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Republic of the PHilippines s JUN g2
Bepartment of Eyucation .10 L in T E
CARAGA REGION 4 ; —

June 2, 2022

REGIONAL MEMORANDUM
No. 0O46R s 034

To:  Schools Division Superintendents
All Others Concerned

IMPLEMENTATION OF THE STANDARDIZED CITIZEN /CLIENT SATISFACTION
SURVEY (CCSS) FORM IN THE DEPARTMENT OF EDUCATION

i This refers to Memorandum (DM-PHROD-2021-0165) with the subject
“Implementation of the Standardized Citizen /Client Satisfaction Survey (CCSS) Form
in the Department of Education” from the Office of the Undersecretary for Planning,
Human Resource, and Organizational Development dated March 4, 2021.

2. This year, to further improve the Department’s efforts in gathering feedback
on our services, this Region, through the Bureau of Human Resource and
Organizational Development-Organization Effectiveness Division (BHOD-OED) shall
implement the use of the Standardized Citizen/Client Satisfaction Survey (CCSS)
form.

3. Attached is the Memorandum and its Annexes (Annex A-C) for your reference.

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

MA. GEM MERCADO LEDESMA
Regional Director

Encl/s.: Memorandum (DM-PHROD-2021-0165)
Annex A-C
Reference/s: Memorandum (DM-PHROD-2021-0165)
To be indicated in the Perpetual Index
under the following subjects:

CUSTOMER SATISFACTION SURVEY FORMS

PAU/jmrm
06/02/2022

: Address: J.P. Rosales Avenue,
A8\ Butuan City

#] Trunkline No: (085) 342-8207
Telefax No: (085) 342-5969
Email: caraga@deped.gov.ph
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Republika ng Pilipinas

BDepartment of Education
OFFICE OF THE UNDERSECRETARY

PLANNING, HUMAN RESOURCE AND ORGANIZATIONAL DEVELOPMENT

MEMORANDUM
DM-PTTROD-2021-0165

TO ; Undersecretaries
Assistant Secretaries
Regional Directors
Schools Division Superintendents
Public Elementary and Secondary School Heads
All Others Concerned

LS .
b Naa

FROM ; JESUS L.R. MATEO
Undezsecretary for Planning, and Iluman Resource and
Organizational Development

SUBJECT - Imnplementation of the Standardized Citizen/Client Satisfaction
Survey (CCSS) Form in the Department of Education

DATE : 04 March 2021

To ensure continuous government improvement towards seamless public delivery, all
government agencies are required to submit a report on the result of their client satisfaction
survey every fiscal year (FY). Such requirement is anchored in Republic Act (RA) No. 11032
or the Ease of Doing Business and Efficienl Government Service Delivery Act of 2018 and
Memorandum Circular (MC) No. 2019-002 dated August 13, 2019, entitled, Guidelines on the
Implementation of the Cilizen’s Charler in Compliance lo RA 11032. In addition, streamlining of
activitics and the establishment of a harmonized client/citizen satistaction survey is an
eligibility criterion for the grant of the Performance-Based Bonus (PBB) specified in MC
No. 2020-1 issued by the Inter-Agency Task Force (AO25 IATF) on the Harmonization of the
National Government Performance Monitoring, Information and Reporting System.

Fortunately, units in the Department of Education (DepEd) have been in collaboration to
achieve favorable ratings on client satisfaction (CSAT) since 2019. This is in cognizance of the
importance of client feedback in the assessment of the quality of our service delivery. Data
collected from surveys recognized the areas with satisfactory service delivery and identified
those needing improvement and intervention.

This year, to further improve the Department's efforts in gathering feedback on our services,
the Bureau of Human Resource and Organizational Development - Organization

Room 102, Rizal Building, DepEd Complex, Meralco Ave., Pasig City 1600
Telephone No.: (02) 8633-7206 | Telefax No.: (02) 8631-8494
Email Address: usec.phrod@deped.gov.ph | Website: www.deped.gov.ph




Lffectiveness Division (BHRON-OED) shall implement the use of a Standardized DepEd
Citizen/Client Satisfaction Survey (CCSS) Form.

In view of this, all DepEd units with services declared in the 2020 Citizen's Charter are
requested to use the following templates and references effective immediately:

DOCUMENT ; LINK

1. CCSS Furm (Annex A) ' )
2. Quick Guide in Conducling the CCSS bit.ly / DepEdCCS5Malerials

(Annex B)
3. Sample online CCSS Form - Google

Form used in the DepEd Central Office bit.ly /DepEdCOFeedback

(Annex C) )
4 Ic“’.llb“t:_fn?:rg;ﬁ;:;:;gi?:: Et;'l;iflj)ne)pﬁd www.deped.gov.ph/about-deped/ citizenscharter

The prescribed survey form may be modified, given that all these conditions are adhered to:

1. Survey forms should state the privacy notice (verbatim), in observance of the Data
Privacy Act of 2012.

“The personal information included in this documen! shall only be
used for the purposes of adminisiering the suroey. Any personal
information included herein mnay not be used for other purposes aside
from those stated above.”

2. The client satisfaction rating matrix should include the parameters below.

A. 5-point Likert scale with 5 as the highest salisfaction rating and 1 as the lowest;
B. Rating criteria (as defined in MC 2020-1).

Service Quality

Dimension

Description

Responsivencss

willingness to help, assist, and provide prompt service to clients and/or
businesses

Reliability

provision of what was needed and what was promised, in accordance
with the policy and standards, with zero to a minimal error rate

Access &
Facilities

convenience of location, ample amenities for a comfortable transaction,
and the use of clear signage and modes of technology

Communication

act of keeping citizens and businesses informed in a language they can
casily understand, as well as listening to their feedback

Roum 102, Rizal Building, DepEd Complex, Meralen Ave., Pasig Ciry 1600
Telephone No.: (02) 8633-7206 | Telefax No.: (02) 8631-8494
Email Address: usce.phrod@deped.gov.ph | Website: www.deped.gov.ph




satisfaction with the timeliness of the billing, billing process/es, preferred
methods of payment period, value for money, acceptable range of costs,

Costs e ;
and qualitative information on the cost of each service

assurance that there is honesty, justice, fairness, and trust in each service
while dealing with the clients and businesses

capability of frontline staff/s to perform their duties, product and service
Assurance knowledge, understanding client needs, helpfulness, and good work
relationships

rate in terms of achieving outcomes or realizing the intended benefits of
government services

Integrity

Qutcome

*Nole thal Deptd unils are only allowed lo remove a crilerion if il is not applicable lo the
seroice/s being provided.

3. Survey forms should be available/translated in the language widely-used in the
locale of the survey.

BHROD-OED conveys its gratitude to all DepEd units for the ardent support to CSAT - related
activities and requirements. This office requests the same, if not intensified, cooperation on
the adoption of the standardized CCSS Torm. TFurther, an issuance regarding the
institutionalization of a CSAT mechanism in the Department will be released separately.

For inquiries and/or clarifications, please contact Ms. Rose Albo or Mr. Kean Alicante of
BITROD-OED at bhrod.oed@deped.gov.ph, usmg the subject hine: (Name of office)-CUSS.

For your appropriate and immediate action.

Republic of the Philippines
Department of Education

Region |
SCHOOLS DIVISION OF ILOCOS SUR

Office of the Schools Divislon
Superintendent

Ta:  Assistant Hchools [ hvision Huperintendent

[BHROD-OFED/SAlbo) Chief Educaton Supervisors

Education Program Supervisors

Public Schools District Supervisors

Public Elementary and Secondary School Heads

Division Secton and Unit Heads

Teaching and Non-Teaching Personnel

All others concerned

For informatign, guidence, and compliance.
S

JORGE M. REIN;:.CSEE.CDO VI,CESO V

Schools Pivision Superintendent

rL

“SMILE AND SERVE WITH A HAPPY HEART"
Quirino Boulevard, Zone V, Bamay, 2727 liocas Sur
Tel No.: (OFF) FL2 2058

Fax hu. (07 7) 122 1400

werw. dapedilocossr.inta
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Republicx‘,,qu | iilippines

Deeartme‘ﬁ'i"tif Education
Client/Citizens Satisfaction Survey Form

Control No.:

Annex A

Your experfence matters to us!
Ang iyang karanasan ay mahalage sa armin!

I. Client Information (Impormasyon ng Kliyente)

Name (Optional) Date Visited
Pangalan (Opsyonal) Pelsa ng Paghisila

Office visited
Opisinang binisita ) ‘ Contact details

Service/s receved
Serblsyong nalenggap

L. Client Satisfaction Rating
Kindly rate the quality of service provided by checking the appropnate box. Leave as blank if the criterion is not applicable for the service.
{Lagyan ng tsek ang kahony nagsasaad ng iyong karanasan uikal sa serbisyong natanggap. lwanang blankn ang pamantayan kung ito ay hindi angkap sa

serbisyong nalanggap.) .
® © o O

CRITERIA Very Dissatistiad Dissatisfied Naitral Sabshed Very Satisied
Lubhaoy hind Hindl naslynbun Newadiashan Luhhang

1. RESPONSIVENESS (PAGTUGON)
Wiklingrsss 1o help, assisl, and provide prompt service (Handang tumugan s
mabilis na serbisyo sa kiyent)
2. RELIABILITY (MAAASAHAN)
Provison of what was needed ang what was promised. m ascomiancn with tha
policy and slandards, with zera 1o a minimal error rale (Mabusay na paghibigay ng

e o “ o
3, ACCESS & FACILITIES (LOKASYON AT PASILIDAD)
Convenisnce of locafion, anipde ameniies for & comiortabla fransactinn, and the
mdmmaunmhdmmmﬂwa
mngamil ang pasiiad se paaiiayitan nang malinaw na karatula)

4. COMMUNICATION (PAKIKIPAG-USAP)

Act of kmeping cifizens and businesses informed in & lsnguage they can casily
understand. as wefl as istening lo thei feedback (Fakskipag-ngnayan sa Kiyenle sa
manaw af nouvunwan hasams v mys opinion 3t puns)

5. COSTS (GASTOS)
Sufixtaction with the bmeinoss of e billig, hiing pmcnrslos, proformed metlods
of peymant perod, value for maney, accepluble range ol costs, and quaiitative
Information on tha cort of nanh nnnvion (Kohfonto so serbisyong natanggap af se

Kttt o ha

6. INTEGRITY (KATAPATAN)

Capabilily uf fruntlioe sisils i parform thalr duties, product and setvice knowledgs,
urderstanding client nasds, halpfulness, and good work relationships (Kasigirzhan
112 gampanan ang tunghuin, s miay kaalsman 53 serbisyn, pag unawa sa mgs

— af na G lrabalw)
7. ASSURANCE (PAGTITIWALA)
Aszurnnte that thaem & honoaly, justice, fairress, armd trux! m mach service whilo
dealing with the clients end buswsses (Pagliysk sa sarhisyang moy katapatsh,
|__ iy, paas of 2 53 habang nakii ugrayan 3 kiyorto) e SR -
8. OUTCOME
Assurance thal there is honasly, Juslics, fairess, and ust in sach sanvice whis
dealing with tha cents and businssses (Pagtiyak sa surbisyoty may katspatan,
hustisys, patas ol iwala sa habang nakikiplg- ugnayan sa Kivents) : |

Iil. Suggestions/Compliments/Comments (Suhestiyon/Papuri/Komento)

Thank you for your valuable input to help us continuously improve our services!
Maraming salamat sa fyong lulong pars sa ikauunlad ng among serbisyo!

Privacy Notice: Privacy Nolice ) '
The personal information included in this document should only be used for the Ang personal na i yon s dokunme ig ila ay maaari lamang gamilin para sa
purposes of administaring the survey. Any personal information induded harein may Iayunin ng survey na Bo. Hind o masaring gamitin s 1ha pang lsyunin maliban sa
nol be used for ather purposes aside from those stated above. nabanggit




Annex B

Quick Guide in Conducting the Citizen/Client Satisfaction Survey (CCSS)

_Tg ﬁ:r:f Survey Method Process
1. Creale an online CCSS form through any or
all of the following platforms:
¢ websites or social media accounts
managed by the DepEd central, regional,
and schools divisions offices and schools
Online + + Google/Microsoft Forms and other da
Client Solle COSE Eon gaof"i)\gring software N
e Human Resource Information System
(HRIS) available for internal services in the
office
2. Embed survey link in all email responses 3
; e Secure the contaclt number and email address
Phone/ Pnlne G P of client and send the CCSS form via email
SMS + Read the survey questions to the client over
Client Physical CCSS Form the phone and write the answers on the

printed CCSS form 7
e Post the link or QR Code of the CCSS form
on the transaction window/wall
« |l possible, provide a kiosk where clients can
| access the online CCSS form ]
¢ Hand over the printed CCSS form to the client
after each transaction

Online CCSS Form

Walk-in |  physical CCSS Form

Client « Designate a space where clienis could fill out
i the form comfortably
Face-to-face interview .
ﬁg’gg;ﬁ;”;;&g‘?g:; Read the survey questions to the client and
eide;'fy wha may need write the answers on the printed CCSS form
assistance

Reminders:

1. Based on lhe Client Feedback requirement for the grant of PBB for FY 2021, only
the services declared in the 2020 Cilizen's Charter are required to capture client
feedback.

2. Rating criteria (as defined in MC 2020-1) should be complied with. However, at the
discretion of the DepEd unit conducting the survey, a criterion not applicable to the

| nature of the servicels offered can be removed from the list.

i 3. The CCSS form should use a 5-point Likert scale: 5-highest satisfaction rating, and
| 1-lowest satisfaction rating.

I 4. In compliance with the Data Privacy Act of 2012, all survey forms should include a
? privacy notice (verbatim) stating the following:

Page 1 of 2



“The personal information included in this document shall only be used

for the purposes of administering the survey. Any personal information
included herein may not be used for other purposes aside from those
stated above.”

. Survey forms should be available/translated in the language widely-used in the
locale of the survey.

. The use of the online CCSS form over other survey methods should be
encouraged. This can be done by posting the link or QR code of the online form on
transaction windows/walls, websites and online platforms, and through the
inclusion of the form or its link in email responses.

. Printed copies of the CCSS form should be made available for transactions
requiring physical presence and in instances or locales where the use of online
forms is not possible (ex. gadget or intemnet signal is unavailable).

. While there are no specifications (color, size, thickness) for lhe paper to be used in
their production, printed CCSS forms must be cost-efficient, easy to read and use.

9. Personnel in DepEd units conducting the CCSS should help clients encountering

difficulties in accomplishing the survey forms.

Page 2 of 2



Annex C
Sample online CCSS - Google Form used in the DepEd Central Office

Form

&y m. a pracra A o
3s
e ] ' - Clues = & &l
- - -, & < -
- - - - = -
pa— - o - 2 - r 5

Client infarmation (Impormacyon ng Kliyents
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Access & Facilities (Lokasyon at Pasilidad) *

Corvemence af location. ampie amenties for 4 camiortable iransaction, and the use of clear sighages
and modes of technology (Mabiis mapuntahan ang lugar 3t magamit ang pesiided s3 pamamagitan
nang malinaw na karaiula}

bl 4 3 2 1 N/A
Ranng () ) ) i O )

Communication (Pakikipag- usap) *

Act of keeping citizens and busaiexaes infoimed i a language they can eamly understand, a3 well oo
Wetening to thor (nedback (Pakikipag ugnayan ¢ kayenie sa palading malinaw a'! Nauunawaan Kasama
ang mga opimon al puta)

5 4 3 2 1 N/A

itating () ) % : (J ./

Costs (Gastos)

Satisfaction with the timeliness of the bidhing. bidling procesa/es, preferred methods of payment peniod,
value for muney, sceepialie senge of wouty, and gualitative iafermation on the coat of cach service
(Kontento va serbisyong natanggap at sa hatagang naging katumbas o hinayman}

5 4 3 2 1 N/A
Rating @ O O ) () O

Integrity (Katapatan)

Aseuranca that there is honesty, jushice, larness, and trust m each sefvice while dealing with the iy
and busimesses [Pagiivak 52 serbisyong may katapatan, hustisya. patas at twala ta habang nakikipiy
ugnayan za kiiyeme)

Rating () @ O O S

Assurance (Pagtittwala) ©

Capabilidy of fronthine s1allss Lo perform Lthes duties producl and sefvice knowledge undersianding
chent neads, helplulness, and guod work relationships (Kasigeranan na gampanen ang ighulin. na may
naalamat sa serbISy0, PAY UNGWA Sd NI pangang il angan g ey . Matulunga, &t mdayos na
ugnayan sa trabaho)

Raling ) ) i i i 0
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Costs (Gastos) *

Satistaction with the Umeliness of the tulling, bikrg prucess/es, preferred mothods of payment period,
vaiue for money, acceplable range of costs and guakitative nformation on the cost of each service
(Kontenlo su serbisyony natanggap o 2a halagang naging katumbas o binayaran)

5 4 3 ? 1 N/A
- N P P N %
Rating L L \J ot \_/ .l

Integrity (Katapatan)

Assurance thal there 1s honesly, justice, lamness, and Lrust in each service whvle dealing with the clients
and bustwssts [Pagliyek e seiDisvonyg Nay hatapatan, hustisya, patas at twaia sa habang nakikipug
ugriaval »a kliyente)

Rating O O O O O )

Assurance (Pagtitiwala) ©
Capability of fronthine statl/s to pertorm then dubies, product and service knowledge, understanding
client needs, heipfulness, and good work relationships (Kasigurahan na gempanan ang tungkulin, na may

kaalaman sa serbicyo, pag inawa sa maa pangangadangan ng wliyente. matulungsm, at maayes na
ugnayar sa trabanel

5 4 3 2 1 N/A
Rating O O O O L O

Qutcome (Resulta ng Serbiyo) *
Rate in terms of achieving outcomes of realizing the intended benafits o1 the service (Markahan ang
pangkalahatang serbisyo na nalanggap)

«
a
w
v
£
>

Raling (D O ) ®] Lt L)

Suggestions/Compliments/Comments (Suhestiyon/Papur/Komento)
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