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Republic of the Philippines
Bepartment of Education
REGION VI — WESTERN VISAYAS
SCHOOLS DIVISION OF AKLAN

December 29, 2020

DIVISION MEMORANDUM

No.

287 , s. 2020

DEPED CITIZEN/CLIENT SATISFACTION SURVEY (CCSS) RESULTS FOR THE GRANT OF

PERFORMANCE-BASED BONUS (PBB) FOR THE FISCAL YEAR 2020 AND A REQUIREMENT OF THE

To:

ANTI-RED TAPE AUTHORITY (ARTA) RELATIVE TO CITIZEN'S CHARTER

Chief Education Supervisors

Education Program Supervisors

Public Schools District Supervisors

Heads of Public Elementary, Secondary and Integrated Schools

All Others Concerned

. Attached is a copy of Memorandum DM-PHROD-2020-00493 dated December 14, 2020

titled DepEd Citizen/Client Satisfaction Survey (CCSS) Results for the Grant of
Performance-Based Bonus (PBB) for the Fiscal Year 2020 and a Requirement of the Anti-
Red Tape Authority (ARTA) Relative to Citizen's Charter, the content of which is self-
explanatory.

. Pursuant to Memorandum Circular (MC) No. 2020-01 titled Guidelines on the Grant of

the Performance-Based Bonus (PBB) for Fiscal Year (FY) 2020 released by the Inter-
Agency Task Force (AO25 IATF) on the Harmonization of the National Government
Performance Monitoring, Information and Reporting System, one of the criteria in order
to be eligible for the grant is the FY 2020 Performance Targets, which includes
Citizen/Client Satisfaction Survey (CCSS) Results. This is to ensure that the voices and
opinions of the agency's clients are heard, relative to the quality of service delivery and
how it is improved, all for the benefit of its clients.

. In this connection, all schools and concemed Offices in the Division Office are hereby

requested to provide the needed information in crafting the CCSS results of DepEd by
answering the Google Form provided in the attached file.

. In accomplishing the Google Form, kindly refer to the list of needed data and

inform_oﬁon regarding the citizen/client satisfaction survey. Take note also of the Google
Form links provided for each governance level for the consolidation of reportc

. The deadline of accomplishing the Google Forms and submission of report is on or

before January 11, 2021.

. For your guidance and immediate compliance.

MIGUEL MAéD. APOSIN EdD, CESO V

Schools Division Superintendent

Poblacion, Numancia, Aklan

Tel/Fax No. (036) 265 3744 | (036) 265 3737 | (036) 265 3738 | (036) 265 3740 | (036) 265 3741
Website: http://www.depedaklan.org

Email Address: aklan 1958@deped.gov.ph
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DQ%’ ED ‘ aklan 1958 <aklan.1958@deped.gov.ph>

Fwd DepEdﬁ Citiz;ﬁ?Clientggfisfé;tion Su;ey (CééS) Res:tilts fo; the Gra;t of
Performance-Based Bonus (PBB) for the Fiscal Year 2020 and a Requirement of the
Anti-Red Tape Authority (ARTA) Relative to Citizen’s Charter

1 message

DepEd VI Western Visayas <reglon6@deped.gov.ph> Wed, Dec 23, 2020 at 10:37 PM
To: aklan.1958@deped.gov.ph, allan.yap@deped.gov.ph, anthony.liobet@deped.gov.ph, antique@deped.gov.ph,
arlbertkg@yahoo.com, bermejo_roel@yahoo.com, bikay 1 0@yahoo.com.ph, demavivasc@yahoo.com,
deped.bagocity@deped.gov.ph, deped.cadizcitydivision@deped.gov.ph, deped.lacarlota@deped.gov.ph,
deped_guimaras09@yahoo.com, depedpassicity@yahoo.com, emestoservillon@yahoo.com,

rosepalcat@yahoo.com, roxas.city@deped.gov.ph, sagay.city001@deped.gov.ph, salvador.ochavo001@deped.gov.ph,
salvadorochavo@yahoo.com, zamora_claire@yahoo.com, DepEd Capiz <capiz@deped.gov.ph>, deped division of bacolod
city <bacolod.city@deped.gov.ph>, DepEd Escalante City <escalante.city@deped.gov.ph>, DepEd Guimaras
<guimaras@deped.gov.ph>, DepED lloilo <lloilodeped@gmail.com>, "DepEd San Carlos City (Reg. 6)"
<sancarlos.city6@deped.gov.ph>, DepEd Silay City <silay.city@deped.gov.ph>, Division of lloilo <labata.elna@yahoo.com>,
Division of lioilo City <iloilocitydivision@gmail.com>, Division of Roxas City City of Roxas <depedroxas1 975@gmail.com>,
divisionof sipalaycity <depedsipalaycity@gmail.com>, FERDINAND SY <seaslasher1965@yahoo.com>, Gladys Amylaine
Dechavez Sales <sales.gladys@gmail.com>, Mike Acoyong <acoyongmike@yahoo.com>, Nicasio Frio
<nicasio.frio@deped.gov.ph>, jessica.sapalo@deped.gov.ph, DONATO DELGADO <donalo.delgado@deped.gov.ph>

OFFICE OF THE REGIONAL DIRECTOR
DepED Regional Office VI - WESTERN VISAYAS
Duran Street, lloilo City, Philippines

WEBSITE: region6.deped.gov.ph
Your feedback is important to us.

Help us improve our service.
Please take this 3 minutes (or less) survey by clicking this link or scan the QR code,

Forwarded message
From: Organization Effectiveness Divislon <bhrod .oed@deped.gov.ph>

Date: Tue, Dec 22, 2020 at 2:20 PM

Subject: DepEd Citizen/Client Satisfaction Survey (CCSS) Results for the Grant of Performance-Based Bonus (PBB) for
the Fiscal Year 2020 and a Requirement of the Anti-Red Tape Authority (ARTA) Relative to Citizen's Charter

To: <fs.ad@deped.gov.ph>, <as.od@deped.gov.ph>, <as.amd@deped.gov.ph®, Office of ASec G.H. Ambat
<asec.pas.als@deped.gov.ph>, <asec.admin@deped.gov.ph>, <asec.legal@deped.gov.ph>, <as.btcd@deped.gov.ph>,
Bids and Awards Committee Secretariat Division <depedcentral bacsecretariat@deped.gov.ph>, <fs.bd@deped.gov.ph>,
Bureau of Learning Resources Office of the Director <blr.od@deped.gov.ph>, <bcd.od@deped.gov.ph>, Bureau of

https 'Jlmall.google.oomlmaIl/uIO?ik=5f033ecab8&vlaw=pl&3earch=all&pnnmhld=thmad-t%3A1 686940546970773018&simpl=msy-f%3A16869405469... 1/5
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Education Assessment Office of the Director <bea.od@deped.gov.ph>, Bureau of Human Resources and Organizational
Development Office of the Director <bhrod.od@deped.gov.ph>, <blss.od@deped.gov.ph>, <bld.od@deped.gov.ph>,
<blr.cebu@deped.gov.ph>, <as.cd@deped.gov.ph>, <csso@deped.gov.ph>, <pas.cd@deped.gov.ph>,
<ps.cmd@deped.gov.ph>, <bed.csdd@deped.gov.ph>, <drrms.od@deped.gov.ph>, <bea.ead@deped.gov.ph>,
<as.efd@deped.gov.ph>, Education Management Information System Division <ps.emisd@deped.gov.ph>, Education
Programs Delivery Unit <epdu@deped.gov.ph>, <bea.erd@deped.gov.ph>, Employee Account Management Division
<fs.eamd@deped.gov.ph>, <bhrod.ewd@deped.gov.ph>, <eps.od@deped.gov.ph>, <fs.od@deped.gov.ph>,
<gastpe@deped.gov.ph>, <as.gsd@deped.gov.ph>, Human Resource Development Division
<bhrod.hrdd@deped.gov.ph>, <icts.od@deped.gov.ph>, <ias.mad@deped.gov.ph>, <ias.oad@deped.gov.ph>,
<ias.od@deped.gov.ph>, <Is.id@deped.gov.ph>, Learning Resources Production Division <bir.Irpd@deped.gov.ph>,
<blrIrqad@deped.gov.ph>, <Is.ld@deped.gov.ph>, <ls.legalinv@deped.gov.ph>, Legal Service Office of the Director
<Is.od@deped.gov.ph>, <legis@deped.gov.ph>, <lcc@deped.gov.ph>, <pas.multimedia@deped.gov.ph>, National
Educators Academy of the Philippines Office of the Director <neap.od@deped.gov.ph>, <oalla@deped.gov.ph>,
<oulla@deped.gov.ph>, Office of the Secretary <osec@deped.gov.ph>, Office of the Assistant Secretary for Project
Management, BHROD and Field Operations <asec.ppmfo@deped.gov.ph>, Office of the Undersecretary for Curriculum
and Instruction (OUCI) <ouci@deped.gov.ph>, Organization Effectiveness Division <bhrod.ced@deped.gov.ph>,
Personnel Division <bhrod.pd@deped.gov.ph>, Planning Service Office of the Director <ps.od@deped.gov.ph>,
<ps.pmd@deped.gov.ph>, Planning and Programming Division <ps.ppd@deped.gov.ph>, Policy Research and
Development Division <ps.prd@deped.gov.ph>, Procurement Management Service <procms.od@deped.gov.ph>,
<procms.ppmd@deped.gov.ph>, <neap.pdd@deped.gov.ph>, Project Development Division <pms.pdd@deped.gov.ph>,
DepEd Project Managment Service-PMD <pms.pmd@deped.gov.ph>, <pms.od@deped.gov.ph>,
<pas.od@deped.gov.ph>, <pas.pd@deped.gov.ph>, <neap.qad@deped.gov.ph>, <as.rd@deped .gov.ph>, School
Effectiveness Division <bhrod.sed@deped.gov.ph>, School Health Division <biss.shd@deped.gov.ph>,
<blss.ssd@deped.gov.ph>, Solutions Development Division <icts.sdd@deped.gov.ph>, <bcd.scpd@deped.gov.ph>,
Student Inclusion Division <bld.sid@deped.gov.ph>, <tec@deped.gov.ph>, <bld.tid@deped.gov.ph>,
<icts.tid@deped.gov.ph>, Undersecretary for Governance <usec.governance@deped.gov.ph>, <usec.ci@deped.gov.ph>,
Undersecretary for Finance - Budget and Performance Monitoring <usec.financebpm@deped.gov.ph>, Undersecretary
for Administration <usec.admin@deped.gov.ph>, <usec.legal@deped.gov.ph>, User Support Division
<icls.usd@deped.gov.ph>, Youth Formation Division <blss.yfd@deped.gov.ph>, DepEd | llocos Region
<regioni1@deped.gov.ph>, Department of Education Regional Office IlI <region3@deped.gov.ph>,
<regiondb@deped.gov.ph>, DepEdIX ZamPen <region9@deped.gov.ph>, DepEd Region IV-A CALABARZON
<region4a@deped.gov.ph>, DepEd Region VII Central Visayas <region7@deped.gov.ph>, Cc: DepEd Region XIl|
CARAGA <caraga@deped.gov.ph>, DepEd V Bicol Region <region5@deped.gov.ph>, DepEd VI Western Visayas
<regionb@deped.gov.ph>, Department of Education Region 10 <region10@deped.qgov.ph>, <region11@deped.gov.ph>,
Deped Cordillera Administrative Region <car@deped.gov.ph>, Deped |l Cagayan Valley <region2@deped.gov.ph>,
<region8@deped.gov.ph>, <sancarlos.city6@deped.gov.ph>, DepEd llocos Sur <ilocos.sur@deped.gov.ph>,
<sulu@deped.gov.ph>, DepEd Surigao City <surigao.city@deped.gov.ph>, <panabo.city@deped.gov.ph>,
<agusan.delnorte@deped.gov.ph>, <isabela.city@deped.gov.ph>, <sajosedelmonte.city@deped.gov.ph>, DepEd Apayao
<apayao@deped.gov.ph>, DepEd Dasmarinas City <dasmarinas.city@deped.gov.ph>, <saranggani@deped.gov.ph>,
<pagadian.city@deped.gov.ph>, DepEd Meycauayan City <meycauayan.city@deped.gov.ph>, <isabela@deped.gov.ph>,
<valenzuela.city@deped.gov.ph>, DepEd Eastern Samar <eastern.samar@deped.gov.ph>, <roxas.city@deped.gov.ph>,
<talisay.city@deped.gov.ph>, <danao.city@deped.gov.ph>, <occidental. mindoro@deped.gov.ph>,
<munozscience.city@deped.gov.ph>, DepEd Alaminos City <alaminos.city@deped.gov.ph>, DepEd Makati
<makati.city@deped.gov.ph>, <carcar.city@deped.gov.ph>, DepEd llocos Norte <ilocos.norte@deped.gov.ph>,
<mandaue.city@deped.gov.ph>, <marawi.city@deped.gov.ph>, <cebu@deped.gov.ph>, <olongapo.city@deped.gov.ph>,
<marikina.city@deped.gov.ph>, DepEd Lucena City <lucena.city@deped.gov.ph>, <cagayan@deped.gov.ph>,
<tuguegarao@deped.gov.ph>, DepEd ZamboangaCity <zamboanga.city@deped.gov.ph>, <davao.city@deped.gov.ph>,
<sorsogon.city@deped.gov.ph>, <misamis.occidental@deped.gov.ph>, <tabaco.city@deped.gov.ph>,
<gapan.cily@deped.gov.ph>, <pasig.city@deped.gov.ph>, <tacloban.city@deped.gov.ph>, <sorsogon@deped.gov.ph>,
<ilagan city@deped.gov.ph>, DepEd Baybay City <baybay.city@deped.gov.ph>, DepEd Tangub City
<tangub.city@deped.gov.ph>, <dapitan.city@deped.gov.ph>, <sanfernando.city3@deped.gov.ph>, DepEd Caloocan City
<caloocan.city@deped.gov.ph>, DepEd Tayabas City <tayabas.city@deped.gov.ph>, <marinduque@deped.gov.ph>,
<laguna@deped.gov.ph>, <bukidnon@deped.gov.ph>, <pasay.city@deped.gov.ph>, <laonao.delsur1b@deped.gov.ph>,
<valencia.city@deped.gov.ph>, DepEd Quezon <quezon@deped.gov.ph>, DepEd Cavite City
<cavite.city@deped.gov.ph>, <sanfernando.city1 @deped.gov.ph>, DepEd Bais City <bais.city@deped.gov.ph>,
<kalinga@deped.gov.ph>, <palawan@deped.gov.ph>, DepEd Silay City <silay.city@deped.gov.ph>, DepEd Koronadal
City <koronadal.city@deped.gov.ph>, DepEd Las Pinas City <laspinas.city@deped.gov.ph>, <batanes@deped.gov.ph>,
<antique@deped.gov.ph>, <camarines.sur@deped.gov.ph>, <catanduanes@deped gov.ph>,
<generalsantos.city@deped,gov.ph>, <tagum.city@deped.gov.ph>, <surigao.delsur@deped.gov.ph>,
<tarlac@deped.gov.ph>, <zamboanga.delsur@deped.gov.ph>, <kabankalan.city@deped.gov.ph>, DepEd Cebu City
<cebu.city@deped.gov.ph>, DepEd Rizal <rizal@deped.gov.ph>, <paranaque.city@deped.gov.ph>,
<south.colobato@deped.gov.ph>, <baguio.city@deped.gov.ph>, <bayugan.cily@deped.gov.ph>,
<lamitan.city@deped.gov.ph>, <cotabato.city@deped.gov.ph>, <basilan@deped.gov.ph>, <tarlac.city@deped.gov.ph>,
<bogo,city@deped.gov.ph>, <passl|.city@deped.gov.ph>, <masbate@deped.gov.ph>, <naga.city1 @deped,.gov.ph>,
<iloilo.city@deped.gov.ph>, DepEd Dinagat Islands <dinagat.islands@deped.gov.ph>, DepEd San Jose City

https:Ilmail.google.com/maiIIuIO?ik=5f03aeceb8&vlew=pt&seard1=al&pennﬂﬂd=mread-ﬁ63A1 6869405469707730198simpl=msg-%3A16869405469. .. 2/5
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<sanjose.city@deped.gov.ph>, DepEd Capiz <capiz@deped.gov.ph>, <davao.delsur@deped.gov.ph>,
<iriga.city@deped.gov.ph>, <calbayog.city@deped.gov.ph>, DepEd Abra <abra@deped.gov.ph>, DepEd Guimaras
<guimaras@deped.gov.ph>, <ozamis.city@deped.gov.ph>, <bago.city@deped.gov.ph>, <gingoog.city@deped.gov.ph>,
DepEd Sta. Rosa City <santarosa.city@deped.gov.ph>, <lanao.delsuria@deped.gov.ph>,
<cabanatuan.city@deped.gov.ph>, DepEd Escalante City <escalante.city@deped.gov.ph>,
<cauayan.city@deped.gov.ph>, DepEd Navotas City <navotas.city@deped.gov.ph>, <compostela.valley@deped.gov.
ph>, DepEd Balanga City <balanga.city@deped.gov.ph>, <maguindanao2@deped.gov.ph>, DepEd lloilo
<iloilo@deped.gov.ph>, <legazpi.city@deped.gov.ph>, <lanao.delnorte@deped.gov.ph>, <ormoc.city@deped.gov.ph>,
<bohol@deped.gov.ph>, DepEd SDO1 Pangasinan <pangasinani@deped.gov.ph>, <lanao.delsur2b@deped.gov.ph>,
DepEd Negros Oriental <negros.oriental@deped.gov.ph>, DepEd lligan City <iligan.city@deped.gov.ph>,

<sanjuan city@deped.gov.ph>, DepEd Pampanga <pampanga@deped.gov.ph>, <tagbilaran.city@deped.gov.ph>,
<dipolog.city@deped.gov.ph>, <southem leyte@deped.gov.ph>, DepEd Bataan <bataan@deped.gov.ph>,
<oroquieta.cily@deped.gov.ph>, DepEd Siargao <siargao@deped.gov.ph>, DepEd Maasin City
<maasin.city@deped.gov.ph>, <benguet@deped.gov.ph>, DepEd Malabon City <malabon city@deped.gov.ph>, DepEd
Zamboanga Sibugay <zamboanga.sibugay@deped.gov.ph>, <tawitawi@deped.gov.ph>, <samar@deped.gov.ph>,
DepEd Bislig City Division OSDS <bislig.city@deped.gov.ph>, <imus city@deped.gov.ph>,
<santiago.city@deped.gov.ph>, <zamboanga.delnorte@deped.gov.ph>, <northern.samar@deped.gov.ph>,
<nueva.vizcaya@deped.gov.ph>, <lapulapu.city@deped.gov.ph>, <lacag.city@deped.gov.ph>,
<naga.city@deped.gov.ph>, <davao.oriental@deped.gov.ph>, DepEd Albay <albay@deped.gov.ph>,
<taguig.pateros@deped.gov.ph>, <agusan.delsur@deped.gov.ph>, <batangas.city@deped.gov.ph>, DepEd El Salvador
City <elsalvador.city@deped.gov.ph>, <maguindanac1@deped.gov.ph>, <bulacan@deped.gov.ph>,
<ligao.city@deped.gov.ph>, <batangas@deped.gov.ph>, <quirino@deped.gov.ph>, <camarines.norte@deped.gov.ph>,
DepEd Antipolo City <antipolo.city@deped.gov.ph>, <lacarlota.city@deped.gov.ph>, <vigan city@deped.gov.ph>,
<aklan@deped.gov.ph>, <mandaluyong.city@deped.gov.ph>, <tanjay.city@deped.gov.ph>, DepEd Oriental Mindoro
<ariental. mindoro@deped.gov.ph>, <calapan.city@deped.gov.ph>, <cotabato@deped.gov.ph>, DepEd Tacurong City
<tacurong.city@deped.gov.ph>, DepEd Biliran <biliran@deped.gov.ph>, <lanao.delsur2a@deped.gov.ph>,
<lipa.city@deped.gov.ph>, <mt.province@deped.gov.ph>, <tandag.city@deped.gov.ph>, DepEd Batac City
<batac.city@deped.gov.ph>, <toledo.city@deped.gov.ph>, <manila@deped.gov.ph>, <cagayandeoro.city@deped.gov.
ph>, DepEd Guihulngan City <guihulngan city@deped.gov.ph>, <masbate.cily@deped.gov.ph>, Deped Dagupan
<dagupan.city@deped.gov.ph>, <cavite@deped.gov.ph>, DepEd Surigao Del Norte <surigao.deinorte@deped.gov.ph>,
<tanauan.city@deped.gov.ph>, <malolos.city@deped.gov.ph>, DepEd Zambales <zambales@deped.gov.ph>,

<mati city@deped.gov.ph>, deped division of bacolod city <bacolod city@deped.gov.ph>,
<malaybalay.city@deped.gov.ph>, <la.union@deped.gov.ph>, <ifugao@deped.gov.ph>, <leyle@deped.gov.ph>,
<sancarlos.city1 @deped.gov.ph>, DepEd Nueva Ecija <nueva.ecija@deped.gov.ph>, <cabadbaran.city@deped.gov.ph>,
<siquijor@deped.gov.ph>, <sanjosedelmonte.city@deped.gov.ph>, <negros.occidental@deped.gov.ph>,
<kidapawan.city@deped.gov.ph>, <borongan.city@deped.gov.ph>, <davao.delnorte@deped.gov.ph>, DepEd Division of
San Pablo City <sanpablo.city@deped.gov.ph>, <igacos@deped.gov.ph>, <cadiz.city@deped.gov.ph>,
<catbalogan.city@deped.gov.ph>, DepEd Bacoor City <bacoor.city@deped.gov.ph>, DepEd Digos City
<digos.city@deped.gov.ph>, DepEd Calamba City <calamba.city@deped.gov.ph>, DepEd Sultan Kudarat

<sultan kudarat@deped.gov.ph>, <quezon.city@deped.gov.ph>, DepEd Urdaneta City <urdaneta.city@deped.gov.ph>,
<aurora@deped.gov.ph>, <bayawan.city@deped.gov.ph>, <mabalacat.city@deped.gov.ph>,
<dumaguete.city@deped.gov.ph>, <sagay.city@deped.gov.ph>, <muntinlupa.city@deped.gov.ph>,

<romblon@deped gov.ph>, DepEd Candon City <candon.city@deped.gov.ph>, <pangasinan2@deped.gov.ph>,
<naga.cebu@deped.gov.ph>, <north.cotabato@deped.gov.ph>, <butuan.city@deped.gov.ph>,
<labuk.city@deped.gov.ph>, <puertoprincesa.city@deped.gov.ph>

Dear CO, RO, SDO Officials, and Schools Heads,

Pursuant to the Memorandum Circular (MC) No. 2020 - | entitled Guidelines on the Grant of the Performance-Based Bonus (PBB)
for Fiscal Year (FY) 2020 rclcased by the Inter-Agency Task Force (AO25 IATF) on the Harmonization of the National Government
Performance Monitoring, Information and Reporting System; and MC No. 2019 - 002 of the Anti-Red Tape Authority (ARTA)
entitled Guidelines on the Implementation of the Citizen’s Charter in Compliance 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
Regulations, all agencies are mandated to report the results of their Citizen/Client Satisfaction Survey (CCSS) in order to ensure that

the voices and opinions of its clicnts are heard, relative to the quality of service delivery and how it is improved, all for the benefit of
its clients.

As the year closes, the Burcau of Human Resource and Organizational Development (BHHTROD) through the Organization
Effectiveness Division (OED) is requesting DepEd offices from the Central, Regions, Schools Divisions, and Schools (o provide the
needed information in crafting the CCSS results of DepEd by answering the Google Form provided in the latter part of this cmail,

Tn order for the respondents or concerned offices to accomplish the designated Google Form, below are the needed data and
information regarding the citizen/client satisfaction survey:

https://mail.google.com/mail/u/0?ik=51033ecab8&view=pt&search=all&permthid=thread-f%3A1686940546970773019&simpl=meg-f%3A16868405469... 3/5
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A. Total number of client visits for FY 2020
Report the total number of clienVcustomer(s) who availed the government service within FY 2020.
B. Total volume of transactions for FY 2020
Report the overall volume of transactions made within FY 2020 for the government service.

C. Scale used in the survey form

Specify the Likert scale used in gathering the satisfaction rating for the service. If another scaling is used, kindly provide
the information on the scale used.

D. Number of survey respondents

Report the number of clients who availed the service that is able to accomplish the survey form and are considered in the
computation of the average satisfaction

rating for FY 2020
E. Average client satisfaction rating received for FY 2020
Indicate the computed average client satisfaction rating received for FY 2020.

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

Report the summary of the feedback received by identifying the most frequent feedback or concerns received or the major
concems received for

FY 2020.
G. Survey form/tool used in gathering feedback

Upload a picture or PDF file of the survey form or tool used in gathering client feedback and satisfaction. The survey
tool/s can be an online form and/or an offline or

paper form. Examples of survey forms used in gathering feedback online and offling can be scen in the allached Annexes
A and B,

respectively.

Note: For the Central Office, only the total number of client visits and total volume of transactions will be asked since
OED has access to the other required information.

As instructed in the MC No. 2020-1 of the IATF, to properly gauge the effectiveness and overall quality of service delivery of the
Dcpartment, cach service declared in the Citizen’s Charter of the agency shall collect client feedback and satistaction. To further guide
the concerned offices in accomplishing the Google Form, attached in this email is the List of Services mcluded in the DepEd Citizen's
Charter 2019 (Annex C), or you can click on this link to access the 2019 Citizen's Charter of the Department; DepEd Citizen's
Charter 2019 (1st Edition)

For efficient consolidation of reports, here are the Google Form links assigned to cach governance level:

Governance Level Link
Central Office DepEd CO CCSS 2020
Regional Offices DepEd RO CCSS 2020
Schools Division Offices DepEd SDO CCSS 2020
Schools DepEd Schools CCSS 2020

can access the Google Form by clicking the link above assig%pdr;_ 0 your respective governance level, Please make sure that you
are loppedin on your DepLlid ciiail ac T T OFJErTo access the online form; ——

Dcadline for accomplishing the Google Forms is on or before January 11, 2021. Only information provided in the designated
_Google Forms will be considered in cralling DepEd's Citizens/Client Satisfaction Report for FY 2020,

For concerns/clarifications, plcase coordinate with Ms. Rose Albo or Kean Alicante of the BHROD-OED through mobile numbers:
0998-9962480/0917-8273125 or email us at bhrod.ced@deped.gov.ph.
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thoss of the sender and may not necessarily reflect the views of the Department of Education.
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m:
Republika ng Pilipinas
MDepartment of Education

OFFICE OF THE UNDERSECRETARY

PLANNING, HUMAN RESOURCE AND ORGANIZATIONAL DEVELOPMENT

MEMORANDUM
DM-PHROD-2020-00493
TO : Undersecretaries

Assistant Secretaries
Bureau and Service Directors
Regional Directors
School Divisions Superintendents
Schools Heads

All Others Concerned

FROM : j@k. MATEO
Underdecretary for Planning, Human Resource and

Organizational Development

SUBJECT - DepEd Citizen/Client Satisfaction Survey (CCSS) Results for the
Grant of Performance-Based Bonys (PBB) for the Fiscal Year 2020
and a Requirement of the Anti-Red Tape Authority (ARTA)
Relative to Citizen’s Charter

DATE s 14 December 2020

Information and Reporting System; one of its criteria in order to be eligible for the grant is the FY
2020 Performance Targets, which includes Citizen/Client Satisfaction Survey (CCSS) Results.
Additionally, MC No. 2019 - 002 of the Anti-Red Tape Authority (ARTA) entitled Guidelines on .
the Implementation of the Citizen’s Charter in Compliance with Republic Act 11032, otherwise
known as the “Ease of Doing Business and Efficient Government Service Delinery Act of 2018”
and its Implementing Rules and Kegulations, requires all agencies to report the results of their
Citizen/ Client Satisfaction Survey (CCSS) in order to ensure that the voices and opinions of its

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

Telephone No.: (02) 8633-7206 | Telefux No.: (02) 8631-8194
Emuil Address; usec.phmd@_dcped.gm-.ph | Website: www.dcped.gov,ph




clients arc heard relative to the quality of service delivery and how it is improved all for the
benefit of its clients.

In this regard, the Bureau of Human Resource and Organizational Development (BHROD)
through the Organization Effectiveness Division (OED) is requesting DepEd offices from the
Central, Regions, Schools Divisions, and Schools to provide the needed information in crafting
the CCSS results of DepEd by answering the Google Form provided. In order for the respondents
or concerned offices to accomplish the designated Google Form, below are the needed data and
information regarding the citizen/client satisfaction survey:

A. Total number of client visits for FY 2020
Report the total number of client/customer(s) who availed the government service
within FY 2020.

B. Total volume of transactions for FY 2020
Report the overall volume of transactions made within FY 2020 for the government
service.

C. Scale used in the survey form
Specify the Likert scale used in gathering the satisfaction rating for the service, If other
scaling is used, kindly provide the information on the scale used.

D. Number of survey respondents
Report the number of clients who availed the service that are able to accomplish the
survey form and are considered in the computation of the average satisfaction rating
for FY 2020

E. Average client satisfaction rating received for FY 2020
Indicate the computed average client satisfaction rating received for FY 2020.

F. Major or most common identified feedback/concern from clients
Report the summary of the feedback received by identifying the most frequent
feedback or concerns received or the major concerns received for FY 2020.

G. Survey form/tool used in gathering feedback
Upload a picture or PDF file of the survey form or tool used in gathering client
feedback and satisfaction. The survey tool/s can be an online form and/or an offline
or paper form. Examples of survey forms used in gathering feedback online and
offline can be seen in Annexes A and B, respectively.

Note: For the Central Office, only the total number of client visits and total volume of
transactions will be asked since OED has access to the other required information.

As instructed in the MC No. 2020-1 of the TATF, to properly gauge the effectiveness and overall
quality of service delivery of the Department, each service declared in the Citizen’s Charter of the
agency shall collect client feedback and satisfaction. To further guide the concerned offices in
accomplishing the Google Form, attached in this memorandum is the List of Services included in
the DepEd Citizen’s Charter 2019 (Annex C).

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




For efficient consolidation of reports, below are the Google Form links assigned to each

governance level:
Governance Level Link
Central Office bit.ly/ DepEdCCSS2020CO
Regional Offices bit.ly/DepEdCCSS2020RO
Schoals Division Offices bit.ly/ DepEdCCSS20205DO
Schools bit.ly/ DepEdCCSS2020Schools

Deadline of accomplishing the Google Forms and report submission is on or before January 11,
2021. Only information provided in the designated Google Forms will be considered in crafting
DepEd’s Citizens/ Client Satisfaction Report for FY 2020.

For concerns/clarifications, please coordinate with Ms. Rose Albo or Kean Alicante of the
BHROD-OED through mobile numbers: 0998-9962480/0917-8273125 or email us at
bhrod.oed@deped.gov.ph.

For your appropriate and immediate action.

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




ANNEX A

\Z*

DepEd Central Office Client Feedback
Form

Your experience matters o us!

* Required
Client Information

Name (optional)

Your answer

Contact Details (optional)

Your answer

Date Service Acquired *
Oae

mm/dd/yyyy O

Servicing Office *

Chonse -

Naxr

Nover submit paszwords through Google Formes,




DepEd Central Office Client Feedback
Form

* Required

Budget Division

Service Acquired *

Choose -

*If Others, please specify

Your answer

Client Satisfaction Rating

Kindly rate the quality of service provided by checking the appropriate box with § being the highest rating
and 1 being the lowes!. Selact "N/A" if that Service Quality Dimension is not applicable for the eervice. ( §
- Quistanding, 4 - Very Satisfied, 3 - Satsfied, 2 - Unsatigfied, 1 - Poor. N/A - Not Applicable )

Responsiveness (Pagtugon) *

Willingness to help, assist, and provide prompt service (Handang tumugon at magbigay nang mabilis na
serbisyo sa kliyente)

Rating ) &)




Reliability (Maaasahan) *

Provision of what was needed and what was promised, In aceordance with the policy and standards, with
zero 1o a minimal error rate (Mahusay na paghibigay ng serbisyo ayon s3 itinakdang pamantayan)

5 4 3 2 1 N/A

Rating O O O O O O

Access & Facilities (Lokasyon at Pasilidad) *

Convenience of location, ample amenities for 8 comfortable transaction, and the use of clear signages

and modes of technology (Mabilis mapuntahan ang lugar at magamit ang pasilidad sa pamamagitan
nang malinaw na karatula)

5 B 3 2 1 N/A

Rating O O O O O O

Communication (Pakikipag-usap) *

Act of keeping citizens and businesses informed In a language they can easily understand, as well as

listening to their feedback (Pakikipag-ugnayan sa kliyente sa paraang malinaw at nauunawaan kosama
ang mga opinion at puna)

5 4 3 2 1 N/A

Rating O O O @) O O

Costs (Gastos) *

Satisfaction with the timeliness of the billing, billing process/es, preferred methods of payment period,
value for money, acceptable range of costs, and qualitative Information on the cost of each service
(Kontento sa serbisyong natanggap at sa halagang naging katumbas o binayaran)

5 4 3 2 1 N/A

Rating O O @) O O O




Integrity (Katapatan) *

Assurance that there is honesty, justice, fairmess, and trust in each service while dealing with the clients
and businesses (Pagtiyak sa serbisyong may katapatan, hustisya, patas at tiwala sa habang nakikipig-
ugnayan sa kliyente)

5 4 3 2 1 N/A

Rating O O O O O O

Assurance (Pagtitiwala) *

Capability of frontline staff/s to perform their duties, product and service knowledge, understanding
client needs, helpfulness, and good work relationships (Kasiguruhan na gampanan ang tungkulin, na may
kaalaman sa serbisyo, pag-unawa sa mga pangangailangan ng kliyente, matulungin, at maayos na
ugnayan sa trabaho)

5 B 3 2 1 N/A

Rating O O O O O O

Outcome (Resulta ng Serbiyo) *

Rate in terms of achieving outcomes or realizing the intended benefits of the service (Markahan ang
pangkalahatang serbisyo na natanggap)

5 < 3 2 1 N/A

Rating O O O O O O

Suggestions/Compliments/Comments *

Your answer

Never submit passwords through Google Forms.
mm@mdedMW




ANNEX B

=
| 3
\A. - -/
Republic of the Philippines
Department of Education
Client Feedback Form Control No.:
Your experience matters to us!
L Client Information
Name: (Opfional): Date Visited: / I
Office Visited: Contact Details (Optional):
Senvice Acquired (Please specily):
I Client Satisfaction

mmummbwwmmmmmsmmwm‘mammmsanwmmswum

m&mm&mm.ﬁ-MLVWSM-’J.W,?-MM&.1-Pul’,WA-NnMul:d*)

06 & e
Neuiral

Satisfed

(P
ﬂmhmmmmmmﬂmmu
IOy rang mebily o carsmy ca kipenta)

Very Ssbsfied

2 RELIABLITY
mum-wuw—m-mﬂn
paiicy and standards, wih 2om b & mavemal ot rads {Ushinay na pagbibigay ng
207D8Y0 ayon sa linekdiang pamaniaysn)

3. ACCESS & FACILITIES (LOKASYON AT PASILIDAD)
Commnmncs of lozason, empia amendes for o comibiabe Mansacton, and the
use of chear d Modss of S 2 | Madds mapuntahan ang ugar at
mwm-wwmnm)

4, COMMUNICATION (PAKIKIPAG-USAP)
Act of 9 d ko # nguogn they can saady
WSOSIN, 33 woll ad itsieang 1o ther lpedback (Pakikipay wyrapan sa kiyerie 1a
'] o aeamo ang mga oomean of puno)

I.N'I'EORII'V(I(AYAPATAN]
Capadity of irsnfinn satds vlorm Max thsins, produel sad krm

chont haph and good werk Mo (Kaiges
110 Qémpanan #g tunphuin, 1o may kasisman s sarbisyo, pag unewe s mgs
0N ng dungn, af A = radoho)

7. ASSURANCE (PAGTITIWALA)
Amlnl\nkhnmq,hdu‘mnmauenmd&
Analeg wih e cheals and b (Pagtyax sa serbiyong may Aaugstan,
Wmnmuuh'mwmnumm

8. OUTCOME

mum-m.mmwmuunmn
mnnmmmm-m:-ym
hustsza patas al iwala 5 Nabang nokipky- ugayen 5 yents)

Ill. Suggestions/Compliments/Comments

Mmhmvﬂdﬂmhh&mmyhmwm

Privocy Norlee:
ncmmmvn:uummmmh.mmm&mumnm of admindtenig the survey. Any
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ANNEX C

Central Office - External Services

A. Bureau of Education Assessment
1. Application for National Career Assessment Examination (NCAE)
2. Application for National Career Assessment Examination (NCAE) for Walk-In
Applicants
3. Application for Philippine Educational Test (PEPT)
4. Application for Philippine Educational Test (PEPT) for Walk-In Applicants
B. Cash Division
1. Issuance of Office Receipts
C.Employee Accounts Management Division
1. Evaluation of Application for APDS Accreditation / Reaccreditation Process
D.Legal Service
1. Filing of Appeal
2. Filing of Complaint
3. Filing of Motion for Reconsideration
4. Endorsement of Recommendation for Duty-Free Tax Exemptions of Private
Schools
E. Personnel Division
1. Submission of Employment Application
F. Professional Development Division
1. Scholarship Application
G. Public Assistance Action Center
1. DepEd Action through Email (action@deped.gov.ph, Hotline 8888 and
referrals from CSC, PCC, ARTA)
2. Hotline and Walk-in Facilities
3. Standard FOI Request through walk-in facility, action@deped.gov.ph, and
Online
H. Records Division
1. Issuance of Requested Documents
2. Issuance of Requested Documents (CTC and Photocopy of Documents)

Central Office - Internal Services

A. Accounting Division’
1. Processing of Disbursement Vouchers — Big-Ticket Goods (Supplies,
Materials, Equipment and Motor Vehicles)
2. Processing of Disbursement VVouchers — Consultancy

! Accounting Services are applicable to Central, Region and Schools Division Offices.




3. Processing of Disbursement Vouchers - Infrastructure

4. Processing of Disbursement Vouchers — General Support Services (Janitorial,

Security, Maintenance, Garbage Collection and Disposal, and similar

services)

Processing of Disbursement Vouchers — Rental Contract

6. Processing of Disbursement Vouchers — Repairs and Maintenance of
Equipment and Motor Vehicles

7. Processing of Disbursement Vouchers — Board and Lodging

8. Processing of Disbursement Vouchers — Supplies, Materials & Equipment
(Non-Big-Tickets)

9. Processing of Disbursement Vouchers — Meals

10. Processing of Disbursement Vouchers — Training

11. Processing of Disbursement Vouchers — Honorarium

12. Processing of Disbursement Vouchers — Cash Advance for Activities

13. Processing of Disbursement Vouchers — Cash Advance for Salaries, Wages,
Allowance, and Other Similar Expenses

14. Processing of Disbursement Vouchers — Foreign Travel

15. Processing of Disbursement Vouchers — Local Travel

16. Processing of Disbursement Vouchers — Salaries for Regular Employees

17. Processing of Disbursement Vouchers - Salaries for Contract of Service

18. Processing of Disbursement Vouchers — Petty Cash Fund

19. Processing of Disbursement Vouchers — Gasoline Expenses

20. Processing of Disbursement Vouchers — Allowances and Other Forms of
Compensation

21. Processing of Disbursement Vouchers — Terminal Leave

22. Processing of Disbursement Vouchers — Collective Negotiation Agreement
(CNA) Incentives

23. Processing of Disbursement Vouchers — Special Counsel Allowance

24. Processing of Disbursement Vouchers — Financial Assistance

25. Processing of Disbursement Vouchers — Fund Transfers

26. Processing of Disbursement Vouchers — Utilities

27.Processing of Disbursement Vouchers — Communication Mobile

28. Processing of Disbursement Vouchers — Overtime

29. Processing of Disbursement Vouchers — Extraordinary and Miscellaneous
Expenses

30. Processing of Disbursement Vouchers — Registration Fees

31. Processing of Disbursement Vouchers — Remittances

32. Processing of Disbursement Vouchers — Plane Fare (DBM Procurement)

33. Processing of Disbursement Vouchers — Advertising

34. Processing of Disbursement Vouchers — Subscription Newspaper

35. Application for Provident Fund Loan

36. Processing of Liquidation Report - Petty Cash Fund (PCF)

37.Processing of Liquidation Report — Training and Activities

o




38. Processing of Liquidation Report — Foreign Travel
39. Processing of Liquidation Report — Local Travel
40. Processing of Liquidation Report — Payroll Fund for Salaries, Wages,
Allowances and Other Similar Expenses
41. Pre-Audit of Budget Estimates
42. Pre-Audit of Various Authorities
43. Request for Application, Renewal and Cancellation of Bond
44. Request for Approval of the Contracts of Various Projects/ Transactions
45. Issuance of GSIS and Pag-IBIG Certificate of Remittances
46. Application for Certification of Remittances
47.Request for BIR Form 2306 and 2307
48. Request for Photocopy of Supporting Documents from Paid and Filed
Transactions
49. Application for Agency Code/Activation of Organization code
B. Budget Division
1. Processing of Request for Obligation of Allotment
2. Preparation/Issuance of Sub-Allotment Release Order (Sub-ARQO)
3. Certification of Availability of Allotment
C. Employee Accounts Management Division
1. Provident Fund Loan Application
D. Legal Service
1. Certificate of No Pending Administrative Case
2. Request for an Update of the Status of the Case in the Central Office
3. Request for Legal Opinion
4. Review of Memorandum of Agreement/ Understanding, Procurement
Contracts and Ordinary Contracts
E. Personnel Division
Foreign Travel Authority Request on Official Time or Official Business
Foreign Travel Authority Request on Personal Travel
Issuance of Certificate of Employment and Service Record
Order of Transfer and Reassignment
Application of Leave
Application for Retirement
Processing of Terminal Leave Benefits

NSO RWN=S

Regional Office - External Services

A. Cash Section
1. Issuance of Official Receipts

B. Curriculum and Learning Management Division
1. Access (0 LRMDC Portal
2. Procedure for the Use of LRMDS Computers




C. Human Resource Development Division
1. Issuance of Certification as Principal’s Test Passer
2. Application for Scholarship
D. Legal Unit
1. Filing of Complaint
2. Request for Correction of Entries in School Record
3. Legal Assistance to Walk-in Clients
E. Personnel Section
1. Submission of Employment Application
F. Public Affairs Unit
1. DepEd RO Action through Email
2. Hotline and Walk-in Facilities
3. Standard FOI Request through walk-in facility and mail
G. Policy, Planning and Research Division
1. Request for Basic Education Information and Data
H. Quality Assurance Division
1. Application for Establishment, Merging, Conversion, and Naming/ Renaming of
Public Schools and Separation of Public Schools
2. Application for Special Orders
3. Application for Tuition and Other School Fees (TOSF)
4. Private Schools Permit to Operate on the Proposed Curriculum for SHS
|. Records Section
1. Issuance of Requested Documents (Non-CTC)
2. Issuance of Requested Documents (CTC and Photocopy of Documents)
3. Certification, Authentication, Verification (CAV)

Regional Office - Internal Services

A. Accounting Section
(Please refer to the list of Accounting services provided in the Central Office -
Internal Services)
B. Budget Section
1. Obligation of Expenditure (Incurrence of Obligation Charged to Approved
Budget Allocation per GAARD and Other Budget Laws/Authority)
2. Disbursement Updating
3. Downloading/ Fund Transfers of SAROs received from Central Office to
Schools Division Office and Implementing Units
C. Cash Section
1. Payment of Obligation
2. Handling of Cash Advances
D. Human Resuurce and Develupmernt Division
1. Rewards and Recognition




E. Legal Unit
1. Request for Cerlification as to the Pendency or Non-Pendency of an
Administrative Case
F. Personnel Section
1. Foreign Travel Authority Request on Official Time or Official Business
Foreign Travel Authority Request (For Personal Reason)
Issuance of Certificate of Employment and/or Service Record
Request for Transfer from Another Region
Application for Leave
Application for Retirement
Processing of Terminal Leave Benefits

N AN

Schools Division Office - External Services

A. Curriculum Implementation Division

1. Access to LRMDC Portal

2. Borrowing Procedures for Books and Other Materials Over Night
B. Personnel Unit

1. Submission of Employment Application (Teaching Related)

2. Submission of Employment Application (Non-Teaching Related)
C. Planning and Research Section

1. Request for Basic Education Data (External Stakeholder)
D. Records Unit

1. Issuance of Requested Documents (Non-CTC)

2. Issuance of Requested Documents (CTC and Photocopy of Documents)

3. Certification, Authentication, Verification (CAV)

Schools Division Office - Internal Services

A. Accounting Unit
(Please refer to the list of Accounting services in the Central Office - Internal
Services)
B. Budget Unit
1. Processing of ORS
2. Posting/Updating of Disbursement
C. Curriculum Implementation Division
1. Program Work Flow of Submission of Contextualized Learning Resources
D. Personnel Unit
1. Foreign Travel Authority Request on Official Time or Official Business
2. [Issuance of Service Record
3. Issuance of Certificate of Employment




4. Application for Leave
5. Application for Retirement
6. Processing of Terminal Leave Benefits
E. Planning and Research Section
1. Request for Basic Education Data (Intemnal Stakeholder)

Schools Services

Learning and Development

Enrolment

Borrowing of Books from the School Library
Public Affairs

Laboratory and School Inventory
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