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Dcadlinc of aEomplishing the Google Forms is on J.nurry'tl, 2021.

Cli6rn Satisfaclion Survey (CCS) ot 2020 shall be the basis oJ such suNay. CCS Tool us€d in

2020 are also r€quired to be attached.

For CY 2021 onward8, echools and offic€s shall conducl diErt satisfaction 8urvey of ofiersd

seNicas io ensure cuslomer satisfadion and cornpliance to othg rElevanl reporl.

lmmediate dissgmanalion of and stric{ complianc€ to this Memorendum is d$iI8d.

ELIAS A. ALICAYA JR., Ed D
Assrstant Schoots OivEion SuDerlntendfh

omcerin-ctrarge F/ J
ofic6 of the Schools Division Sup€r\Enil€nt

I
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"C.r.rtlng Postlb hles, kspMng Innovotlons"
add.!ss: Sitio Fori, Brgy. Tallpan, Pagbilao, Quezon

Trunkllne *: (042) 784-0356, 104217844\64, lcd,2l 784{391, (042) 784{321
Emall address: quezon @ deped Eov.ph
Webslte: wn wdepedque2on.com.ph
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@epsrtment of @butation
OTFICE OF THE TJNDERSECRE'TARY

PLANNING, HUMAN RESOURCE AND ORGANIZ ATIONAL DEVELOPMENT

MEMORANDUM
DM-PHROI},2O2IH0493

TO

FROM

SUB]ECT

DATE 14 December 2020

Undclsecretrries
Assistant Secrctaries
Bueau and Serviae Dirc<tol3
Regional Directors
school Divisionr SuPcrintendents
Schoola Heads
Atl OtheF Concemed

Orgarizational DeveloPment

DeaEd Citizea/climt sctisfactio,tr stffoe! (Ccss) Resuhs lor the

ctunt ol Perlorflance-Based Bor.us (PBB) fol the Eiscal y'ar Xno
anil a Rcqr,iiftrrrent oJ the Afii-Red TaPc Authoily (ARTA)

Relatioe to Citizer,'s Chorter

Pursuant to the Memorandum Circular (Mq No. 2020 - 1 entitled Guidelines ofi the Gfint of the

Petoftndnce-Besed Boauc (PBE) for Fiscat yeat (m 2t20 rcleased by the Inte'-Agency Task

Foice (AO25 IAT$ on the Harmonization of the National Coveru[eart P€rforrnance Monitoring"

Information ancl Reporting System; one of its criteria in order to be eligible for the graflt i5 the FY

2020 Performarrce Tar8ets, which includes Citizen/Client Satisfaction Survqv (CCSS) Result's

Additionaily, MC No. 2019 - 002 oI the Anti-Red TaPe Authority (ARTA) entitled Guideliazs oz

the lrnplemenation of tha Citizefl's Chartet in Co,nPlidflce @ith Reqllblic Act 770n, othctl|i'e
kfiowrl os the "Ea.e of Doing Btls],/,ese hrltl Elliciett Gooen'ient semice Delioery Act oI2m8"

ifid its lfiplernenting Rates att t Regulatiots, requires all agencies to rePort the results of their

Gtizen./client satisfaction survey (ccss) in order to ensule tlut the voices and opinions of its

R(m 102, li!.1 Btrilding, D.pEd CdPLr, Mq e Av..' PqiA Ciq lflxl
T.Lp!on. N.,: (lD) !6$72[6 | -ftr.6u No : (d2) 86.r1'{4D4
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cli€nts 8re heard relative to the quatity of service deltvdy and how ir is improved dl ffi tlr€

benefit of its cliedts.

In ihi6 regard the BuEau of Human Resource and Organizational DeveloprrEnt (BHROD)

Auou8h the OrSanization Effectivene$ Division (OED) is requesting DePEd office ftom the

C€ntral. Regiom, S.hools Divisioris, and S.hools to Provide the needed information in ctafting

the CCSS rcsults of DepEd by aiswering the Google Forur provided. ln order fol the resPqdglt8

or concemed officEs to accoErPtish lhe designated Google ForEL below ale the needed data ard

hformation legarding tlte citizelr/dient satisfacdon stlrvey:

A. Total nunber of client vlBtts for FY 1)A)
Repofi the total numb€r oI dient,/customer(s) who availed the governnsrt sereice

within FY 2020.

B. Total voluInc of tr.nt ctiou Iu FY 20!)
Report the overall volume of bansactions Etade within FY 2o20 for the govennrenr
gtcl.ice.

C S..le uled in tte $rYeY ford
Specify lhe likeat scale used in tathering the satisfaction rating fot t1r€ s€rsice lfother

scaling is used, kindly Ptovide the infor$ation on the scale used.

D. Nunrbd of.urvey reBPondcntc
RepGt the number of ilients who availed the s€trf ice that are able to *'omPlish the

survey form and are corsideled in the compuraton of the averdSe gatidacton rati, g

for FY 2020

E Av€r.ge cltenl 6atl6laction ratiag received for FY 2OI)
Indica-t€ the comPuted avera8e clietrt satisfaction raiint rec€ived for FY ZDo'

F. M.ior ot moat common identified I€edbacrycomErn from clients
Report the summary oI the leedback received loy ide ifying the mo€t hequ€nt

feedback or corrcems received or lhe majol concerls leceived for FY 2020'

G. Survcy fc4ftool used in Frhering fe€db.ck
Uploai a pictue or PDF file of rhe survey form or tool used in gEth'rin8 ctmt
I;dback and Eatisfaction. The sun€y tool/s can be an ontin€ form and/or an offline
ot papet form Examplee of survey Iorms used in Sathering feedback online a:td

offline can b€ see[ in Annexee A and B, resPectively.

Note Fot th. Cenn l Ofrie, onl! thz total atanher oJ client oisitc qnd totel oofumc of

As inskucted in the MC No. 20201 of the IATI, to Prope y Sauge ttt€ dfectivenese afld ovErall

quality of s€:rvice delivery of the DeParkn€n! each service dedaEd in th€ citiz€n's charter of tlre

agerrcy shall collect clieflt feedback and satisfaction. To furtlter Suide tlre concemed offices in

accomplishing the Go le Form, altached in this memotandum is the List of Sereice6 irEluded in

the DepEd Citizen'6 Charter 2019 (Aftrex C).

rm r% f,ral &lnd.B, D.!Ed CdtrPlE, L.r.ro At .E .E cttt 1641,

TdiedE NoJ (@) tdltTzl6 | LLbNG (0t) 06,L049a

Eit d lib...: l,6pthd@.L9.d{w Pe I V.t ie ffir.Fd{c+h



For ef6cisrt consolidation of report8, below are the Goo8le FofrII links assiSned to eadl
governance lwel:

Govctrrraff€ Level Ltnt
Cental Office bitlv /DeEEdCCSS20Z)CO

Resionsl OfficeB bit.lvlDeoFdCCSS2OZ}RO
Schools Division Oflices billv /DeoEdCCSS2OZX}DO

S.hools bit.lvl DeDEdCCSSz0ZEchoole

Deadlira of accomplishing the C'oogle Forurs and report 6ubmissio[ is on ot bdorc J.noay 11,

AnZl. Only inlorEEtion piovided in ihe de3ignated Goo8te Forms 1vi[ be conEideied in.rafting
DepEd's Citizens/Client Satisfaction Report for FY 2020-

For concerrs/clarificatiorE, plea8e cootdirate with Nts, Rose Albo or Kean Allcante of the

BIIRODOED through Eobile trumbera; 099&9952480/@174273125 or email us at
bhrod.oed@deped.gov.ph,

For your appropriate and immediate action.

f@r 102! Rtd A{ dnl,IX!Ed CdnpLr, laada}Arr Pjia Ckr lcoll
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ANNEX A

DepEd Central Office Client Feedback

Form
Y.u, .rp.r.nce m6ll6s lo u.

co.tact Debih (option6l)

Oate S€rvice AcqukBd '

ServcingOiiice'

Nra strli rFr@dr rh6uCl co.rr. Fo6.



DepEd Central Office Client Feedback

Form

o o

*lf Others, pleose specify

Client Sstisfaction Rating
Xlndly rar. rh. qualhy ol6.vLc. provid.d by ch..l(hg the d9ptoprEt. bor * h 5 b.lnq lh. hlghsl6llnq
ldd I b.hOlh.low.sl, S.lecl'N/A iflhsl S.rvo.Qlallrv Oim.n6ion i! nol.pplicBble lor thE servic. ( 5

out3t.oirng, 4 Vert Satsn.d, 3 . S.rl.fi.d, 2 _ UEatislied,I P@r N/A Nor Apprrc.ble )

Service Acquired'

Responsiveness (Pagtugon)'

wilringrcsslo h.lp,.ss s! and provid. prompr 6.ru1.. (H.nd..9tunlgon 3l h6qb'93v n.os mab'li6 n.

ooRalln0 (f o
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ANNEX B

Republi( o, thE Philippines
Deparknent of Education
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ANNEX C
Contral Oflica - Ertarnal Soralcoa

A. Bureau of Educalion Assessment
1- Application for Naronal Car€srAssessment Examination (NCAE)
2. Appliation for National CarBer ,Assesslrart Examinatbn (NCAE) {ot Walk-ln

Applicants
3. Application fot Philippine Educational Tesl (PEPI
4. Application for Philippine Educational Tesl (PEPI) tor Walk-ln Applk;anfs

B. Cash Division
1. lssuanc€ of affce Recoipts

C. Employe€ Account6 Management Division
1. Evaluation of Applicalton for APDS Accreditation / Roa@reditaticn Procass

O. Lsgal Sorvlcs
1. Filing of Appeal
2. Flltng of Complaint
3. Flltng of Moti for Roconsideration
4. Endorsg.nl€,nt of Rocommerdation tor Duty-Frce Tax Exemplions of Pivata

Scfioors
E. Psrsonnel Dlvision

1. Submlsslon of Employment Appli@tion
F. Professional Oev6lopment Division

1. Scholats/!,ip Appllcatbn
G. Public Assistanc€ Action CentBr

1. DepEd Actioa through Email (action@deped.gov.ph, Hotline 8888 and
rciemls fron CSC, PCC, ARTA)

2. Ho ine and Walkin Facilities
3. Sbndad FOI Request thmugh walkin fdciliu, acrion@depecl.gov-ph, dnd

Online
H. Records Division

1. lssuance d ReqrcslF.d Doanents
2. lssuance of Reguested Documants (CTC atd Plntocopy of Docunan,s)

Centnl Ofico - lntemal Sorvlcar

A. Accounting Division!
1. Ptucessil ol Disbursen]€nt vouchera- BE-Tid<et Goods (Supplhs,

Ma|€,ials, Equipment and Motot Vehides)
2 P/oc€ssrng of DisDurccment Vouchers - Consuftancy

r Accounting S€rvbes are apdlcable to Central, Re8lon and khools oivislon Ofr.es,



3. Procassrngl ofDisbursement VoucheIs - lnfrastrudura
4. Proc€s$rg ofDisbursement Vouchers- General Suppoft Se|ices (Janitoial,

&cuity, Mdintenance, Gabage Co ection and Dis|,o,6€,l, and shnilat
salytbos)

5 P/ocasshg of Disbursement Voucharc - Rental Contract
6. P/'oc€sgr,g of D isbu.r,en]€,nt Vouchers - Rep€i,s ancl Maintonancg of

Equlpment and Motor Vehlcles
7. Prccassing of Dlsbursement Vouchers - Board and Lodgi?A
8. Procassl,lg ot Disbursement Vouchers - Supplles, Matetials & Equlpmonl

(Non-Etig-Tickefs)

9. Procassing of Disbursemont Vouchers - Mea/s
l2-Procassiry of Disbursement Vouchors - Tnining

lz-Ptocf,ssing of Disburse,7rent Vouchers - Cash Advan@ for AdMt/€s
1 3- Prccessing ol Disburceni€nt Vouchers - Cash Advan@ for Salaies, Wqes,

Allowan@, and @ter Similar Expens€s
14. Prccessing ot Asbursenont Vouche,.s - Forcign Travel
1 5. Prc@sslng ot Asbursonent Vouchers - Local Trawl
,6. Prccess,rg ofDisoursen ent Vouciers - Salaies for Regular Efiryloy€es
l7.Prccessing of Disbu.f,a,7jent Voucl,ors - Sararies lot Contad of Sevice
1 8. Ptocossing of Disbursenent Vouchers - Petty Cash Fund
lg-Processing of Dlsbursemont youchels - Gasoline Expenses
20. Procassing of Disburaanent Voucherg - All tanc€,s and Olhet Fotms ol

Compens€tion
21 - Ptocosslng of Dlsbursanent Voucherc - Termlnal Leaw
22. Procossing of Asbursenunt Vouchers - Cdlecliw Negotiation Agrea,,i,€,tt

(CNA) ln@ntives
23. ProcessitB of Disbursenqnt Vouche|s - Special CounsFl Atbwanc€
24. Processing of Disbursement Vouchers - Financial Assidance
25. Processing of Dishursement VoucheIs - Fund Transferc
26. Processing of DisbursenEnt Vouchers - Utilitbs
27.Prccesdtg of A*ursenErnt Vouchets - Comnani@tbn Mob e
28. Processing of Disbursement Vouclnrs - Overtime
29. Processing of DisbursefiEnt VoucheB - Extruordinary and Misellaneous

Exp€rsas
30. Ptocossi,E of Disbursefl?€.nt Vurchers - Regbfatbn Fees
3r. Processrng ofDisbursen7€,nt Voucherc - Remitlancgs
32- Processirp of DisburcefiEnt Vouchers - Plane Fare (DBM Prourcnpnt)
33. Proc€ssing ofDisbursefiEnt Vouchers - Advert6ing
34, Processing of Disbwsement Voucherc - SuDscnplron Newspqpar
3'.Npli@tion for Provihnt Fund Loan
36. Processiry ot Liquidation Repoi - PeW Caeh Fund (PCF)
37. Pto@ssing of Liquidaton Re,E,rt - Training and Affiios



38- Prwessing of Lnuidaqon Repoft - Foreign Tnvel
39. Proc€edng of Liquldation Re0€.,1 - L@al THwl
40. Ptoc.€,ssing of Ligutddtion Rectr,fi - Payro Fund lor Salafies, Wsg,es,

Allowances and OfrDt Slmllar Expenses
41 - Pre-Auclit ot Budget Estimales
42. Pra-Audrt of Various Authorities
43- Reqt/€st for Appllcauon, Renewal and Can@llation of Bond
44. Requos/ for Approval of the Contracts of Vadous Projedg ransaclions
45. /ssuancs of GS,S and PaglBlC Cefiflcate of Remllf€,nc€,s

46.Appli@tion br Csfilficaqon of Remlttat'4€g
47-Reqwst for BIR Fom 2306 and 2307
48. Reqwst for motocopy of Supporting Docunenb fiom Pald and Flled

Inarsacfons
19. Aryliffition br Agency Code/Activation ot Otganization cade

B. Budgol Division

2. P@paratbn/lssuance of Sub-A ot/?ent Releas8 Oder (SUts.ARO)

3- Cedilication of Avaibwfiry ol Allolment
c. Employee Accountrs Management Division

7. Provident Fund Lssn Appli@tion

D. Legal Service
1, Cetuficate of No Pending Administraliw Case
2. Requed for an Udale d the Status of tho Casa in tlt€ Cent/.a/l Ofrc€
3. Reqrcst fot Legdl Opinioa
4. Rsviaw of Memonndum of Nrcemanv UndoEtanding, PmcurB.n?f,nt

Contracts and Adinary Contre,cls
E. Personnel Division

1. Foreign Travel Authoily Requed on Ofrcial Time ot fficial Businesa
2. Forcign Travel Authotily Requesl on Perwnal Travel

3. lssuanc€ of Cdttifrcaia ol Employment and SaMc€ Rec]a,d

4. Ollder of Transfer and Reassrgnmen,

5. A@lication of LeaL6
6. Arylic€.tion fot Relirenrtsnl
7- Processing of Tetminal Leave Banefr/s

Reglonal Otflco - E)dernal Sowlcos

A. Cash Section
1. lssuance of Ofrcial Receipts

B- Cuniculum and Loaming ManagEment Division
1. Acf€ss to LRMDC Podal
2. Procadure tor ths Use ofLRMDS Computers



C, Human Resource Dovelopment Division

1. lssuance ol cettlficat&/l, as Pnnapal's los, Pass€r

2. Ap,plication fot scholdtshiq
D. Legal Unit

1. Filing of Complaint
2. Reques{ for Correction ot Enties in School Recprd

3. Legal Assrstanc€ lo walkln Clients
E. Personnel Section

1. Submission of Employment Aqpli@tion
F. Public Affairs Unii

1. D€pEd RO Action throryh Email
2- Hotllne and Walk-in Facilities
3. standard FOI Requesr lhrough wal4ln facilry and mail

G. Policy, Planning and Research Divislon

1. Rsqr€gt for Baiic Educalion lnlormatlon and Data

H. Quality Assurance Division

1. Applicelion fot Estabtishmont, Merging, Conwsion, and Namingl Ranaming d
Public Schools and Separalion of Public Schods

2. Applicaaion for Speclal Orclers
g. Applicaton for Tuition and o.her Schod Fees rIOSF)
4- Ptivate Schools Permit to Wrate on the Prcpanad curictlum bt SHs

l. Records Section
1. lssuance of Requa$ted Documents (Non-CTC)

2. lssuanc€ of Reqwsted Dof].rments (CTC and Photocopy ot DocuoE,nts)

3. Canifraa,ion, Authenflcation, veificatlon (CAV)

Reglonal Offle. ' lnt mal Sorvlcas

A. Accounting Saction
(Pr,sase ,a,br,o l,?e lisl ot Accounting seryicr.s ptovlded in the Cent,8/ O{fice '
lntemal Servims)

B. Budget Section
1. Obtiga,ion of Expenditure (lncunence ot Obbation qEryPd 6 npproved

BudPt NlocF,tion per Gr'lr'.RD and Oth$ Budgel Laws/Attthotity)

2. Asburs€,ment Updating
g- Downloadlng/ Fund Irsasfiers of SARO9 rcceived frcm Central Otf,ca to

Scrroors Drvisirn Od?ce and lmplem$ung UniE

C. Cash Section
1, Payment of Obligalton
2, Handliry ol Cash Advancf,s

D. Human R€sourca and De\€lopmont Divislon

1. Rewaftts and Re@gnition



E, Legal unit
1 . Raquest lor Cedificalion as to the Pond€ncy or NonPendency d an

Adminislralw Cass
F. PeEonnel Section

1. Forcign Tfivd Authotv Reqwst on fficial Tlme or Ofrcidl Busi,,oss

3. lssuance of certificate of Employment andlor SeMce Roc,,td

4. Reqrcst for Trans,gt from Anolher Reglon

5. Application for Loave

6. Application tor Retircnl€nt
7. P,E,cf,ssit g or Terminal Leave Benafrts

Schoole Dlvislon OIflGG ' Exlornal Ssrvlces

A. Curdculum lmplsmentation Division

1, Access to LRMDC Podal
2, Bonowing Prccedures fot Books and Othot Matedals over Nlght

B. Personnel Unit
1- Submission of Employment Application (Teaching Related)

2. Submission of Emptoryenl Application (l'lon-Teaching Relaled)

C. Planning and Resoarch Ssction

7. Regrrosl for Bas ic Edtlcation Oata (Extemal Stakehouar)

D. Rscords Unit
1. lssuance of Requested Dorluments (l'lon-CTC)

2. ,ssuan66 ofRogl,ested Documents (CTC aN P,totoc.py of Doc/afirf,nts)

g. Cetlification, Authentication, Venfication (CAV)

Schools Dlvlslon Offlce - lntemal 8ervlc68

A. Accounting Unit
(Pleasa rsler to the list ol Acauntirry seMces in the Centr8,l ffica - lntemal

S€rvic€s)
B. Budget Unit

,- Procossitg ofORS
2. PostingruNafing of Dis}.uts€.nl€nt

C. Curdculum lmplemenlation Oivision

1. P.(,g,tr,m wo* Flow of Submission of conbfi)alized Leamlng Resout@s

D. PeEonnel Unit
1. Forepn Travd Authority Reque$ on fficial Time or oi?7cia, Bus,l?ass

2. lssuanc€. of Sevice Rectrrd

3. tssuanco ol Cedificate of EmPlowsnt



4. Appll@tion for Leave

5. Appli@tion for Retir€ment
6. Prccassing of Terminal Leavs Bolrofr's

E. Planning ard Research S€ction

1. Reqwsl lor Basic Educatbn Data (lnlemel Stakehouar)

Schools llolvlca$

Leaming aN Developnnnt
Enrolment
tutowing of Books from the School Libary
Publlc Afrairs
Laboratory and School lnvenlory

1.

2.

3.

4.

5.
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