satisfaction Measurement Report Cutine and Sample Repert
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Control No: AN UEMY

CLBITSATISFRCTIEN HELSIREMENT FOR

P8 dgprevel o, ARTA-T282-) |

Expires on 1 iy 26T !
i

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

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

Client type: O Citizen 0 Business [ Government (Employee or another agency)
Date: Sex: O Male O Female Age:

Region of residence: : Service Availed:

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

CCH1 Which of the following best describes your awareness of a CC?
[J 1. 1 know what a CC Is and | saw this office’s CC.
0 2. | know what a CC is but | did NOT see this offica's CC.
0 3. i leamed of the CC only when | saw this office’s CC.
O 4. | do not know what a CC is and | did nol see ons in this office. (Answer ‘N/A’ on CC2 and CG3)

cc2 If aware of GC {answered 1-3 in CC1), would you say that the CC of this offica was ...?
O 1. Easylo see 1 4. Not visible at all
{1 2. Somewhat easy lo see 05 WA
3 3. Difficult to see

CcC3 if aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?

O 1. Helped very much 0 3. Did not help
0 2. Somewhat hslped O 4. NA
INSTRUCTIONS:

For SQD 0-8, please put a check mark (V) on the column that best corresponds 1o your answer.

o o0ox
- . = = Not

Strongly | Disagree | Nelther Agree | Agree | Strongly | Applicabie
Disagres nor Disagrea Agree

SQDO. | am satisfied with the service that |
avalled.

SQD1. | spent a reasonable amount of time for
my {ransactian.

SQD2. The office followed the transaction’s
requirements and steps based on tihe
information providad.

SQD3. The steps (Including payment) | needed
to do for my transaction were easy and simple.
SQD4. | easily found information about my
fransaction from the office or its website.
SQDS. | pald a reasonable amount of fees for
my fransaction.

SQD8E. | fael the ofiice was falr to everyone, or
“walang palakasan”, during my transaction.
SQD7. | was treated courteously by the staff,
and (it 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!



Annex B

Client Satisfaction Measurement
(CSM) Report Qutline
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Citizen's Charter results

Service Quality Dimension results

Free responses

The responserate is integral to the survey soit shall be expiicitly stated in the CSM
report. It shall be followed by a discussion of why the agency thinks the response
rate is high, low, or as expected.

Furthermore, the agency shall provide reasons for why services have 0 responses,
if any.

A breakdown of the client demographic shall be provided. The agency may provide
an analysis based on how it may or may not be representative of its popuiation.
Then, & breakdown of the Citizen's Charter questions and Service Quality
Dimension aquestions by resuli count shail be provided. The agency shall provide
an analysis of the resulls.

Afterward, a breakdown of each services'scores shall be providec. The agency
shall also provide an analysis of these resuifs.

VI. Results of the Agency Action Plan reported in the previous year

Vil

st

nntinuous Agency Improvement Plan for the following year

Sections VI and VIl shall contain the action sieps, the responsible unit/person, and
a5 timeline. Agencies are also encouraged to incorporate CSM findings (o (he
Improvement Flan.

Section Vi shall not apply for the first year of CSM implementation

index

. Clear image of physical CSM survey used
. Detailed list of regional and satellite offices covered

LSM results of each regional and satellite office
i Response rates of each office
ii. Demographic of each office
iii. Oitizen’s Charter results of each office
. 30D results of each office

»
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Qverview:

The Anii-Red Tape Authority (ARTA) is a national govemmentagency ¢
R.A. 11032 to monitor and ensure compliance with the national policy o :
and ease of doing business in the Philippines.

As stated in the ARTA Memorandum Circular (M.C.) No. 2022-02, governmentagencies
shall provide the harmonized CSM survey to clients who have completed a tran saction.
Per 6.7.3 of ARTA M.C. No. 2018-002, the client satisfaction measurement detailing the
scope and period covered by the measurement, the methodology used, the results of
ihe measuramert, and the interpretation of the data shall be reported to the Authority.

it

Bhim

@

cope:
ARTA conducted surveys throughout ihe year from Jan. 2022 to Dec. 2022.

ARTA surveved every clientthat visited the main and regional offices, as well 2s those
that contacted ARTA through email.

The survey vsed the standard harmonized CSM questionnaire. It asked clients
dernographical questions, three (3) Citizen's Charter questions, and eight (8) guestions
rolated to the following Service Quality Dimensions:

Responsiveness
Reliability

Access and Facilities
Communicaton
Costs

integrity

Assurance

Outcome

I B S

o

9o G th

The services ARTA surveyed are the following:

o - - -

y R %5 Y 2] i 3 RSl 5 d d »
submission of Comments on Proposed Major Requlations {Online) 258 431
Submission af Comments an Proposed Major Requlations {Walk-In! 204 512

"Request for Data related to Business Regulations (Online) 59 L BN

| Recuest for Daia releted to Business Regulations (Walic-in 3 16

menuest for Doing Business Data/information 1 ] a3




DISCLAIMER: ALL NUMBERS IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT REPRESENTATIVE
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( Request forIssuance of Order of Automatic Appmval!Extenmon for Complex 4.27

! Transactions ! N

! Request for Issuance of Order of Automatic Approval/Extension for Complex i 4.33
Transactions {with Standard Disposition of Complaints) i |

“Bequest for lssuance of Order of Automatic ApprovallExtension for Righly Technical | 4.49 B

Transactions i
| ?ﬂuws" “forIssuance of Order of Automatic Aporovalextersmn for Highly Technical B
Transactions {with Standard Disposition of Complaints) ;
§_.§QQard procedure for the disposition of complaints endorsed to ARTA-IELO
| Request for Bnefmg
i Rem-mt for Statemenis/Advisonies
:_ng : of Plantiila Personnel for Successful Applications
Hiring of Plantilla Personnel for Failed Applications
i Extermal Service Overall
bR ;fﬁ: \_;,,' e "nn 1ﬂ‘wtawh~3vﬁ~mm[!znw“% ‘”h-"*.vmzs
| Reguest for Evaluation of C:t:z#n s Charter
! Reguest for ARTA Collaterals
|_Processing of Payroli
{ Request for Cerdification of Availability of Funds
¢ Disbursements .
i Cash Advance from Pelty Cash Fund
| Reguest for Expenses from Petly Cash Fund

i "’urchase '{e uest for Goads tltems, Suplies, and Materials) through ; Juplic bi biddln“ [o 0067 0 L
} ‘Purchase Request for Goods (ftems, Supplies, and Materials) through shopping | 462
' General Services for Building and Mainienance Request (Simple Repairs) {495 o
! C:énprai Services for Bunl'_hr'g and Maintenance Request (Compiex Request/ i 4.
| Reguiring AMP} . : i Spl i
Documentiation and Assigning of Senal Numbar for Office Orders, Memorandum | 404
Circulars, and Cther Official Issuances &
Receiving of Incomin; Documents o 441
“Reauest for Certified True Copy of Depar'mpm Orders, Administrative Orders, and | 4.73
_ Other f\DTA ssuanges £ 15 e ke
F-Jorp ving of | ir\vnntohr ‘tﬂ'!"; 7 | 4.81 5
| Request and !ssuance of Inventory items 1 4.66
i Request for ICT Technical Support - do 4.54

Regues! 'Q{E_'prynvoe' Records il e P B e St R 418
_ADp lication for Leave i 478
. internal Service Overait R ) 2470
L - Overall ] L a ki | 485
\ ¥ y

Results ofthe AgencyAction Planreported in FY 2021

V1. Continuous AgencyimprovementPlan for FY 2023
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