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SUBJECT 2 DepEd Citizew/Client Satisfaction Survey (CCSS) Results for the
Grant of Performance-Based Bonus (PBE) for the Fiscal Year 2020
and a Requirement of the Anti-Red Tape Authority (ARTA)
Relative to Citizen's Charter

DATE . 14 December 2020

Pursuant to the Memorandum Circalar (MC) No. 2020 - 1 entitled Guidelines on the Grant of the
Perfonnance-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 its criteria in order to be eligible for the grant is the FY
2020 Performance Targets, which includes Citizen/Client Satisfaction Survey (CCS5) 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, othermvise
known as the “Ease of Doing Business and Efficient Government Service Delivery Act of 2018”
and its Implementing Rules and Regulations, requires all agencies to report the results of their
Citizen/ Client Satisfaction Survey (CCS5) in order to ensure that the voices and opinions of its
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clients are 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 ar 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
ar 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 mumber of client visits and total volume of
transactions will be asked since OED has aceess to the other required information.

As instructed in the MC No. 20201 of the IATF, 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),
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For efficient consolidation of reports, below are the Google Form links assigned to each
governance level:

Governance Level Link
Central Office bitly/ DepEdCCS82020C0
Regional Offices bt ly / DepEdCCSS2020R0
Schools Division Offices bit.ly/DepEdCCSS20205D0
Schools bitly/ DepEdCCS820208chools

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 concemns/clarifications, please coordinate with Ms. Rose Albo or Kean Alicante of the
BHROD-OED through mobile numbers: 0995-9962480/0917-8273125 or email wvs at
bhrod.oed@deped. gov.ph.

For your appropriate and immediate action.
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ANNEX A

\Z*

DepEd Central Office Client Feedback
Form

Your experience matiers to ws|

* Required

Client Information

Name [optional)

Contact Detalls (optional)

Date Service Acquired *

mm/od/yyyy O

Servicing Office *

Mox i

Terwe wibmiil pasvesdtls throagh Gongle Forrm



DepEd Central Office Client Feedback
Form

* Reguired

Budget Division

Service Acquired *

*if Others, please specify

Client Satisfaction Rating

Kindly raie the gualily of sarvice provided by ohecking the appropeiate box with 5 being the highest rating
and 1 being the lowest. Select "NOAT IF that Service Quality Bimensicn s not applicable for the service [ 5
- Outstanding, 4 - Very Satisfied. 3 - Satisfiad, 2 - Unsatiafied, 1 - Poor N/A& - Mot Applicable )

Responsiveness (Pagtugon) *

Wilingress to help, assist, and provide prompl service (Handang tumugon ot maghigay nang mabilis na
serbiayo an kliyenie)

-3 E 3 F 4 i H/A

Rating = { £ ) ()



Reliability (Masasahan) *

Piovision of what was nesded and whal was promised, in sccofdance with tha palicy and standards, with
7e00 to @ minimal error rate (Mahusay ne paghubigay ng serbisyo ayon na itinakdang pamantayan)

] 4 3 2 1 N/A

Rating O O O O O O

Access & Facllities (Lokasyon at Pasilidad) *

Converilenos of locition, ample amenities lor a comlonable \randaction, and the use of closr sigraged
and mades of technology (Mabilts mapuntahan ang legar at magamit ang pasilidad oa pamamagitan
nang imalinuw fa Karatula)

] 4 3 2 1 NIA

Rating O O O O Q Q

Communication (Pakikipag-usap) *

Act of kpeping citipens and businesses nformed (n o language they can eealy understand, as woll as
staning 10 thaeir feedback [Pakicpag-ugnayan us kliyants aa paraang malinas st nauunawaan Kasams
ang Mo opition 5t puna)

5 4 3 2 1 MyA

Rating @ O O O Q O

Costs (Gastos) *

Satislnction with the timelness of the billing, billing proceseres, prefemad methods of payment panod,
walue for money, acceptabie range of costs, snd qualitativé information on the cost of each service
(Kantents &4 serbisyong natanggap ot &8 halsgang naging katumbas o binayaran)

5 4 3 2 1 Ni&

Rating (@) O O O O ©.



wmmmmmmmmm dealing with the clients
qumqmmmﬂm s hubang nakikipig-

- Assurance (Pagtitiwala)
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ANNEX B
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Republic of the Philippines
Department of Education
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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 (FEPT)
4. Application for Philippine Educational Test (PEPT) for Walk-in Applicants
B. Cash Division
1. Issuance of Office Receipls
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 Vouchers — Consultancy

1 Accounting Services are applicable to Central, Region and Schoals Division Offices,



Processing of Disbursement Vouchers - Infrastructure

Processing of Disbursement Vouchers — General Support Services (Janitorial,

Security, Maintenance, Garbage Collection and Disposal, and similar

senvices)

Processing of Disbursement Vouchers — Rental Contract

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 Dishursement 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 Salanies, Wages,
Allowance, and Other Similar Expenses

14. Processing of Disbursement Vouchers — Foreign Travel

15, Processing of Disbursement Viouchers — Local Travel

16. Processing of Disbursement Viouchers — Salaries for Regular Employees

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

18. Processing of Disbursement Vouchers — Pelty Cash Fund

19. Processing of Disbursement Vouchers — Gasoline Expenses

20. Processing of Disbursement Viouchers — Allowances and Other Forms of
Compensalion

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

28, Processing of Disbursement Vouchers — Extraordinary and Miscellaneous
Expenses

30. Processing of Disbursement Viouchers — 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 Repart - Petty Cash Fund (PCF)

37. Processing of Liquidation Report — Training and Activities
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38. Processing of Liquidation Report — Foreign Travel
38. Processing of Liquidation Report — Local Travel
40. Processing of Liquidation Report — Payroll Fund for Sailaries, Wages,
Allowances and Other Similar Expenses
41. Pre-Audit of Budget Estimales
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-ARQ)
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 Siatus of the Case in the Central Office
3. Request for Legal Opinion
4. Review of Memuorandum of Agreement/ Understanding, Procurement
Contracts and Ordinary Contracts
E. Personnel Division

1. Foreign Travel Authority Request on Official Time or Official Business
2. Foreign Travel Authority Request on Personal Travel
3. Issuance of Certificate of Employment and Service Record
4. Order of Transfer and Reassignment
5. Application of Leave
6. Application for Retirement
7. Processing of Terminal Leave Benefits
Regional Office - External Services
A. Cash Section

1. Issuance of Official Receipts

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



C. Human Resource Development Division
1. Issuance of Cerlification 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 Informalion 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 fo Approved
Budget Allocation per GAARD and Other Budget Laws/Authority)
2. Disbursement Updating
3. Downloading/ Fund Transfers of SAROs received from Central Office to
Scheols Division Office and Implementing Units
C. Cash Section
1. Payment of Obligation
2. Handling of Cash Advances
D. Human Resource and Development Division
1. Rewards and Recognition



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

e 2 BT

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. Recards 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 | earning Resources
D. Persannel Unit
1. Foreign Travel Authority Request on Official Time or Official Business
2. Issuance of Service Record
3. Issuance of Cetificate of Employment



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

Schools Services

Learning and Development

Enrolment

Borrowing of Books from the School Library
Public Affairs

Laboratory and School Inventory
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