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Office of the Schools Division Superintendent 7
DIVISION MEMORANDUM
DM-2022-507

TO : Chief Education Supervisor-SGOD
Chief Education Supervisor-CID
All School Heads of Public Secondary & Elementary Schools
All Concerned Non -Teaching Personnel

SUBJECT : SUBMISSION OF CITIZEN/CLIENT SATISFACTION SURVEY (CCSS)
RESULTS FOR FISCAL YEAR 2022

FROM . Office of the Schools Division Superintendent

DATE : December 14, 2022

In compliance to Dep. Ed. Memorandum dated December 5 2022, re:
SUBMISSION OF CITIZEN/CLIENT SATISFACTION SURVEY (CCSS) RESULTS
FOR FISCAL YEAR 2022, the field is hereby requested to submit not later than
December 19, 2022 to the Public Affairs Service (PAS) — Public Assistance Action
Center (PAAC)) the client feedback and satisfaction results for services declared in
the Dep. Ed Citizen’s Charter 2011 with the following information:

A. Total number of clients visits for FY 2022

B. Total volume of transactions for FY 2022

C. Number of survey respondents

D. Citizen/client satisfaction rating ~ received per service quality dimension for
FY 2022

E. Major or most common identified feedback/concern from clients

Furthermore, the agency-wide CCSS Result to be submitted by PAS-PAAC to
ARTA is an eligibility requirement for the grants of the PBB, as specified in AITF AO25
MC No. 2022-01 entitled “Guidelines on the Grant of the Performance-Based Bonus
(PBB) for FY 2022 Under EO No 80, s. 202 and EO No 2021, s. 2016”

For your guidance and strict compliance

/

VIVIAN LUZ 8. PAGATPATAN PhD, CESO VI
- Assistant Schools Division Superintendent

ORLANDOY, GUERRERO E4D Officer-In-Charge
(hiaf W,c@ Office of the Schools Division Superintendent
IT-1¢f-21

With fhiundred reasons to serve!
Address: San Jose Drive, Poblation, Alaminos City, Pangasinan
Telephone Number: (075) 205 - 0644
Website: depedalaminoscity.com
Email Address: alaminos.city@deped.gov.ph




MEMORANDUM

TO ; Undergacrataries
Aszigtant Secreturies
Bursau and Service Directors
Regional Directors
Schools Divisions Superinteadent
School Heads
Al Others Concerasd

F i S

¢

FROM ; EPIMACO V. DENSING III, TPA, MBa,,

Undersecretapyand Chiefl of Staffé - -
A

SUBJECT i SUBMISSION OF CITIZEN/CLIENT BATISFACTIOR SUEVEY
(CCSS) RESULTS FOR FISCAL YEAR 2022

DATE, J Diecember &, 2022

Republic Act (RA] No. 11032 or the "Ease of Doing Business and Efficient Government
Service Delivery Act of 2018 " requires all government agencies to establish a feedback
mechanism to ensure the continuous enhancement of service delivery, while Rule 1V,
Section 3 of its Implementing Rules and Regulations states that the results of the
client satisfaction survey shall be reported to the Anti-Red Tape Authority (ARTA).

Additionally, ARTA Memorandum Circular (MC} No, 2019-002-A titled Supplemental
Guidelines on ARTA Memorandum Circular No. 2019-002 or the Guidelines on the
Implemeniation of the Citizen's Charter in Complianee with Republic Act 11032,
Otherwise Known as the “Ease of Doing Business and Efficient Government Service
Delivery Act of 2018,” and its Implementing Rules and Regulotions also specifies that
the Citizen /Client Satisfaction Survey {CCSS) Report shall be submitted pes agency
by the last working day of January of each year,

Note that failure to submit the said report ma lead to isolation from the grant of FY
2022 Performance-Based Bonus (PBB) if DepEd shall qualify for the said bonus,

In this regard, concerned office/s per DepEd governance level are reguested to collect
and consolidate the client feedback and satisfaction results for services declared in
the DepEd Citizen’s Charter 2021, and report the following information:

b3 . gt b ! (9 P J i
h_T.J_e;..Ed Citizen's Charter 2021; hitos: / /www.dened oy, ok r"wg;nr:ontcnn;’ur:?.oatiaa/ED?,_1fl?;l}gpﬁ'd—
Cirizens-Charter-2021 -as-of- December- 1-2021 1 o

Unit M-106-A, G/F, Mabini Bldg., DapEd Complex, Meraico Ave., Pasig City 1600 Philippines
Telephone Nos.: (02) 8636.1663; 8633-1942 | Fax Nos.: [02) 8638.8641
Emsil Address: depedaci'ioncenter@depeﬁ.gw.ph_1 Wabsite: vwww.deped.gov.ph



A. Total number of client visits for ¥Y 2022 o
Report the total number of visits (including returns} that clients made to
complete a transaction.

2. Total volume of transactions for FY 2022 _ o
Report the overall vohume of completed transactions for services declared in
the DepEd Citizen's Charter 2021 applicable to the governance unit,

. Humber of survey respondentis -
Report the number of clients per service declared in the DepEd Citizens
Charter 2021 who accomplished the survey form and will be considered in the
computation of the average satisfaction rating for FY 2022,

. Citizen/eclient satisfoction rating - received per sexvice guality
dimsension for FY 20232
Indicate the computed client satisfaction rating received for FY 2022 for the
following service quality dimensions based on DM-PHROD-2021-0163 ntled
Implementation of the Standardized Citizen/ Client Satisfaction Survey (CCSS]
Form in the Department of Education and MC No 2022-01:

a. Responsiveness - the willingness to help, assist, and provide prompt
service to citizens /clients

b. Reliability {Quality) - the provision of what is needed and what was
promised, iollowing the policy and standards, with zero to a minimal
error rate.

¢. Access & Facilities ~ the converdence of location, ample amenities for
comifortable franmsactions, use of clear signages, and modes of
technology.

d. Communication -~ the act of keeping citizens and clients informed in a
language they can easily understand, as well as listening to their
feedback.

e. Costs - the satisfaction with timeliness of the billing. billing process/es,

preferred methods of payment, reasonable payment period, value for

money, the acceptable range of costs, and qualitative information on
the cost of each service.

Integrity - the assurance that there is honesty, justice, fairness. and

truest in each service while dealing with the citizens/clients.

g Assurance - the capability of frontine staff to perform their duties
product and service knowledge. understanding citizen/client needs,
helpfulness, and good work relationships. ) |

h. Outcome - the extent of achieving outcomes ofr realizing the intended
benefits of government services

Sy

I’;keﬁ; scale in measuring the satisfaction rating, as prescribed in MC No
2000-1. All wve s i v gk e i “rs .
2-1. All are also enjoined to continue using the DepEd CCSR8 Form

templatez issued under DM-PHROD-2021-0163 to collect data on client
satisfaction. chient

Concerned offices from all governance levels are rerninded to follow the S-point

o I 5 , i
DepEd CC8S Form template; bitrs: bl  De EdCCS8Materialy

Unit M-106-A, G/F, Mabini 8ldg., DepEd Complex, Meraico Ave., Pasig City 1600 Philimines "
Telephone Nos.: {02} &636.1663; 8633-1542 | Fax Nos, - (02) 8638-R641 o

tmail Address: depeéac‘tioncenter@dmed.gma_;:;-hg Website: www. deped.gov nh



E. Major or most commaon identifled feedbank/concern ‘fmm clients
| received by identifying the most frequent

Report the summary of the feedback : leadn
N . 3 TR e S S g et d £
teedback or concerns received or the maEjor Soneerns received for FY 2027

he CC8S ¢ from each school, Schocls Division Office {(SDO), Regional Oifice
The CCS8S Report Iror 107 | » Regic Offi
e shall be submitted to the Public Affairs Service

RO, and unit in the Centzal Ol .
PASI - Public Asaistance Action Center (FAAC) on or hefbre December 29, 2023,

through the links provided below.

GOVERNANCE GFFICE Q LINK
LEVEL - o = e
- & Accounting Division
s Budget Division
s PBuresu of Bducation
Assessment - Education
Assessment Division
s Bureau of Education
Assessment — Hducation
Research Division
o Bureau of Curriculum
Development
» Bureau of Human
Resource and
Organizational
Development -
Organization Efectiveness
: Division
s Cash Division atts: ) hitly, DepEA2022CCS
. e Emploves Accounts 5.CO A
Management Division
s foucation Facilities
Central Office Division
e [nformation and
Communications
Technology Service ~
EdTech UUnat
s Information and
Communications
Technology Service -
Solutions Development
Dhvision
& Information and
Communications
Technology Service - User
- Bupport Division
. & Information and
Communications
Technology Service —
EdTech Unit -User
Support Division
¢ Legal Service
o Office of the Becretun,

d2022CCS

.

Uit M~1G§~-A, G/F, Mabini Bldg., DepEd Corplex, Meralco &ve., Pastg Tity 1600 Phiiippineéw
ﬂraieph-.me Nos.: {02] 8536.1663; BG33-1542 | Fax Nos. (02) 8§538-8641
Emall Address: depedactioncenter@deped. gov.ph| Wabsite: wwww . deped.gov ph
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