CLASS C

Ot. LLC-CSG-FR-136.00
LBP LEASING AND FINANCE CORPORATION
(A LANDBANK Subsidiary)

15" Floor SycipLaw Centre Bldg, #105 Paseo de Roxas St. 1226 Makati City
Telephone Number 8818-2200/ Fax Number 819-6176

INVITATION TO QUOTE FOR THE PROCUREMENT OF SERVICES TO CONDUCT LLFC’s CY 2026

CLIENT SATISFACTION MEASUREMENT (CSM)
(LLFC-CAP-26-018)

REQUEST FOR QUOTATION (Small Value Procurement)

LBP Leasing and Finance Corporation (LLFC) through its Bids and Awards Committee (BAC) will undertake a
Small Value Procurement in accordance with Section 35.9 of the Implementing Rules and Regulations of the
Republic Act No. 12009.

Procurement of Services to Conduct LLFC’s CY 2026 Client Satisfaction

Name of the Project Measurement (CSM) (LLFC-CAP-26-018)

Approved Budget of the
Contract (ABC)

Four Hundred Fifty Thousand Pesos (PhP450,000.00)

BACKGROUND

LBP Leasing and Finance Corporation (LLFC), the client, is seeking to hire an independent Research Firm, to
conduct LLFC’s CY 2026 Client Satisfaction Measurement survey on clients and business partners to assess
the overall satisfaction and perception of clients on the services they availed from LLFC.

OBJECTIVES OF THE SURVEY

The goals of the survey are to:

1. Determine the level of satisfaction in terms of the client’s delivery of services to its stakeholders;
2. Assess the general impact of the client’s programs and projects to its stakeholders; and

3. Ascertain the opportunities for improvement.

SCOPE OF WORK AND METHODOLOGY

The scope of work and methodology for the study will be based on the attached Terms of Reference (TOR).

Project Completion Not later than February 28, 2027

1. Please accomplish the following:
a.) Price Quotation Form (Annex “A”) together with the supplier’s official proposal/quotation
b.) Statement of Compliance under Schedule of Requirements and Technical Specifications (Annex “B”)
¢.) Original and notarized Omnibus Sworn Statement (Annex “C")
d.) Original and notarized Secretary’s Certificate for proof of authorization

Submit in a sealed envelope to LBP Leasing and Finance Corporation office located at 15% Floor, SyCip Law
Centre Bldg, #105 Paseo de Roxas St., Makati City on or before September 22, 2026 5:00PM together
with the Certified True Copies of the following Eligibility documents:

a.) Valid and current year Mayor’s Permit or proof of application
b.) Valid and current PhilGEPS Registration Number
c.) DTI/SEC Registration (for Partnership/Corporation)
d.) Latest Tax Clearance per E.O. 398, series of 2005
e.) BIR Certificate of Registration (Form 2303)
f.) Latest Income/Business Tax Return for two quarters
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2. All quotations must include all applicable taxes and shall be valid for a period of thirty (30) calendar days
from the deadline of submission of quotations. Quotations received in excess of the approved budget shall
be automatically rejected.

3. Liquidated damages equivalent to one tenth (1/10) of the one percent (1%) of the value of Purchase Order
not completed within the prescribed completion period shall be imposed per day to day of delay. LLFC may
rescind the agreement once the cumulative amount of liquidated damages reaches ten percent (10%) of
the amount of purchase order, without prejudice to other courses of action and remedies open to it.

4. The project shall be awarded to the proponent determined to have submitted the complete and lowest
quotation including compliance to the Schedule of Requirements and Eligibility documents.

5. The prospective bidder shall be a Filipino citizen/sole proprietorship/partnership/Corporation duly organized
under the laws of the Philippines.

6. LLFC reserves the right to reject any or all quotations at any time prior to award of the project without
thereby incurring any liability to the affected proponents and to waive any minor defects therein to accept
the quotation as may be considered more advantageous to the Government.

7. Terms of payment shall be within thirty (30) calendar days from date of acceptance. The procurement of
LLFC is subject to a final VAT withholding of five percent (5%) in addition to the applicable withholding
tax.

For further information, please visit LBP Leasing and Finance Corporation office or contact the BAC Secretariat
Ms. Jose Emmanuel I. Guerrero at telephone number 8818-2200 loc. 231 or send e-mail to
procurement@Ibpleasing.com

Date of issue: 17 September 2026

(59d.)
ATTY. ED VINCENT A. ALBANO III
CHAIRPERSON
BiDS AND AWARDS COMMITTEE

Procurement of Services to Conduct LLFC's CY 2025 Client Satisfaction Measurement (CSM) (LLFC-CAP-25-023)
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Annex “A”

Price Quotation Form

Date:

ATTY. ED VINCENT A. ALBANO Il

Chairperson, Bids and Awards Committee

LBP Leasing and Finance Corporation (LLFC)

15" FIr., Sycip Law Center, #105 Paseo de Roxas St.,
Makati City

Dear Atty. Albano:

After having carefully read and accepted the terms and conditions in the Request for
Quotation (RFQ), hereunder is our quotation/s for the item/s as follows:

Description/ Specifications: Qty. Unit Price (P) Total Price (P)

(In details)

Amount in Words:

Warranty

The above-quoted prices are inclusive of all costs and applicable taxes. Delivery to LBP
Leasing and Finance Corporation shall not be later than February 28, 2027.

Very truly yours,

Printed Name over Signature of Authorized Representative

Name of Company

Contact No./s

*Please submit all the required eligibility documents together with the Annexes “A, B and C”




Annex “B”

Schedule of Requirements and Eligibility Requirements

Bidders must state “Comply” in the column “Statement of Compliance” against each of the
individual parameters.

Statement
Requirements of

Compliance

One (1) Lot Client Satisfaction Measurement CY2026 compliant with the Terms
of Reference

The Final Report must be submitted not later than February 28, 2027.

The selected firm must be a professional market research center or firm with a
track record of at least five (5) years of relevant studies.

Eligibility Requirements (Certified True Copies only ) :

. Valid and Current Year Mayor’'s Permit

. Valid and Current PhilGEPS Registration Number

. DTI/ SEC Registration (for Partnership / Corporations)

. Latest Tax Clearance per E.O. 398, series of 2005

. BIR Certificate of Registration (Form 2303)

. Latest Income/Business Tax Return for two quarters

. Original and notarized Omnibus Sworn Statement (Annex “C”)

OINO A BR|WIN(—

. Original and notarized Secretary’s Certificate for proof of authorization

| hereby certify to comply and deliver all the above Schedule of Requirements.

Name of Company Signature over Printed Name of Date
/Bidder Authorized Representative
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Omnibus Sworn Statement Form
[Note: The duly accomplished form shall be submitted with the Bid]

REPUBLIC OF THE PHILIPPINES )
CITY/MUNICIPALITY OF ) S.S.

OMNIBUS SWORN STATEMENT

I, [Name of Affiant], of legal age, [Civil Status], [Nationality], and with residence at
[Address of Affiant], after having been duly sworn in accordance with law, do hereby depose
and state that:

1. Select one, delete the others:

If sole proprietorship: | am the sole proprietor or authorized representative of
[Name of Bidder] with office address at [Address of Bidder],

If partnership, corporation, cooperative, or joint venture: | am the duly authorized
and designated representative of [Name of Bidder] with office address at [Address
of Bidderf,;

If individual consultant not registered under a sole proprietorship, in case of
Consulting Services: | am the individual consultant or authorized representative of
[Name of Bidder] with office address at [Address of Bidder],

2. Select one, delete the others:

If sole proprietorship: As the owner and sole proprietor or authorized representative
of [Name of Bidder], | have full power and authority to do, execute and perform any
and all acts necessary to participate, submit the bid, and to sign and execute the
ensuing contract for [Project Title] of the [Name of the Procuring Entity]linsert “as
supported by the attached duly notarized Special Power of Attorney” for authorized
representative],

If partnership, corporation, cooperative, or joint venture: | am granted full power
and authority to do, execute and perform any and all acts necessary to participate,
submit the bid, and to sign and execute the ensuing contract for [Project Title] of
the [Name of the Procuring Entity], as supported by the attached duly notarized
Special Power of Attorney, Board/Partnership Resolution, or Secretary’s
Certificate, whichever is applicable;

If individual consultant not registered under a sole proprietorship, in case of
Consulting Services: As the individual consultant or authorized representative of
[Name of Bidder], | have full power and authority to do, execute and perform any
and all acts necessary to participate, submit the bid, and to sign and execute the
ensuing contract for [Project Title] of the [Name of the Procuring Entity], as
supported by the attached duly notarized Special Power of Attorney for authorized
representative;

3. [Name of Bidder] is not “blacklisted” or barred from bidding by the Government of the
Philippines or any of its agencies, offices, corporations, or Local Government Units,
foreign government/foreign or international financing institution whose blacklisting
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rules have been recognized by the Government Procurement Policy Board; by itself
or by relation, membership, association, affiliation, or controlling interest with another
blacklisted person or entity;

Each of the documents submitted in satisfaction of the bidding requirements is an
authentic copy of the original, complete, and all statements and information provided
therein are true and correct;

[Name of Bidder] is authorizing the Head of the Procuring Entity or its duly authorized
representative(s) to verify all the documents submitted;

Select one, delete the others:

If sole proprietorship : The [Name of Bidder] and its spouse are not related by
consanguinity or affinity up to the third civil degree to the Head of the Procuring
Entity, Procurement Agent (if engaged), or the End-User or Implementing Unit,
project consultants, head of the Project Management Office, or the members of the
Bids and Awards Committee (BAC), the Technical Working Group, and the BAC
Secretariat;

If partnership : The partnership itself and the partners of [Name of Bidder] are not
related by consanguinity or affinity up to the third civil degree to the Head of the
Procuring Entity, Procurement Agent (if engaged), or the End-User or
Implementing Unit, project consultants, head of the Project Management Office,
or the members of the Bids and Awards Committee (BAC), the Technical Working
Group, and the BAC Secretariat;

If cooperative: The cooperative itself and members of the board of directors,
general manager, or chief executive officer of [Name of Bidder] are not related by
consanguinity or affinity up to the third civil degree to the Head of the Procuring
Entity, Procurement Agent (if engaged), or the End-User or Implementing Unit,
project consultants, head of the Project Management Office, or the members of the
Bids and Awards Committee (BAC), the Technical Working Group, and the BAC
Secretariat;

If corporation, or joint venture: The corporation or joint venture itself, and officers,
directors, controlling stockholders and beneficial owners of [Name of Bidder] are
not related by consanguinity or affinity up to the third civil degree to the Head of
the Procuring Entity, Procurement Agent (if engaged), End-User or Implementing
Unit, project consultants, head of the Project Management Office, or the members
of the Bids and Awards Committee (BAC), the Technical Working Group, and the
BAC Secretariat;

If individual consultant not registered under a sole proprietorship, in case of
Consulting Services: The individual consultant and its spouse are not related by
consanguinity or affinity up to the third civil degree to the Head of the Procuring
Entity, Procurement Agent (if engaged), End-User or Implementing Unit, project
consultants, head of the Project Management Office, or the members of the Bids
and Awards Committee (BAC), the Technical Working Group, and the BAC
Secretariat;

It is understood that failure to faithfully disclose its relationship with the Head of the
Procuring Entity, members of the BAC, the TWG, and the BAC Secretariat, the
head of the PMO or the end-user unit or implementing unit, and the project
consultants of the Procuring Entity, or of the procurement agent by consanguinity
or affinity up to the third civil degree, as well as its submission of beneficial
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ownership information containing false entries shall be subject to blacklisting
under Section 100 of the Implementing Rules and Regulations (IRR) of Republic
Act (RA) No. 12009, without prejudice to criminal and civil liabilities under
applicable laws, including their accessory penalties, if any.

Select one, delete the rest:

In case of corporations: [Name of Bidder] declares its beneficial ownership
information consistent with its updated General Information Sheet or Beneficial
Ownership Declaration Form or any other document duly submitted to the SEC and
has maintained a valid and updated file therein in compliance with Sections
20.2.9.1, 81, and 82 of the IRR of RA No. 120009.

In case of Foreign Bidders: [Name of Bidder] submitted an appropriate equivalent
document in English issued by the country of the bidder concerned in accordance
with Section 20.2.9.2 of the IRR of RA No. 120009.

8. [Name of Bidder] complies with existing labor laws and standards; and

9. [Name of Bidder] is aware of and has undertaken the following responsibilities as a
Bidder:

d)

Carefully examine all of the Bidding Documents;

Acknowledge all conditions, local or otherwise, affecting the implementation of the
Contract;

Made an estimate of the facilities available and needed for the contract to be bid,
if any; and

Inquire or secure Supplemental Bid Bulletin(s) issued for the [Project Title].

10. [Name of Bidder] did not give or pay directly or indirectly, any commission, amount,

11.

fee, or any form of consideration, pecuniary or otherwise, to any person or official,

personnel or representative of the government in relation to any procurement project
or activity.

In case advance payment was made or given to [Name of Bidder], failure to perform
or deliver any of the obligations and undertakings in the contract shall be sufficient
grounds to constitute criminal liability under existing laws.

IN WITNESS WHEREOF, | have hereunto set my hand this __day of __ , 20 at

, Philippines.

Duly authorized to sign the Bid for and behalf of:

[Insert Bidder’s Name]

[Affiant’s Signature over Printed Name]
[Position/Designation]
[Date]



Annex “C”

JURAT

SUBSCRIBED AND SWORN to before me this day of [month] [year] at [place of
execution], Philippines. Affiant/s is/are personally known to me and was/were identified by me
through competent evidence of identity as defined in the 2004 Rules on Notarial Practice (A.M.
No. 02-8-13-SC). Affiant/s exhibited to me his/her [insert type of government identification card
used], with his/her photograph and signature appearing thereon, with no.

WITNESS MY HAND AND SEAL this ___ day of [month] [year].

NAME OF NOTARY PUBLIC

Notarial Commission No.

Notary Public for until

Roll of Attorneys No.

PTR No. __, [date issued], [place issued]
IBP No. __, [date issued], [place issued]

Doc. No.
Page No.
Book No.
Series of
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LBP LEASING AND FINANCE CORPORATION

TERMS OF REFERENCE

CLIENT SATISFACTION MEASUREMENT SURVEY FOR CY 2026

PROJECT NAME

LLFC Client Satisfaction Measurement for CY 2026

APPROVED BUDGET

FOR THE CONTRACT P 450,000.00 (VAT inclusive)

RATIONALE

Pursuant to Anti Red Tape Authority (ARTA) Memorandum Circular (MC) No. 2022-
05 dated 20 September 2022 (the Guidelines on the Implementation of the
Harmonized Client Satisfaction Measurement); as amended by ARTA MC No. 2023-
05, dated 8 June 2023, which requires the conduct of Client Satisfaction Measurement
(CSM) through the collection of client satisfaction feedback involving all cllents with
completed transaction/s, for all services rendered by the government agencies including
GOCCs.

The Governance Commission for Government-owned or Controlled Corporations
(GCGJ and ARTA issued Joint Memorandum Circular (JMC) No. 1, series of 2023, that
provides supplemental guidance to GOCCs regarding compliance with GCG MC No.
2023-01 (Performance Evaluation System for the GOCC Sector) and ARTA MC. No.
2022-05. It also aimed to reduce the cost and burden of compliance of GOCCs with
the CSM and Client Satisfaction Survey (CSS) requirements.

In June 2026, ARTA issued Memorandum Circular No. 2026-0004 (Revised
Memorandum on Campaign Against Fixers and Client Satisfaction Measurement
(CSM), thereby amending MC No. 2023-03. It encourages the transacting clients to
provide feedback on the service they avail to reinforce transparency and accountability
by ensuring that citizens are informed and inspired to participate in the survey.

The CSM serves as one of the monitoring tools to measure how GOCCs relate with
theircustomers as that it provides tangible and verifiable data on how they deliver their
services.

In compliance with the abovementioned, there is a need to engage the services of an
independent third party provider, capable of administering, generating, interpreting and
reporting the Client Satisfaction Survey/Measurement results for CY 2026, both for
internal and external services, considering that these tasks are of such magnitude and
scope as would require a high level of technical and professional expertise coming
from institution with relevant education and experience.

LBP Leasing and Finance Corporation (LLFC), the client, is seeking to hire an
independent Research Firm, to conduct LLFC's CY 2026 Client Satisfaction
Measurement survey on internal and external services to assess the overall
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LBP LEASING AND FINANCE CORPORATION
TERMS OF REFERENCE
CLIENT SATISFACTION MEASUREMENT SURVEY FOR CY 2026

satisfaction and perception of LLFC employees, clients and business partners on the
services they availed from LLFC.

SCOPE OF WORK AND METHODOLOGY

The independent Research Firm shall strictly adhere to the guidelines and
requirements under all applicable laws, rules and regulations, and all related
issuances of the ARTA and the GCG. It shall conduct/administer the survey and
prepare the CSM report in accordance with the following issuances, which shall form
part of this Terms of Reference:

a. ARTA Memorandum Circular No. 2022-05 re: Guidelines on the Implementatlon
of Harmonized Client Satisfaction Measurement (Annex A)

b. ARTA Memorandum Circular No. 2023-05 re: Amendment to ARTA Memorandum
Circular No. 2022-05 or The Guidelines on the Implementation of the Harmonized
Client Satisfaction Measurement (Annex B)

c. GCG and ARTA Joint Memorandum Circular No. 1, series of 2023, re:
Supplemental Guidelines to the ARTA Memorandum Circular No. 2022-05 or the
Guidelines on the Implementation of the Harmonized Client Satisfaction
Measurement Specific for GOCCs covered by R.A. No. 10149 taking into
consideration the additional requirements of the GCG on the CSM Report (Annex
C)

d. ARTA Advisory No. 2026-007 Reiteration on the Deadline of Submission of the
Compliances Under RA 11032

e. ARTA MC No. 2026-0004 (Revised Memorandum on Campaign Against Fixers
and Client Satisfaction Measurement (CSM), thereby amending MC No. 2023-03.

The Research Firm shall administer the Client Satisfaction Measurement for all
INTERNAL AND EXTERNAL business processes/services pursuant to the LLFC
Citizens Charter;

The Research Firm shall administer the CSM to all LLFC employees, clients, and
business partners with completed transactions. The LLFC employees, clients, and
business partners who have completed multiple transactions shall have the
opportunity to accomplish the CSM for each availed service. A transaction is
considered complete when the final step of the service was availed of per the LLFC
Citizen's Charter;

The CSM shall be conducted after each completed transaction and it shall be
administered between January-December2026;

The Research Firm shall determine the minimum number of responses per internal
and external services basedon the Citizen 's Charter using the calculator on this link:
https:// tinyurl.com/ CSM samplesize. However, it shall continue to conduct the CSM ,
even If the minimum has been reached;
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The Research Firm shall administer the CSM through the following data gathering
methods:

a. On Site Conduct - may be done through a paper survey questionnaire or
electronic platforms in providing questionnaire to respondents;

b. Remote Conduct - to remote respondents through telephone interview or
digital means such as electronic mail, website, social media, QR Code, or other
similar modes.

The Research Firm in consultation with the dentshall be in charge of the manner and
time interval of the collection of paper and/or electronic survey questionnaires.

The Research Firm shall use the CSM Questionnaire prescribed in Annex "D:’ (Client
Satisfaction Measurement Questionnaire) of ARTA MC No. 2023-05 dated 8 June
2023 which may be in English or Tagalog version.

The Research Firm shall generate the CSM report using the CSM Report template

prescribed in ARTA Advisory No. 2026-007 “Annex A — Important Reminders for
the Submission of the Harmonized Clinet Satisfaction Measurement Report. The
Report shall include the disaggregated SQD Results of Internal and External
Services.

For the Citizen’s Charter-related questions, the CSM Report shall include the scores
for CC awareness, CC visibility, and CC helpfulness. The scores can be calculated
as follows:

CC awareness score: Sum of the results from CC 1.1 to CC 1.3 questions
CC visibility score: Result of the CC 2.1 question
CC helpfulness score: Result of the CC 3.1 question

The Research Firm shall use the Five (S) Point Likert Scale to measure the Service
Quality Dimensions (SQDs) or may utilize the smileys/emoticons corresponding to
the scale for better visualization to prevent confusion on the corresponding rating:

Scale Rating
1 Strongly Disagree
2 Disagree
3 Neither Agree nor Disagree
4 Agree
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3 Strongly Agree

The percentage of respondents that rated "Agree" and "Strongly Agree" shall be used
to get each SQD's score. A question that was answered with two (2) or more check
marks shall be considered invalid.

The percentage of respondents that rated "Agree" and " Strongly Agree" for all eight
(8) SQDs shall be used to compute the Overall Score. The interpretation of the results
shall be as follows:

Percentage Rating
Below 60.0% Poor
60.0% - 79.9% Fair
80.0% - 89.9% Satisfactory
90.0%- 94.9% Very Satisfactory
95.0% - 100% Outstanding

The Research Firm shall conduct data gathering for all completed transactions of LLFC
stakeholders from January 1 to December 31, 2025. The Research Firm shall
backtrack the respondents with completed transactions availed.

The Research Firm shall provide the final CSM Report on February 28, 2027 covering
January 1to December 31, 2026 respondents.

FINAL REPORT

. The Research Firm shall submit a CSM Report and shall strictly follow the

template/outline provided in ARTA Advisory No. 2026-007 “Annex A — Important
Reminders for the Submission of the Harmonized Client Satisfaction Measurement
Report and ARTA Memorandum Circular No. 2023-05 re: Amendment to ARTA
Memorandum Circular No. 2022-05 or The Guidelines on the Implementation of the
Harmonized Client Satisfaction Measurement (Annex B). The CSM Report shall be
duly approved and signed by the LLFC President and CEO or the Head of the
Committee on Anti Red Tape (CART) to attest that the report is accurate and
compliant with the Guidelines.

The Research Firm shall provide the requested proof of the survey results,
including the answered paper surveys and the excel file of the aggregated data.
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The Inspection Checklist program of the Report Card Survey will validate if the
CSMiis properly Implemented.

PROCUREMENT

The bidder shall be engaged from the time of the issuance of the Notice of Award. The
contract can be terminated earlier as deemed necessary by LLFC.

FIRM QUALIFICATIONS

The selected firm must be a professional market research center or firm with a track
record of at least five (5) years of relevant studies. The selected contractor’s team will
need to demonstrate their experience both in quantitative and qualitative research
techniques, particularly as applied to LLFC stakeholders.

The Research Firm must submit a proposal along with the following documents in a
sealed envelope:

a.) Valid and current year Mayor’s Permit
b.) Valid and current PhilGEPS Registration Number
c.) DTI/SEC Registration (for Partnership/Corporation)

CONTRACT PAYMENT SCHEME

The payment of the contract price will be made upon the client’'s acceptance of the
final report deliverable.

DATA PRIVACY ACT

The service provider is subject to compliance with the requirement of the Data Privacy
Act. LLFC will provide the contact and the transaction list to be used in the conduct of

survey. The Research Firm, its researchers and all their partners should sign a Non-
Disclosure and Confidentiality Agreement before the commencement of the project.
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¥ © AMTIORED TAPE AUTHORITY
i : OFFICE OF THE PRESIDENT

MEMORANDUM CIRCULAR NO. _2021 - 05 “AUNEX A)

SERIES OF 2022

FOR: ALL GOVERNMENT AGENCIES AND OFFICES COVERED BY
REPUBLIC ACT NO. 11032 INCLUDING LOCAL
GOVERNMENT UNITS (LGUs), GOVERNMENT-OWNED OR -
CONTROLLED CORPORATIONS (GOCCs), LOCAL WATER
DISTRICTS, STATE UNIVERSITIES AND COLLEGES (SUCs),
AND OTHER GOVERNMENT INSTRUMENTALITIES

SUBJECT: GUIDELINES ON THE IMPLEMENTATION OF THE
HARMONIZED CLIENT SATISFACTION MEASUREMENT

DATE: 20 September 2022

1. LEGAL BASES

11

12

1.3

Pursuant to Section 20 of the Republic Act (RA) No. 11032 (RA No. 11032
or the Ease of Doing Business and Efficient Govemment Service Delivary Act
ol 2078, which amended and renumbered Section 10 of R.A. No. 9485 or the
Anfi-Red Tape Act of 2007 to Section 20, a feedback mechanism shall be

established in all government agencies covered under Section 3 of R.A. No.
11032

Section 3 (b), Rule IV of the Implementing Rules and Regulations (IRR) of
RA 11032 alsn states that "All agencies shall embed feedback mechanisms
and client satisfaction measurement in their process improvement efforts. The
agency shall report to the Authority the resuits of the Client Satisfaction
Survey for each service based on the guidelines to be issued by the
Authority.”

ARTA Memorandum Circular (MC) No. 2018-002 provides that the Client
Salisfaction Measurement (CSM) report of all government agencies shall be
submitted to the Authority on or before the last working day of January of
BVETY Year

2. PURPOSE

2.1

Promoting the adoption of a hamonized and standardized framework in
measuring clienl satisfaction across all levels of the government will ensure
confinuous improvement and enhancement of service promise towards a
more meaningful chent-centered Citizen's Charter
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2.2 Congidering the diverse funclion of government offices, it has been difficult to
measure and compare the service parformance of government agancies,
Furthermora, client satisfaction surveys have bean conducted through
different methodologies and have been submitted to different government
bodies, As a result, there iz a need to develop a clienl satisfaction survey that
is applicable fo avery govammant agency and is reporiad in a uniform manner.

2.3.The Anti Red Tape Authcrity (Authority) developed the harmonized CSM for
agencies as an after-service availmeantl survey that will assess the overall
satisfaction and perception of clients on the government service they availed.
Thiz will provide relevant feedback to the agency on the guality of service they
are providing. The output and results of the CSM shall be incarporated in the
agency's Report Cand Survey (RCS) under the Overall Survey Results.

2.4, Thiz Memorandum Circular s [ssued to provide all government agencies
coverad by R.A. Mo, 11032 with inslructions and guidance on the use of &
harmonized CSM tool. Other agencies not covered by R.A. 11032 have the
option io use the said ol

3. COVERAGE

Thessa Guidalines shall ba adoptad by all government agencies and offices coverad
under Section 3 of R.A, Mo 11032 including Local Government Units (LGUs),
Government-Ownad or -Controlled Corporations (GOCCs), Local Water Districts,
State Universities and Colleges (SUCs), and other Government Instrumentalities.

4. GENERAL GUIDELINES

4.1. As mandated by Section 3 (b), Rule IV of the IRR of R.A. 11032, client
satisfaction feedback shall be gathered for all services offered by thae
governmeant agency. This shall include both External and Internal Services.

4.1.1. As defined in Section 3.1.2.3 of ARTA M.C. No. 2018-002-A;

4.1.1.1. External Services refer to government services applied for
or requested by external citizens or clients or those who do
not form par or belong to the government agency or office
providing the service.

4.1.1.2. Internal Services refar (0 government services applied for or
requestad by citizens or clients who are within the respective
government agency or office, such as, but not limited to, its
personnel or employees, whether regular or contractual,
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43,

4.3

41.2.

For year 2023, government agencies may have the option to cover only
their external services. However, beginning year 2024 both internal
and external services will be covered.

Agencies that already have an implemented client feedback mechanism may
have the option 1o replace Il with the hamonized CSM tool or
supplementfintegrate the harmonized CSM ool within their existing ool

Methodology of the Client Satisfaction Measurement (CSM)

43.1.

432

4.3.3.

434

Identification of Eligible Respondents. Government agencies shall
administer the CSM o ALL clients with completed transaction.
Clients who completed multiple transactions shall have the opportunity
to accomplish the CSM for each availed service. A transaction is
considered complete when the final step of the service availed of per
the Citizen's Charter of the government agency s accomplished

Frequency and Period of the Survey. The CSM shall be conducted
after each completed transaction. It zhall be administered between
January — December of each year.

Number of Respondents. Government agencies shall determine the
minimum number of responses per service based on the calculator
found in the fink below. Govemment agencies shall continue to conduct
the CSM, even when the minimum has been reached

hitps ftinyyurl com/CSMsamplesize

Data Gathering. Government agencies are encouraged to mplement
the CSM using varicus data gathering methods, to the greatesl extent
feasible. 1o maximize response rates.

4.34.1. On-site Conduct. The on-site conduct of the CSM may be
done through a paper survey questionnaire, Agencies may
have the option to ulilize electronic platforms in providing
guestionnalres lo the respondents. For persons  with
disabilities (FWDs) and senior citizens that need assistance,
the Pubhc Assistance and Complaints Desk (PACD) officer or
a designated officer shall help the respondents in answering
the CSM.

4342 Remote Conduct. Agencies may administer the CSM o

remote respondents through electronic mail, the agency's
website, social media, GR Code. or ather similar modes,
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4. 3.5, Collection Mechanism. The manner and time interval of the collection
of paper survey questionnaires shall be at the discretion of the agencies
and offices. It shall be brief to maximize the responses and shall
maintain the confidentiality of clients. f convenient, agencies are
encouraged to utilize their PACD for the collection mechanism.

4.4. Content of the CSM Questionnaire

4.4.1. CSM Questions. All government agencies are mandated o use the
CEM questions prescrbed by the Authority as stated in Annex A -
Cllent Satisfaction Measurement Questionnaire of this Memorandum
Circular. The CEM includes three (3) questions related to the Citizen's
Charter, one (1) quastion refated to the chent's overall satisfaction with
the service availed of, and eight (B} questions related to the following
Service Quality Dimensions (SQD):

a.) Responsivenass — the willingness to help, assist, and provide
prompt service o citizens/clients.

b.) Reliability — the provision of what s needed and what was
promised, following the policy and standards, with zero to a
minimal error rate.

¢.) Access and Facilities - the convenience of location, ample
amenities for comfortable transactions, use of cear signages
and modes of technology

d.) Communication — the act of keaping citizens and clients
informed in a language they can easily understand. as well as
listening to their feedback.

e ) Costs — the salisfaction with timeliness of the billing, billing
process/es, preferred methods of payment, reascnable
payment penod, value for money, the acceptable range of
costs, and qualitative information on the cost of each service.

f.} Integrity — the assurance that there is honesty, justice, fairness,
and trust in each service while dealing with the citizens/clients.

g.) Assurance — the capability of frontline staff to perform their
duties, product and serice knowledge, understand
citizen/client needs, helpfulness, and good work relationships.

h.) Outcome - the exlenl of achieving outcomes or realizing the
intended benefits of government services.
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4.4.1.1. The CSM queshons prescribed by the Authority are fixed and
may not be altered, modified, or deleted

4.4.1.2. Agencies have the option to add service-specific questions fo
the CSM, provided the revised version will not exceed five (5)
minutes for the client to accomplish. The results of the
additional gquestions shall not be included in the compulation
of the overall score.

4.4.1.3. Aside from the English and Filiping versions of the CSM
survey, government agencies shall provide a wversion
translated to the local dialect for easier understanding,
provided that the revised version will still be able to capture
the SQDs as stated above

4.4.2 Demographic Questions. The demographic questions prescribed by
the Authority shall be used for the CSM. Agencies and offices may
further add relevant demographic questions fo the survey, provided
that the revised version will not exceed five (5) minutes for the client to
accomphish.

443, Open-ended Question. The C5M shall have an open-ended question
al the end of the form where the client has the ophbion to provide
additional remarks or feedback not covered/caplured by previous
guestions.

4.5. Rating Scale and Scoring System of the CSM

4.5.1. Rating Scale. The CSM shall use a Five (5) Point Likert Scale io
measure the SODs. Agencies may uliize smileys/emoticons
corresponding 1o the scale for better visualization to prevent confusion
on the corresponding rating.

Secale
1

Rating
Strongly Disagree
D-isagree-
Meither Agree-nnr Disagres
Agree
Strongly Agree

Cr Bl Ca) B
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4.5.2. Scoring Per Question. The percentage of respondents that rated
‘Agree’ and ‘Strongly Agree’ shall be used o get each SQD's score,
A guestion that was answered with two (2) or more check marks shall
be considered as invalid

4.5.3. Overall Scoring. The percentage of respondents that rated *Agree’
and ‘Strongly Agree’ for all eight (8) SQDs shall be used to compute
the Owverall Score. Agencies shall strive to achieve an overall
percentage of 80% or higher, or a rating of “Satisfactory™ or higher
Interpretation of the results shall be as follows:

Percentage Rating

Below 60.0% Poor
60.0%-79.9% Fair
B0.0%-84 8% Satisfactory
95.0%-100% Outstanding

4.6. Drafting the CSM Report

4.6.1. Government sgencies are required to submita CSM report following
the templatefoutiine provided in Annex B - Client Satisfaction
Measurement Report of this Memorandum Circular. This will amend
Section 6.7.3. of ARTA M.C. No. 2019-002 which previously required
the submission of the réport using the agency's axisting CSM.

4.6.1.1 A copy of the revised version of the C5M guestionnaire shall
be attached to the CSM Report as Annax

482, Government agencees with regionalffield/satellite offices may have the
option to submit either unified or separate CSM Reports. However,
disaggregated reports of the regionalfeld/satellte offices are still
required to be submitted to the Authority.

4.7. Submission and Publishing of the CSM Report

4.7.1. All agencies shall submit their CSM reports implementing thess
guidelines on the last working day of April 2024,

4.7.2. Agencies and offices shall submit soft copies (in text-readable PDF

format) of the CEM raeport  through thizs  link:
hitps Minvurl com/CSMRBsubmissions
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4.7.3. The CSM report shall be uploaded on the official website of the
government agency or be made available fo the transzaching public

upon request.
4.8. Verification

4.8.1. All covered government agencies shall submit their CSM Repart duly

approved and signed by the Head of the Committee on Anti-Red Tape
{CART) to attest that the report 15 accurate and compliant with these
Guidelines.

4.8.2, The ARTA reserves the right to request proof of the survey results,
including the answered paper surveys and the excel file of the
aggregated data,

4.8.3, The Inspection Checklist program of the Report Card Survey will
validate if the CSM is properly implemented.

4.9. Updated Timeline of Submission

The CSM Report covering the previous year shall be submitled on or before
the last working day of April the following year.

. TRANSITORY PROVISION

All covered government agencies shall start implementing these guidelines
beginning January 2023.

. AMENDMENT TO THE GUIDELINES

The guidelines oullined in this Memorandum Circular are subject to change as
deemed necesasary by the Authority.

. REPEALING CLAUSE

Provisions of previous issuances of the Authority that are inconsistent with this
Mamorandum Circular are hereby reversed, set aside, or declared ineffective.

- SEPARABILITY CLAUSE

If any provisions or part of this Circutar s held unconstitutional or invalid, it shall not
affect the validity of the remaining provisions of this Gircutar.




8. EFFECTIVITY
This Circular shall take effect immediately upon publication and registration with the
University of the Philippines - Office of the National Administrative Register (UP-
ONAR).

10. REFERENCES

The following additional documents are available online at the official websie of the
ARTA at www. arta gov.ph:

Annex A. Client Satisfaction Measurement Questionnaire
Annex B. Clent Satisfaction Measurement Report Outine and Sample Report
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Annex A

Client Satisfaction Measurement
Questionnaire



Contood Mo: LT | T AT
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Legann s 11 ks i

{Insast agency kaga hene) (inset agency name hers)
HELF U5 SERVE YOU BETTERI

Thig Ctient Satisfaction Mezsurement (CSM) fracks the customar experence of government oifices. Your Teeciback
o your pecenty concksded transaciion will help this office provide a better sarvice. Pensonal infermetion shared will
b kapt confidertial and you always have the option 1o not anewer this form,

Client type: O Citzen O Business [ Goveenment |Smployes or ancthar-agency)
Dgte: Sed! O Mae [ Fomala Age:
Region of residence; Service Avaled:

INSTRUCTIONS: Check mark (v} your anewar to the Citizen's Charter (CC) questions, The Citizen's Charler
Is an official documant that reflacts the servces of a government agencyiolice including s requiremanis, fees,
and processing imes among othars.

(s18h Which of the foowing best describes vour awareness of a GC7T
[ 1. | bewre winad & GG s and | saw this ofice’s GG,
O 2. | krocver wings @ G0 s but | did NOT soa this office’s GG,
O 3. | learmrad of thé SO anly when | e #his offioa’s CC,
0 4. | do rot know whita OC & and | did nol s ong ia (his oflics, (Anewer 'BEA' on G032 and CCE)

oo2 IF avare of GG (answered 1-3 in GC1), would vou say that the CC of this office was .7
[l 1. Eary o s 14, MNot visids al all
O 2. Somewhat easy fo sea [0 5. Mt
[ 4. Dillicu b 2o

CCa Il gwpare ol GG (answersd codes 1-3 in GG ), how much did the CC help youw in your transaction?

51, Helpad vary much (14, Oid et halp
[ 2, Somewhet heiped Ol MEA
INSTARUCTIONS:

For SO0 0-8, plagae put a check mark (V) on the column that best cOMesponds bo your answer.

SCIC Ol

Biongly | Disagroe | BeeRher Agres Sirangy | Arpisbie
Oisagres nor Disagres Aproe
SG00. I am sabalisd wih the aendca thal |
avalled,
S001. | gpent a reasonable amound of ima for
Friy irEnsaciian.

5002, The office iliowed the frensacthon's
requirermants and  sleps Bassd o the
nformistion providad.
BO0A. The staps lincheding paymant) | nesded
1o do for my fransaclion wene easy and smple.
"S0D4. | easily found Inicrmation sbout my
transastion from the office or its wabsile,
5005. | paid a masinable armount of fees Tor
| mylransection.
SODE. | leed the oflice was far 10 avaryons, ar
| “walang palakasar. during my transachian,
SO0T. | was irsated eourieoushy by te slafl,
and iif asked far hedp) the staif was helphil,
SODE, | gol whel 1| needed irom ihe
goverrenent office, or (Il deried) denial of
ragues was sufliciently axpkained o ma.

Suggestions on how we can furiher improve our senvices lopional)

Ermail address (optional)!

THAMNE YO
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(Online Vershon) {Insa ageny ogn hera) |Ireeel Bgnmey e hera) M
HELP US SERVE YOU BETTER!

This short Clent Satisfaction Measurement {CSK) survey aims to frack the customer experiance of
gavernmant offices. Your enswers will enable this cffice 1o provide a better Zervice.

Apga: ) Sea:
Agency visted; _
Sarvice availed:

Region:

Customer type [Cilizen, Businase, of Gavernmant?):
INSTRUCTIONS: Check mark (v} your anawer fo the Citizen's Charter (CC) quaations,

G Do you know about the Citizen's Sharter {document of an agency’s services and regqs.)?
O 1, Yes, awame bedie my rangaclion with this allica
0 2. ves, byl mware only when | saw 1ba GO ol this office
0 3. Mg, not awara ol tha GO (Sdp questions CC2 and CC3)

CC2 o If Yes to the previous question, did you see this office’s Cillzen's Charter?
O 1. Yes, tha GO was easy b lind
£ 2, Yos, bed the CC was hard & fnd
3 3. o, | i nal so@ shis offioa’s GG (Skip questen GO

CC3 H Yes fo the prévious question, did yoo use the Cilizen's Charber as 4 guide for the sendcais you
availed?
0 1. Yes, I'wos shia to use tha 0O
01 2. Ma, | was not able o use the CC becouse

WISTAUCTIONS: For 500 1-B, pleass encirche the number Bl corresponds 0 your answer:

Strongly Disagres Meilhar Agree nor Sirongly Agres
5oy Pisagree (D) Disagree (NAD) gima 1y =
¥ 2 3 i 5

RV

Birargly | Moagres | Maidher | Agrea | Stronghy
Disnpres Agjrag Afjrea
nor

Disagres

S0, | spart an acceptable amount of time 1o compéste mmy 1 o q F g
transaciion (Responsiveness)

B0D02. The office aocurabely Infarrmed and tollowed the
fransaciion’s requirements and sleps [Rekabiliy}

S003. My online transaciion (ncluding stepe and payment) 1 2 5 4 5
was smple ard corwenient (Access and Facililies)

SO04. | easily found infarmation aboul my transaction fom

the offics or e websils (Communication) ‘ ; ) Ul
S0D5. | paid an scceptable amount of fees far my : G 3 i 5
transaclion [Casis)

S8004. | am coanfidant my onfine fransaclion Was securs 1 2 4 4 &
(lrtegnty)

SQ07, The olfice’s online suppord was avaikable, or (il asked . » 5 4 5
guestions) onine support was quick 1o respond (Assurance)

S0DE, | got what | neaded from the government office 1 g 5 F &
{Oulcame)

Aemarks (opilonal);




Annex B

Client Satisfaction Measurement
(CSM) Report Outline



Harmonized CSM Report Outfine:

l. Title Page
= This section shall contain the Agency’s official lngo and official name. The page shall
also include the label "Cllent Satisfaction Measurement Report”, the yesr covered by
the report, and the report's edition (Ex, 2nd Edifian)

Il. Table of Contents

. Overview

= The content of the Qverview section shall be & the discretion of the agency, It may
tnchude s brel description of the agency and the CSM mandate.

IV. Scope and Methodology
a. Period covered

Geographic and Office coverage

List of services surveyed

Sampling
i. Applied confidencea level and margin of ermor
ii. Mode of survey implementation (Ex. Paper questionnaire in the

office)

- The Scope section of the CSM Repord shall include the period the survey was
conducted and fhe geographical coverage of the survey.

= In addition, the section shall include a tabie of the agency’s sarvices, the number
of chents thal complefed the sunvey, and the lotal number of transactions during
the year (surveyed + unsuveyed clients).

- The agency shal craale a separate table for services thal had no canis during the

pariod,

The sampling calculator is altached in the CSM Guidelines document,

L o

g. Feedback and Collection Mechanism
f. Scoring system
i. Table of the scale and its equivalent number
g. How numerical resulls will be interpreted
- The Methodalogy sachion of the CSM Report shall discuss all the physical and
dighal methods used by the agency fo implement the GSM survey
= Addifionally, the section shall provide 3 labie of the S-point Likert scale and the
survey's sconng system.

V. Results
a. Responserates (per service)
i. Number of clients surveyed per service
ii. Number of clients surveyed per customer type
b. Total number of transacting clients during the period (per service)
e. Client Demographic
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Citizen's Charter results

Service Quality Dimenslon results

Free responses

The response rate s integral to the sunsey sout shall be explicitly stated in the CSM
reporl. It ghall be lollowed by & discussion of why the agancy thinks the rosponses
rale is high, low, or a5 expecied,

Furthermare, the agancy shall provide reasons for why services have 0 responses,
il any.

A breakdown of the clienf demographic shal be provided, The agency may provide
an analysis based on ow / may or may not be represerdalive of s popuiation.
Than, a breakdown of the Ciizen’s Charler questions and Service Qualfy
Dimersion quastions by neswl cound shall be provided, The agency shall provide
an analysis of the resuls.

Afterward, a breakdown of each services scores ghall be provided, The agency
shall also provide an analysis of these rasufs,

VI. Results of the Agency Action Plan reported in the previous year
Vil E‘-unhnuuni Agency Improvement Plan for the following year

VIl

Sections Vi and Vil shall contaln the aclfon sleps, the responsible un®oarson, s
8 imefing, Agencies e also encoursged o ncorporate ©SM findings 1o he
Improvermen Plarn.

Swoatlon VI shall not apply for the first year of CSM implamentation

Incdax

A. Clear image of physical C5M survey used
B. Detailed list of regional and satellite offices coverad
C. C5M results of each regional and satellite office

i. Responserates of each office

ii. Demographic ofeach office
iii. Citizen's Charter results of each office
iv. SQD results of each office
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Client Satisfaction Measurement
Sample Report
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DISCLAIMER: ALL NUMBERS IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT REPRESENTATIVE
CIF THE aGENCY S ACTUAL PERFORMANCE

INSERT AGENCY LOGC HERE ‘

AGENCY NAME__

Harmonized CSM Report m

2023 (17 Edition) _




DISCLAIMER: ALL WUMBERSIN THIS SAMPLE HAVEBEEN RANDOMIZED ANDARE NOT REPRESENTATIVE
OF THE AGENCY S ACTUALPERFORMANCE

INSERT AGENCY LOGO HERE

AGENCY NAME—

Harmonized CSM Report
2023 (1% Edition)~




DISCLAIMER: ALL MUMBERS IN THIS SAMPLEHAVE BEEN RANDOMIZED AND ARE NOT REPRESENT
OF THE AGENCY S ACTUALPERFORMANCE

RTIVE
INSERT AGENCY

LCHa O HERE

I Overview:

The Anfi-Red Tape Authority (ARTA) is a natlonal govermnment agency e
R.A 11032 1o monitor and ensure compliance with the national policy ofd
and ease of doing business in the Philippines. '

As stated in the ARTA Memorandum Circufar (M.C.) No. 2022-02, govemmentagencies
shall provide the harmonized CSM survey lo clients who have completed a transaction,
Per6.7.3 of ARTA M.C. No. 2018-002, the client satisfaction measurementdetailing the
scope and period covered by the measurement, the methodology used, the results of
the measurament, and the interpretation of the data =hall ba reported to the Authonty.

ll. Scope:
ARTA conducted surveys throughoutthe year from Jan. 2022 o Dec. 2022,

ARTA survayed avary client that visited the main and regional offices, as well as those
that contacted ARTA through email.

The survey used the standard hamonized CSM guestionnaire. It asked dients
demographical questions, three (3) Citizen's Charter guestions, and eight (8) questions
related 1o the following Sandce Quality Dimansions:

Responsiveness
Reliability

Access and Facllifies
Communication
Costs

Integrity

ASSUrANCce

Du tcome

BN AW

The services ARTA surveyed are the following:

Tetal
External Services Responses  Transactions
Submission of Comments on Proposed Maor Regulstions (Onling)

Submission of Commants on Proposed Major Regulations {Walk-n) 204 512
Fequasi for Data related to Business Regulalions (Online) 59 T8
Request Tor Date related to Business Regulations (Walk-in) B ]
Reguast lor Dolng Businese Datafnd omation 21 13




MSCLAIMER: ALL NUMBERS IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT REFRESENTATIVE

OF THE AGENCY' S ACTUAL PERFORMANCE

Reguast for Reguatory impact Assessment (R1A) Training 32 32
Responsa 1o E-mall Clanfication/inguiry {Compliance-Fetated ) 167 488
| Filing of Non-ARTA Relslad Comptsints 24 24
Fliing of Complaints (Email) 2n 844
Filing & Complaints (Physical Lefter) 18 40
Filing of Complaints (Walk-in) 29 36
Roguest for Legal Opinion T 101
Request for Commant (BRO) 2 100
Reques| forIssuance of Compliance Drder (CMED) 22 26
Reguesi forlssuance of Omder of Autormalic ApprovallExtansion for 49 75
Comples TRnsactions
Fequest forlssuance of Order of Automalie Approval/Extansion for a3z T
Complex Transaclions {with Standand Disposition of Complsints |
Requesi forlssuance of Order of Aufomatic ApprovallExtansian for Highly 18 34
Technical Tramsactions
Raquesi for lswance of Qrderof Automatic Approval/Extension for Highly 11 ¥ ]
Techmcal Trarsactions (with Standam Disposition ol l.".-nmplainls;
EElagdml procedurs for ihe dispesition of complants endorsed 1o ARTA- 16 20
IEL
Request for Brafing 56 B
Euﬂﬂl for Statementsi Ad visoies 73 153
ng of Plantila Personnel for Successiil Appheabons 36 EL]
' of Plantilla Personnal for Failed Applcations 108 337
uest [ar Ev ol Cifizen's Charter 38 T3
%Ea for ARTA Collalerals {5 Fil
Processing of Payrol 3l 445 2436
Reguest {or Certification of Avalability of Funds &3 a0 1
Disbursamants 58 85
 Cash Advance Irom Pally Cash Fund 26 v
“Reques! lor Expenses from U 33 51
Purchase Reques! (or Good s (fems, Sopplins, and Maienas) though ) 17
pubtic bidding
Furchase Request Ior Goods (lems, Suppilies, and Materals) through 13 20
| shapping
Genaral Services Ter Building and Mantenance Request (Simple Repais ) 18 28
General Sarvices for Building and Mamianance Reques! (Comolax o ]
uast! Requiring AMP)
Documentation and Assigning of Senal Number [ar OHice Drders, [1] E
Memorandum Girculars, and Other Officl ssuances
Receiving of ncoming Documents _ 38 k1]
Reguest for Centiflied True Copy of Department Onders, Administralive 17 17
Orders, and Odher ARTA lssuances
| Recaiving of Inventory flems 23 23
Request and Issuanca of Inventory Hems 18 18
Request for ICT Technical Support 16 16
| Request for Emploves Records IR 38
Aoplicetion for Laave X2 332
TOTAL 2E16 5520

In aggregaie, 2,816 people were able 10 answer the survey, among a population of

6.920. This resulted in a 41% response rate for 2022,



DISCLAIMER; ALL NUBMBERS IN THIS SAMPLEHAVE BEEN RANDOMIZED AND ARE NOT REPRESENTATIVE
OF THE AGENCY'S ACTUAL PERFORMANCE

Services that had no clients in 2022 are the following:

Request lor lssvance of Order of Automatic Approval/Extension for
Complex Transactons (with Disposition of Complalins via virual
procesdings}

Request for lssuance of Order of Automatic Approval/Extension for Highly
Technical Transactions {(with Disposition of Complainls vis virtusl
proceedings}

lll. Methodology:

For physical clients, surveys were handed outland collected by ARTA personnel
immediately al the end of the ransaction. Surveys and survey boxes were also
available nearthe office's exit

For online clients, emails contzining the CSM portal link were sent one (1) week after
the lasi comespondence.

The & SO0 questions were scored using a 5-point Likert Scale. The simple average of
the questions was used to get the Overall score. The interpretation of the resulis are as
follows:

o Average Rating
1 1.00-1.49 Viery Unsatisfled
2 1.50-2.48 Linsatislled
3 2.50-3.49 Maither Unsalisfied nor Satisfied
dq 3.50-4 49 Satisfied
] 4.50-5.00 Veary Satisfied

IV. Results of the harmonized CSMfor FY 2022;
A, CountlofCC and SQD resuls
While the majority of respondents know the existence of a Citizen's Charter {CC),
48% of clients wera slill unaware of the CC.

Meanwhile, among those that knew the CC, 77% were able fo see ARTA's CC.
However, only 34% of clients were able to use it as a guide for their service,

E.ﬂr'rl'll "iLnﬂ- &5

Rezponses  Parcantage

CC1. Yes, awane balom rmy

GG1, Yes, but awams uriyui'rﬂnlm"t'ﬁ'ﬂ of this office (F1] B2
CLC1. WO, nol Swere 1370 F
G Yas, | saw thiy Cilizen's Gharter 1135 T,
CGZ No, | ded noi see [he GiliZen's Lharier 330 3% |
L3 Ves, [ was able to read 387 3%




DISCLAIMER: ALL NUMBERS IN THIS SAMPLE HAVE BEEN RANDOMIZED ANDARE NOT REPRESENTATIVE
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[ €C3. Mo, I'wae not able o read | 748 | e% |

Meanwhile, mos! respondents were “Very Satisfied” with ARTA in terms of the 8
sernvice guality dimensions, recording a score range of 4.55-4.72.

The data below shows the breakdown of the results per service guality

dimension.
L L 0
ongiveness 1 12 56 815 1930 2818 A.T2
Faliabiity 5 ] 50 1052 1700 2816 4,64
Access and 7 16 71 638 1780 2816 4,67

Facilitins

Communication 1 18 Bd 1258 adr ~ 281/ 4.55
Cosis i Fi i il 1778 2816 467
Integrily 3 185 38 Baa EFa 2818 4.72
Bssurance z 7 13 1141 581 2816 4,60
Ouicome q 14 ] 1053 1666 2816 464
i 15 [, &) BO5S 13840 22528 4,65

B Average score per senvice

Leoking at the scores per service, respondents wera either 'Salisfied' or 'Very
Salisfied with their transactions, recording a score range of 4.00-4.97. No
service gamerned a score of 3.99 or lower,

As a resull, ARTA recorded an Overall score of 4.65, which translates lo 'Very
Satisfied'.

The data below shows the Overall miting of each service surveyed.

Extarnal Servicas Dwvarall Rating

omasaann ol Cammants on Proposed Major :
Submission of Comments on Froposed hMajor watlons [Walk-in) 4 80
Raquies! for Data related to Bmmnﬁm;ulathm {Onlir) .41
Requesi for Data related to Business Regulations (Walk-In) 4,07
Raqussi TarDaieg Businsss Datallommation 5
Request for Regulalory impact Assessment (RIA) Training 438
Respansa to E-mail Lianficationinguiry |Compliance-Reloted ) 4.83
Filing of Non-ARTA Related Complaints 4.04
{ Fuiing of Complaints (Emai) — 412
Fifing of Complainis (Physical Leftar) 411
of Complainis {(Walk-in] 465
uesi forLegal Opinian 471
CRequest Tor Commant [BR0) i85
Raquesi for lssuance of ﬂnmEIIHnn&Enﬂgr |Eh"|.'_EE|] .74
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Request for lssusnce of Order of Automatic Approval/Extension for Comphix a.ZT
| Transaciions
Request for lssuance of Order of Aulomatic Approval/Extension for Comphex 433
Transactions (with Standard Disposition of Complainis)
| Request for Esuanca of Drder of Automatic ApprovalExtengion for Highly Technical adg
Transactions .
Request for lssuance of Order of Automatic Approval/Extension for Hghly Technical 4.15
Transactions {with Standard Dispesition of Complaints]
| Standard procedurs for the disposition of complaints endorsed o ARTA-ELD 4.00
Requesi Tor Baefing 4.61
Requast lor Stalements/Adviscres A4 83
Hiring of Plantila Personnel for Suscessiul hicatio ns 4.07
Hiring of Plantilla Personnel for Failled Applications 2.10
Extamal Sarvice Oversll . 60
uest for Evalusiion of Citizen’s Charler 4,13
Request for ARTA Colisterals 4.12
Progagsing of Peaymll 4. 76
H!ﬂ:ll.ﬂt Teer Cartification of Avﬂablll}r of Funds 4. BT
Disbursemants 4 35
Cash Advance from Petty Cash Fund 4.21
Request for Expanses fram Petty Cash Fund 4.48
Purchase st for Goods (ilems, Supplies. and Maledas) theough public bidding 4.67
Purchase Request for Goods (Hems, Supplies, and Matenals) through shopping 4 F2
Genaral Sarvices for Bullding and Maintenance Request {Simple Repaimn} .55
Genaral Services for Building and Maintenanca Request (Complex Reguest’ EN:T]
Raogquiring AMP) o
Dooumentation and Assigning of Sedal Murmber for Offica Orders, Memo randurm 404
Circulars, and Other Official issuances
Racsaiving of Incoming Documants 4,41
Reguest for Certified True Copy of Depanment Orders. Administrative Crders, and 4,73
Other ARTA lssumnces
Receiving of Inventary tems 4.81
uesl and Issuance of Invendory [tams 4,56
| Request for ICT Technical Support 4.54
Request for Employes Records 4.16
Application for Leava 4. TH
Iniermal Senvice Cvarall 4.70
Onearall 4,65

V. Results ofthe Agency Action Plan reported in FY 2021:

VI. Continuous AgencyimprovementPlan for FY 2023:

Page Number




MEMORANDUM CIRCULAR MO, 207% (5
SERIEE OF 2023

FOR: ALL GOVERMMENT AGENCIES AMD OFFICES COVERED BY
REPUBLIC ACT NO, 11032 INCLUDING LOCAL GOVERNMENT UNITS
[LGUs), GOVERNMENT-OWNEDOR -CONTROLLED CORPORATIONS
(GOCCs), LOCAL WATER DISTRICTS, STATE UNIWERSITIES AND
COLLEGES (SUCs), AND OTHER GOVERNMENT
INSTRUMENTALITIES

SUBJECT: AMENDMENT TO ARTA MEMORANDUM CIRCULAR MO, 2022-005 OR
THE GUIDELINES ON THE IMPLEMENTATION OF THE HARMON ZED
CLIENT SATISFACTION MEASUREMENT

DATE: 08 June 2023

1. BACHGROUND

1.1 On 20 Sepember 2022, the Anti-Red Tape Authority (ARTA) sssed Mamorandum
Circuler (MG Noo 2022005 or tha “Guwdalines on fhe implementaton of the
Harmomzed Chant Safisfacion Measurament.

1.2 The ARTA M.C. No. 2022-05 and s attached references provide the guidelines for all
coversd govemment agencies refatve 1o the implementation of the Harmonized Cliant
Satsfacton Measurement (CSM),

1,3 This Amendmenio the Guidelines is being issued o amend Seclions 3.1, 3.2, ardd 3.3,
specifically on the revision of the CSM Survey Quaestions and Repor Guidelines,
interpretation of the rating that will be obtained by the agencies, and the localization of
I sutvey questionnaire used,

1. PURPOSE

2.1, The-isuance of this Amenced Guidebnes shall afow agencies to reviss the OS5
Cuestions under cerain conditions and shall reviss the provision on the "Overall Sooring”
of the scores thal will be cblaimed by the agencies.

2.2, Further, this Amended Guideines shall Bkewise updade the survey guestioanaine and [he
sampie CaM Repor as guide 1o the agancies

£.3. Lasly, alongside with the Bsusnce of this Amended Guidelines is the Tagalog Version
of the Survey questionnares for use during the conduct of the survey of congarnad

SIEMCIEs.
3. AMENDMENT TO THE GUIDELINES
The succeeding paragraphs are heretyw amandad to read as lollows:
31,  Astothe revision of the CSM Questions
#4.4,7.1. The CEM guestions prescribed by the Autharity may be atersd or

modified, provided the révised guestions =il sim 1o capture the Servioe
Quality Dimensions (SQ0s) and the Citizen's Charter awareness,

F) EHAETLE PHo0i I REirEm ¢ Bk




32. As tothe Overall Scoring

' 453 Owverall Scoring. The percantsge of respondents that rated “Agree’ and
Strongly Agree’ for all sight (8) SODs shall be used to computethe Overal
Scare, Agencies shall sirive to achieve an overall percentage of 80% or
Fikghear, or & fating of “Satislactory™ or higher, Inerpretations. of the resulls

shall be as follows:
PERCEMNTAGE RATING
Balow G005 Faar
60.0% - 79.5% Fair
B0.0% - 89.9% Ea_l_isfa::tng,-_-
90.05 - 94.9% Very Satisfactory
95.0% - 100% Outstanding

3.3, As tothe References

The following updated decuments shall serve a5 referances of sl the coversd
agancias in the implemeantation of thelr CSM;
a  Annex A Client Satisfection Measuremenl Questionnaire
i. English Yersion
li. Tagalog Vession
b, Annax B - CSM Outling Report

4, SEPARABILITY CLAUSE

Any part or provisions of this MC shall be held unconstilutional or invalid, the other parts or
provisions not affected theraby shall continue to be in full force and effect

5. REPEALING CLAUSE

All issuances, circulars, orders, or memoranda, part or parts of which ane moonsisient with ary
provesions of this MC are hereby repealed and modified accordingly.

6, EFFECTIVITY
This Circular shall take effect immedataly and upon publication and regestration with the
Universily of the Philippines — Office of the Natoral Adminisirative Reglster (UP-ONAR]

RECOMMENDED BY:

D G. DIVINAGRACIA
ral for Operations

APFEQ‘H‘E]} BY:

-\-\._\_\__\__ o I
SECRETARY ERNESTOQ V. PEREZ
Drirector General

-}} §EaEl LN i i L] (RN HAFTE® PEsciFFRinTS



Cobtrel M

{On-Site Version)
{Inzen agancy lgo here] (inset agency nama harse)
HELPF US SERVE YOU BETTER!

This Cliant Satisfaction Measurement (C5M) tracks the cu=iomar experience of govarnmen! oilices, Your fesdhack

on your recently soncluded transaction will halp this office provide a better service, Personal information sharad will
be kepi confidential and you ahways have the oplion 10 nol answer this form

Client typg: O Cidzen O Business [ Gavermment (Emplayes or anathar aganoy)
Diate: Sox: DiMale O Farnale Agec B
FHegion of residence: Service Availsd:

INSTRUCTIONS: Check mark { ) your anawer to the Cilizes's Charter (CT) questions. The Citizen's Charler
is an official document that reflects the services of a government agencyioffice including its requirements, fees,
and processing tmes among olhers,

CCH Which of the falkswing best describes your awarensss of 3 CC7
11, 1enew wihat & CC i and § sas this office’s CC,
O 2, | know whista GG 1= bul | did BOT see this affics's O
13, lsasmed of the OC enly whan | saw s olfice’s OC,
0 & 1donod know what a GC s and Edid pol ses aive in @is ollice. (Snswer W an GSZ and SG3)

CC2 If awvare of CC (answared 1-3 in CC1), would you say that the CC of this office was ., 7
1. Easy o sam [ A ol wigibile @t all

0 2. Somawhal sazy o ees O & N
1 A, Diffecuil o sep

cC3 If aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?

=1, Helped vary misch 0 3. Did nat help
Cl 2, Somenmal helped o Y T
IMSTRLCTIONS:

For SQ0 0-8, phease put 3 check mark {+} on the columa thal besi corresponds to your anawer,

@R O EE[X

5{“’““‘9'5" Disagres | MWedfier Agres | Bgrae Sronghy Appleakis
[ I'HHD|E:H Afjhag

2Q00. | am satslied wilh the series fmal |
availed,

5001, | spenl a reasonabla amount of Eme lar
my trangachon,

S003, The office foBowed the imneecton’s
roguirgmants  snd  sleps  based on the
micmmation providad.

BOQD3, The sleps lincluding peymeni} | nesded
o da For roy trmnsaction wers easy ead simpla.

5aD4. | easiy found information sboul rmy
fransacton from the aflice arits wabsia,
SQ0E. | pald & reesoneble amoun! of faes far
iy transaction. (I senace was fee, mank the A
ol
SQDE. [Teel the office vwes fair to everyone. or
i azan’, during my frenssction.
SQ07. | wag freated couraously by the sias,
_and En‘ asked for help ) the stafl was halpful,
T ool I needed fram the
gowvemnment office, or [if denied] dental af
reques] wes sullicenly axplained to ma.

Suggestions on how wea can further improve our sarvices (optionall:

Email address (oplional):

THANK YO



Conlral bz

{Online Wersion) {Insen agency logo hers) (nserl Ggency nams hisme)
HELP US SERVE YOU BETTER!

This Client Salisfaction Maasurament (TSM) tracka the customer experencs afl gevernment offices. Your feadback

on your pecently conclyded irensaction will help this affice provide a betler service. Persona information shared will
b Eept confidential and you dways have the option nof to enswer this form.

Chent typa! O Ciizen O Businass [ Gevarmment (Emplkeyse or aholier agancy|
Date: Sext O Male O Female e
Region of residence: _ Service Avaled:

INSTRUCTIOMNS: Chack mark {+) vour answer to the Citizen's Charter (CC) quastions. The Citizans Charler

Iz an official documenit that reflects the services of a government agency/office inciuding its requirements, fees,
and processing imes armong olhers,

CC1  Which of the following best describes your awareness of a CC7
L%, Fkraw what a CC = and | =aw this office’s CC.
O 2. krmaw what a CC s bt ld K NOT ses this oifce’s S,
O 4. Heamad of the CC caly when | saw this affice’s CC,
O 4. | da ned know what s CCis and [did not ses one in this office. (Answer "MW on COE and 03

co2 W arwera of G {answered 1-3in CC1), would you say that the OO of this offlce was 7
L1 5. Eany o san O 4, Mot visibbe al all
£ 2. Samewhal =asy o sae O &, slin
O 3. Difficull o see

CC3 W awaws of CC (answerad codes 1-3 in CC1), how much did the CC halp you In your transaction?
1 1, Hetped wery much 3 Ded nod hislip
0 2. Somewhat heiped [1 4, ha

IMSTRUCTIONS; For 2030 0-8, pleage pui a check mark [} on the column that best comesponds o your enswer

® 6 EE|.

Strangly | Disegras | Melther Agres | Agree | Shomgly Applcabie
) Disagres nor Disagree Apres
SO0, | s sdtisied with the service that |
aailed,
5001, | spant & ressanable smsunt of Uimea for
ry trensaction.

CB00A, The office fobawed e Fansacions
raquiremanis  and  BlepE based on lhe
information provided.
200G, Tre sleps lintluding payment} | neadad
la-da farmy transaction were easy and simpla.
SO, | easiy Toursd infoomstion aboal my
tramssction from fhe oilice’s waheiie,
S0, | paid & reesonable amouni of fees for
my iransachion, {f sendee was Fee. menk the WA’
codimn)
S00d, | am confidend my online tansaction
WES BACUTE.

SOODY. The office’'s onling suppor was
ovailehle, end (if asked questions] online
guppa wag quick Lo espond.

SO0E, | gol whal | nesded from the
govemment office, or {f dened) denial of
requast was sufficlartly explamed ta me

Suggestions an how we can further mprave our sanvices (aptienal i

Email address (oplional}:

THANK YOL!



Combrol Mo

(Berayon para sa On-zite Sarbay)
(iagay ang lapo al pangalan ng ahensys dio)

TULUMGAN MO KAMIMAS MAFPABUT| ANG AMING MGA PROSESD AT SEREISYO!

Ang Client Satisfaction Measuremant (C5M) ay naglalsyong masubaybayan ang karanasan ng taumbayan
hiriggil sa kKanilang pakikiransakeyon 58 moga tanggepan ng gobyerno. Makatuiubong ang nvong Kasagutan ukol
sa inyang naging karanasan sa hakalapos lamang na transaksyon, upang mas mapabuti at lsiong mapahussy

ang aming serbisyo publiko, Ang personal na Imparmasyon na tyong babahagi ay mananatiing kumpidensyal.
Mazan ing pliine fa hind sagutan ang sarbey na ito.

Lring Kliyvente: OMamemayan O Hegosyn 0 Gobyemo [Empleyado o Abensya)

Pelsa: Kasarian: O Lalgla O Babas Edad:

Rekivon: Liri ng transaksyon o serblsyo

PARNUTO: Lagyan ng ek (+) ang lyong sagol £a mga sumusuncd na katanungan fungkol sa Cilizen's Cherter
[SC), o ay isang opisyal na dokumento na naglalaman ng mga serbiyo sa Isang ahensyaopisina ng gobyerno,
maslkita rito ang mga kinakailangan na dokumento, kaukulang bayarin, st pangkabuuang cras ng pagproseso,

Coa Alin =3 mgs sumusunod arg nagialarswan sa lyong kasiaman sa CC7?

1. Atam ko ang CC at nalita ko 40 sa napunianang colsing

O 2, Alam ko oang QG gem hindi kel rabiE Em rapuniahEng  Opising
03, Malaman ke ang &6 nang makisa ko s s napunisheng opiing

4. Hind koo alam king ano sng CC atwals akong nakits = napunabang opising [Lagyan ng isek ang M6 sa CC a i
CCA kapdp o ang ivong sagat)

CCZ  Kung alam ang CC (Mag-leek 55 opsyon 1-3 28 CC1), masasabi mo ba na ang CC nang napuntabang

opisina. &y, .
1. Midaling makila 21 4, M makis
0O 2 Medya madaling makita OB, M

0.3, Mehiran makils

CC3  Kung alam ang CC (nag-teek 3 opeyon 1-3 sa CC1), gaanc nakatulong ang CC sa transakeyon mo?

3 1. Sobrang nakaiilong O & Hndi nakakilong
0 2. Makathlong neman 4 B

PARLITO:
'F'Eﬁ 58 500 0-8, lagyan ng tsek () ang hanay na pinakaangkop sa lyeng sagol. -

RO QG w

Lubas no Hindl Labis na e
hindi sumnesang | ‘Walang Bumasan | SUMBEE | Apsicssin

BIMAasan Bryn tinikilingar |  guayon ngayan
gayen

2200, Masivahan ako sa sefsisys neg aking
natangap &8 napuntahan na langgapan

| 890, Makatwiren &ng oras na qh-'mg g iniag ol
para 5a peQproSeso ng aking fransaksyon,

S5002. Ang oplsirg ay sumusunod @ mga
kinakallangang dokuments of mga hakbang
batay sa impormasyeng ibnigay,

. Ang mpa hakbang sa pagproseso,
kasama na ang pagbayad 3y madak at simphe
Imrll:lE.

SQD4. Mabifiz al madali akong nakehanap ng
Imparmasyon lungkel &a sking fmnsaksyon
mulé 8 opising o 58 websile nibo,




Conlral Mo —

SQDE. Magbsyad ako ng makstwiang halaga
Didira ga aking fransaksyon. (Mumg anyg sehispesay
‘hindgay ag fitve, maglegay Ag S8k &8 hanay ag
S )

BODE Peiramdam ko sy pakss ang apising
sa [akal, o “walang palekasan”, =a aking
iransaksyon.

[ BG07. Magalang a@kong mnaio ng mga
fehan, ab (kung sakal ako @y humingl ng
fuiong ) alam ko ns sile &y hendang [umdang
Sa akin,

S0, Flakuha Rkt ang Kinakallangan ko mula
sa larggapan ng gobyema, kung Enanggihan

man, g ay sepek na lpinallwenay sa skin.

Mga suhesthyon kung paand pa mapapabuli pa ang aming mga serbisyo (opsyonal):

Emall address (opsyanal)

MARAMING SALAMAT!



Comrol Mo:

{Bersyon para sa Online Sarbey)
(bagey ang logo et pengalonng anensys tla}

TULUNGAN MO KAM| MAS MAPABUTI ANG AMING MGA PROSESO AT SERBISYD]

A.ng 'Fléanl: Egﬂlsfanljnp Maasurement (CSM] ay naglaleyong masubsybeyan ang karanasan ng taumbayan
hmgl E= taru_hng pakikiranssksyon &5 mga langgepan ng gobyernc, Makalululong ang inyong kasagutan ukol
53 Inyan) nagen) karanasan sa kakatapes lamang na ransskeyvon, upang mas mapabuti at lalong mapahusay

ang aming serbisye publike, Ang personal na Impormasyon na lyong ibabahagi ay mananatiling kumpidensyal,
Mamsar ring piliin na hindl sagutan ang sarbey na ito.

Urlng Kllyenta: OMamamayan OhNegesye O Gobyeme [Empleyado o Ahensya)

Patsa: Kasarian: OLalsd O Babas Edad:

Fehiyon: Uri ng transaksvon o serbisyo

PAMUTO: Lagyan ng tsek (V') ang ivong sagot sa mga sumusenod na kalanungan tungkol sa Citizen's Charler
(€] Ito &y sang opisyal na dokumento na naglataman ng mga serbisyo sa isang ahensyalopisina ng gobyemo,
makikita rito ang mga kinaksilangan na dokuments, kaukulang bayarin, at pangkabuuang arss ng pagproseso.

GG Aln 53 Mga SUMUSUN0a ang nagialarawan ea iveng kaslaman sa CC7Y

O+, Aden ko ang &0 al nakita ko #0 s& napuniahang oglsing

O & Mam ko  peng CC pare hinedi kn ©e nakils  ea mapuntahang opising
07 3. Naleman ko ang CC nang maldia ko o 53 nepuivisheng opising

L 4, Hindi ko adam kimg ano eng CC 2% wala akong nakita sa napurdaheng opesns JLagyen ng tsek ang ‘MK ss 002 &1
CICH kapap o ang iyong aegat)

B Hung alam ang CC (Mag-ts=k sa opsyon 1-3 sa CC1 ), masasabi mo ba na ang CC nang napuntahang

opising @y .
0 1. Madaling miakita O 4, HEndi makila
O 2. Medyo madaling rioakika 05, HA

O 3. Makirap maskta
CC3 Kung alam ang CC (nag-tsek 52 opsyon 1-3 ga CC1), gaano nakatulong ang CC sa transaksyon mo?

1t Sobnang nakakilong O 3. Hindi naketulang
O 2. Hakailsng necnan 4. MiA

PAMUT
Para sa SO0 0-8, lagvan ng t$ek (') ang hansy na pinaksengxop sa ivong sag:

POOOE w

Lubas na Hendi Lpts na [T
Bimdl sumassang | Walsng SumaBan | BUMBESH | Appicabis
Jumasan aymn Kirékilingen gayon ngayan
SER]

| =ano, Masiyahan ako sa sedisvo na aking
relangoap sa napuntahan na tenggeapan

20D, Makateiran ang oraz na 2king ginugel
pEA S0 QAQRIOSSSD 0g &KINg RNSSEyon.

5002 Ang opising ay suTwEunad 53 mga
kinskailangang dokuments al mge hskbang
batay 83 Impormesyang ibinigay,

. Ang mga hskbang sa pagproseso,
kasama ne ang peghayed ay madali at =mpla
lamarg,

2004, Mebilis al madali akang nakahansp ng
mpormaeyan lunghol sa sking irensaksyon
muia 58 opiging & $a wabsita rio.




Contral Na: —

SQD5 Maghayad ako ng makatwirang hataga
para g2 aking ransskeyon. (K ang sebisvoay
fhinigay ng Khra, megiegay ag ek =1 henay o

S0DE. Pakiramdam ko 8y patas ang opising
sa lahal, o “welang palskasan”, =a aking
transaksyon,

| 8G07. Magalang akong inneio ng maa
Leiihan, ai (kung sskak sko ay Bumingl ng
tulong b alam ko na Sila ay handang fumdong
g3 skin,

“BibH Hakuha ko eng kinakalangan ko mula
E3 langgapan ng gobymsmn, kung finsnggihan

man, 1o 8y se0ed na ipinsiiwdnag 53 skin,

Mga suhestiyon kung pasnoc pa mapapabutl pa ang aming maa serbisyo (opsvenal):

Email address {opsyonal):

MARAMING SALAMAT!



DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMAMNCE

Annex B

Client Satisfaction Measurement
(CSM) Report Outline



DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDORMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMAMNCE

Harmonized CEM Report OQutline:

I. Title Page
= This section shal coniain the Agency's official logo and official name. The page
shail also ineiudea:
o the fabel “Cllent Satisfaction Measurement Reperl”,
o whather the reporf is consolideted Ly the Ceniral, ihe Regional, or the
Satelite Office. (Ex. Regional Office — Western Visayas)

= lhe year covered by the report, and the report’s ediion [Ex. 2023 (15t Edition)).
. Table of Contents

M. overview

= The content of the Overview section shall be al the discretion of the agancy.
Agencies ane highly encouraged fa include a sumimary of results, it may include a
brief description of the agency and the CSM mardate,

IV. Scope

a. Period covered

b. Geocgraphic and Office coverage

¢. List of services surveyed, responses, and fofal number of
transacting clients

d. Sampling

I. Applied confidence level and margin of error
it, Digcussion of response rates

- The Scope geclion of the CSM Reporl shall includs the period on when the
survey was conducled and the geographical coverage of the survey.

- I sdadiion, the section shal include & fable of the agency's services, the
number of clienfs thal compleled the swvey, and fhe fotal number of
Iransactions during the year (surveyed + unsurveyed clients),

The respanzé rate is infegral to the survey zo il shall be explicilly stated in the
CSM raport. [l shall be folfowed by a disciasion an why the agency fhinks ihe
response rate is high, fow, or as expected.

- Furthermore, the agency shall also provide reasons on why services have low
respanses, if any. The agency shall create a separale table for servicas thal
have no clienfs during the period, if any.

- The sampling calculator is atfached in the CSM Guidslines document.

V. Methodology

a. Mods of Survey Implementation

b. Feedback and Collection Mechanism

¢, Scoring system
. Table of the scale and its equivalent number

d. How numerical results will be interpreted

- The Methodology saction of the CSM Report shall alscuss af the physical

and digital meithods used by the agency to implement the CSM survey,
Additicnially, the section shall provitle & lable of the 5-point Liker! scals snd
fhe survey's scorng sysiam.



DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REFRESENTATIVE OF THE AGEMCY'S ACTUAL PERFORMANCE

VI. Data and Interpretation

Client Demographic

Citizen's Charter resulis

Service Quality Dimension resulis
Free responses

el S o

A breakdown of the clien! demographic shal be provided. The agency may
provide an analysis based on how it may or may not be representative of its
popLtaion.
Then, a breskdown of lhe Ciizen's Charter quesiions and Service Quality
Dimension quesiions by resulf counl shall bs provided, The agency shall
pravide an analysis of the results.

- Alterward, & breakdown of each services'scores shall be provided, The agency
shall also provide an analysis of these resulls.

Vil. Results of the Agency Action Plan reported in the previous year

VIill. Continuous Agency improvement Plan for the following year
- Seclions Vil and VIl shall contain the action sfeps, the responsible uniperson,
and & iimeling. Agencles are alsn encouwraged fo incorporate CEM finafngs to
the Improvemeant Plan,
- Saction W shal not apply for the st year of CSM implemeniation

IX. Index
A. Clear images of C5M survey used
B. List including central, regional, and satellite offices covered {if
consolidated)

C. CSM results of each central, regional, and satellite office (if
consolidated)

I. Response rates of each office
ii. Citizen's Charter results of each office
. SQD results of each office



DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESEMTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE

[Imsert Agency Logao]

(Insert Agency Name)

Client Satisfaction Measurement Report

Consolidated

YEAR (XX Edition)



DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE

TABLE OF CONTENTS

l. Dvarviaw

Il. Scopes

. Methadology

V. Data and Interpretation

V. Results of the Agency Action Plan

V1. Confinuous Agency Improvement Plan

Annex A, Survey Queslionnaire Used

Annex B. List of Regional and Satellile Offices
{If Consolidated Report)

Annex C. CSM Results Per Office
{If Consolidated Repoart)

o o W ) = -
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I Overview:

[The content of the Ovenview seclion shall be at the discrefion of the agency. Agencies
sre highly encouraged lo include a summary of resuits. it may inciude a brief description
of the agency and the CEM mandate.]

CC Awareness: 40.00%

CC Visibility: E-EI'.DD?E

CC Helpfulness: 44 00%

Response Rate: 40.69%

Overall Score; 97.39%
ll. Scope:

[The Scope section of the CSM Report shall include the  perfod the survey was conducled
and the geographical coverage of the survay.

in addition, the seclion shall include a lable of the agency's services, the numberof clients
that completed the survey, and the fotal number of transactions during the year (strveyed
+ unsurveyed olients).

The response rale is infegral to the survey so it shall be gxplicilly stated in the CSM repor,
it shall be followed by a discussion op why the agencry thinks Ihe responss rate is high,
low, or as expected.

Furthermora, the age-ncﬁshaﬁ provide reasons on why sendces have low responses, if
any. The agency -sharr create a separate lable for s&m;:es that had no clients during the
perod, if any. | 7

DISCLAIMER: THE DATA N THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT 1
REPRESENTATIVE DF THE AGENCY'S ACTUAL PERFORMANCE



Tha services [Agency Name] surveyed were the following:

Tatal

Cxiarnal Services .-'!l“'-['ll"l'-'.".'- Transaciions
Bimal Sarvite 1 implace wiin garvice name 8= stilad in : = 431
Extemal Sarvica 2 208 512
| Extemal Sarvica 5 E T
[ Exemal Sarvice 4 ] 16
| Extomal Sarvice & . 21 33
| Extamal Sarvice § a2 32
emal Sarvice 7 167 ]
Exlemal Servica § . 24 24
Extemal Service & 271 BAS
[ Exiernal Servicn 10 e i
Exlemal Serice 11 28 26
Exlemal Service 12 T 01
Exlermal Service 11 42 10g
Exlornal Servics 14 a3 -]
External Service 15 49 T8
Exdarmal Services 14 FE] 1]
Extmrnal Serdcs 17 18 a4
Edemal Service 10 11 FF
Exiernal Service 19 16 a0
TExernal Senioe o0 56 L]
Extefnal Service Total
IMernal Services
nsrnal Service = = } ]
Intemsl Service 2 i 15 =1
nlemnal Service 1 ;! FEED]
Wilemal Servics & 43 B0
IntEmal Sersice 5 E [i.] o5
inbesnal Serdce 4 J 7 a7
Intermal Senden T 3 KK 51
| Interral Service 8 | g 17
[ Tntermal Service 9 i 4 | =20 |
Inlemal Servee 10 19 208
rilernal Service 11 ] [i]
InlernBl Service 12 0 3
Iniermal Service 13 i 1] 1)
Iniprnal Sarvica 14 | | 17 17
InlemBl Service 16 | i 73
Interna] Sarvica 16 16 fd
Inigimal Sarvca 17 16 18
Inlemel Serice 10 ; ET] 3
Intemal Service 18 133 L]
|_Imnsmial Serviea Todal | 1152 and
OVERALL.TOTAL i 2599 6391

The fallowing services hdd no clients in CY [year coverad)

1. dom-Chent Service 1

2 Zemo- Client Service 2

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REFRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE



Ill. Methodology:

[The Methodology section of the CSM Report shall discuss all the physical and digital methods
used by the agency fo implement the CSM survey

Additionslly, the section shall provide a table of the 5-point Liker! scale and the survey's scoring
sysfem,]

ac

o

le Rating
Strongly Agree
Agree
Meither Agree nor Disagree
Disagree
Strongly Disagree

=& P L) S| T

The Overall scare for the 8 SQDs were computed based on the following formula:

Number of ‘Strongly Agree’ answers + Number of ‘Agree’ answers
Total Number of Respondents - Number of ‘N/A° answers

Owverall Score =

FThe interpretation of the results are as follows:

Belaw B0.0% , " Poor
60.0% = 7O.9% Fair
80 .0% - 89.9% Satisfactory
80.0% - 94.9% Very Satisfactory
95‘.5!?5 - 100% Cutstanding

IV. Data and Interpretation

(A breakdown of the client Bemograghic shall be provided. The agency may provide an analysis
hased on how it ma; ar imay nat be’ representalive of is population.

Then, & breakdown of #ha; izens Charter questions and Service Qualty Dimension questions
by result count shall be pre | The agency shall provide an analysts of the results,

Afterward, a breakdown of Eacﬁ-ﬁ'ﬂwr't;éﬁ' scores shall be provided. The agency shall also
provida an analysis of these results, |

A. Demographic Profile :

finsen discussion]

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT 3
REPRESENTATIVE OF THE AGENCY 5 ACTUAL PERFORMANCE



B, Age and 02 Sex

External

Internal

Ciwerall

1, 19 or 1% [ 4%
2. 20-34 2% B4% 407
3. 3548 40% 3% et
4. 8064 7% [ 6%
5. B5 or higher T 2% [
& Did not specily 7o ] 6%
1. Male 5% 745 28%
|2 Female ~ Bh% BE%; TO5%
3. Did nel specily 4% 0% %

[Inser discussion]

O, F:-:l-.:|||:p 1

External

Intermal

| 1. Ragion | ; . &
2. Region B 2% 4% 3%
| 3. Region Il 3% o 1%
4, Region V-4 f4% ™ 11%
5 MIMARDPA 2% % 5%
| 6 Region V 5% 6% B
7 Regon V| e A% T
8. Region Vil i I 6% i
8. Region VIl 5% = % 4%
10. Region 0% 55 A% 6%
11. Reglon ¥ 4% H% 5%
12 %inn XA | B ] 45 4%
13, Ragion Xl 2% of B 3%
14, MCR | 1% 15% 1355
| 15, CAR % k. 2%
16, BARMM 5% 2% 9%
17, Did nol specity 3% 6% %
[Insert discussion]
Cusiomer Typo External Internal OvEral |

Dl Eitizen

D4, Business 2 1% &%
Dd. Govemmant =i 71% A% B2%
(B4 Did notsgeey || 5% % 3%
[Insert analysis of demographic results)
B. Countof CC and SQ0 results
[Insart discussion and@nalysis of CC results]
CC1. Which af the following ﬁEEEﬂbBE- your awareness of the CC?
1, Tknow what a CC s and | saw this office's 0. 263 10%
2. | know what a CC is but | did not see this office’s CG 521 19%

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY'S ACTUAL FERFORMAMNCE




3. | leamed of the GG only when | saw this of fice’s CC. 304 11%
4, | do mot know what a CC |8 and | did nol ses this office's 0T 1708 60%
CC2 If awswe of CC, would you say that the CC of this office was_.7
1. Essy 1o see i; i 330 0%
| 2 Somewhal easy o see 257 23%
3. Dificult fo Epa 141 13%
4, Mal visible at all 380 2% |
CC3: i aware of CC, how much did the CC halp you in your transsction?
1, Helped very miich 483 4%
Z. Somewhat halpad 387 33%
A Did nol halp 252 23% |

[lnser discussion and analysts of SQD0 resulls]

Melther
Strangly Agres nor Strongly Tetal
Agres Agres Disagrea  Disagres  Disagres MNA - Responses | Ovarail

sErvico Quallty Strongly

Dimansions Agrea Overall
Responsivensss | 1930 . 1 ills
_Raliability 1700 1052 500 8 5 | O 2616 | 97.73% |
Access and 17EG 638 T ig 2 | ZB1E 36, B4
Facilifiea
Communication | 1447 1296 =4 18 i ] e | 0%
COskE M 1] D ] 0 ¥ 2818 2818 MIA
Integty 8T EK] 38 15 3 1] 7816 | bE.0TN
Assurance H1581 118 B85 7 2 o 2816 | 97.02%
Dulcome TEEh 053 59 14 rl ] 2516 | B7.27% |
Overall 2070 | 7128 355 0 15, 2816 | 27508 | B7.30% |

C. Overall score per senvice

[Insen discussion of scores per service]

DASCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE MO
REPRESENTATIVE OF THE AGFNCY'S ACTUAL PERFORMANC]
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Extermal Services Dwarall Rating

=xiernal Service 1 (reptace with sarvice name 56 sEied i he Cilzen 5 Chartar) af geg
| Exiernal Servios 2 0B 0%
Exiernal Service 3 0. 0%
Exinrnal Service 4 B1.4%
External Sesvice 5 q0.4%
Exiernal Service B ET.6%
Exlernal Sarvica | Of 5%
“Exiernal Service & BO.B%
External Sarvice 9 o5, 0%
Exiernal Sarvice 10 &7.0%
[ External Sarvice 11 a3, 0%
EXIErRO] SBrece 17 o, 2% f
Exiernal Service 13 97, 0%
[ Emiernal Sarvice 14 G, B0,
Exdemel Service 15 B5.4%
Exlernal Gorvice 16 85 6%
Exlernil Sorvice 17 89,8%
Extermnal Service 10 B3 0%
(Efiermal Saree 19 80.0%
Extermeal Service 20 i | 52 2% A
Exlernal $in'|.m.:'£u_li'|,_ t % 93.4%

ernal

Interzal Senice 2 B2 4,
intethal Service J | S0, 0%
Intorfial Semvice 4 i “ara% |
Internal Sendoe 5 - | £35, 435
Intarnal Sendce & L B47% |
Internal Service 7 ' | BE.E%
Intarnal Service 8 | ' 03 4%
Internal Service 9 ] 62 4%
Internal Sendee 10 L] 96 0%
internal Senice 11 _ az 8%,
Internal Benice 12 B0.a%,
Intarnal Service 13 - BB. 7%
Infernal Service 14 1 o, B8
Interrial Serice 15 56 %
Irtermal Service 19 y 05 5%
intemal, Service Total B0.2%
OVERALL TOTAL 57.4%

[Insart hnél'?ﬁiﬁ

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGEMNCY'S ACTUAL PERFORMANCE



V. Results of the Agency Action Plan reported for FY 2022:

Vl. Continuous Agency Improvement Plan for FY 2024;

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN BANDOMIZED AND ARE NOT
REFRESENTATIVE OF THE AGEMCY'S ACTUAL PERFORMANCE




ANNEX A. Survey Questionnaire/s Used

il i i whu:h-!“m
[Ty e —

Iw Vel | | ey s
HEL B LS BERVE YOU BETTER
Trew Tl Sbstacnon bisweretwi (D3N] b B colnme Eipenasis o govarsrad ofees Toul el

o e ol comchciiy SEECon sl el thel ¥t jrivale & battn serery Swnona meETER00 Mo wil
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CASCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE




ANNEX B. List of Regional and Satellite Offices (If Consolidated
Report)

Total

| Responses Population
Central Office X

Regional Office 1 X

Regional Office CAR X

Regional Office 2 %

X

L]

Regional Office 3
| Regional Office NCR

el Ll S o e

LISCLAIMER: THE DIATA IN THIS SAMPLE HAVE BEEM RAMDOMIFED AND ARE MOT
REPRESENTATIVE OF THE AGENCY' S ACTUAL PERFORMAMNCE



ANNEX C. CSM Results Per Office (If Consolidated Report)
1. Central Office

Cltizsn’s Charfer Answers | Respansss  Percentags

CC1. Which of e following du-:nl:ea your awareness of the G5
1. | know what a CL is and | saw this oflice's GG, X WYY e
2| know what a GG s bul | did not see his office s G0, x ¥y,
3. [ Twamed of Ne GG only whan | 53w s office & G0 x Y-
4 Tda not know whal a GG s and | d1¢ nol se= his olfice s GG X Wi
| BCZ W aware of CC. would you sy that ha GG of his office was, 7 =
1, Eagy io 384 X ¥yt
£. Somewnal easy o see x VLA
3. Difficull 1 sea * ¥y.yy%
4. Kot wigibda af 2l % Y-y
TECS_ T aware of GC, how muth 4id Bie CC halp you in | your rRNESCHanT
1, Helpad very much = Ay
2. Somawhal helped % VYV
3, EHd nof help ® ¥y

Maither
Borvica Cuality Strongly Agree nor Strongly Tatal
L3I P P Aran Agree Disagroe L'.||:..ar._;1|:|: Disagres NI Responges | Oworall

S

Aesponsivensss x X X X X x s
Reillability i x x X x x ¥
Access and X X X k. i X X x
Facilibes i _
| Cammimnication S X X x X }l.' - WA |
| Comts X . X b ® X T X ;
Inbegrity i L X 4 x i T LTI 'ﬂr.%
Agsirrancp | ¥ X X X X i 4 Wy
Cukoma = E N | X kA X X A LY
Crvarall x| | F ¥ 3 i X WA

| EMEfmAlSaricar ' ' v I x ;
ul Servico 3 | 2 L
. L]

e [replaca wilhiskrvice m x ¥
InlEfn'II-'Sur'.'cr:l F = ¥
Internal SRAAEad.., 1 n x y
Intarng Servios TowE] L = X y
OVERALL TOTAL x ¥

2, Regional Office 1 "
Cilzen's Charfar Answers Responugs  Porcentoge
CC1, L ewaraness of e COT —
1. | know what & GGt and | saWehis Toe's CC. X Y-y
2.1 hvoraw wihia! EL.E.!hulIdldnntEHmrsnrrumsc.E X VY
3. | learnad of the LG only when | saw this offica’s GG, N Wy
4. | da nel know whata TG is and | did not see s ollice s GG x WYL
|
CC2. 0 Awire ol L, wousd you gy Ihal the L0 of his alfice wan, .7 |

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMITED AND ARE NG

i
REPRESEMTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE



1. Easy o soe b W T

2. Bomewhsl agey o sea N WYY Ve

4. Diffiouft lo 5e8 z ¥

4. Mot visible at all H' Yyt

CCA. I awary of CT, how miseh did the CC halp you in your ransaslion?

1. Halgad wary mueh M VY e

£, Somewhat helped W ¥Y. ¥y

3. Did not haip L -

] n
APONSIVENESS X - X Frg

Reliabdly X X X % b X X w.ﬁ

ACCEEE and X X ¥ A X X X ¥

Faoillbes

Cemmunicabon X o X X — X X X Vv

Ceasls X A X X X X x W

Integricy X X ki i H i X Yy |

ASSUrance X % X X x i3 X )

Cutcoma Y X X X b x A 10 £
_Dwerall X X £ X X X X Y |

Extornal Barvices

lemal Servica 1 (replace wi

Rosponssas

Tetal
Transactions

Exiemal Servica 2

Exlamal Servico 3

Exiemal Service Tolal

| IMermal Sernice

| hiernel Sarvon © i

IntErna Senviond

Intarnal Sendce Takal

OVERALL TOTAL

e e e el

3. Regional Office CAR
4. Regional Office 2
5. Regional Office 3

6. Regional Office NCR

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESEMTATIVE OF THE AGEMCY'S ACTUAL PERFORMAMNCE
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ANTI-RED TAPE AUTHORITY

EFEICE BF THE FEENABENT

JOINT MEMORANDUM CIRCULAR NO. 1
SERIES OF 2023

FOR: ALL GOVERNMENT-OWNED OR -CONTROLLED
CORPORATIONS (GOCCs) COVERED BY REPUBLIC ACT NO.
10149

SUBJECT: SUPPLEMENTAL GUIDELINES TO THE ARTA MEMORANDUM
CIRCULAR NO. 202205 OR THE GUIDELINES ON THE
IMPLEMENTATION OF THE HARMONIZED CLIENT
SATISFACTION MEASUREMENT SPECIFIC FOR GOCCS
COVERED BY REPUBLIC ACT NO. 10149

DATE: 12 April 2023

1. LEGAL BASES

1.1, Pursuant to Section 20 of the Republic Act (R.A.) No. 11032 or the Ease of
Doing Business and Efficient Government Service Defivery Act of 2018, which
amended and renumbered Section 10 of R.A. No. 84857 or the Anhi-Red Tape
Act of 2007 to Section 20, a feedback mechanism shall be established in all
government agencies covered under Section 3 of R.A. No. 11032

1.2. Section 3(b), Rule |V of the Implamenting Rules and Regulations (IRR} of R.A.
MNo. 11032 also states that “falll agencies shall embed feedback mechanisms
and client satisfaction measurement in their process improvement efforts. The
agency shall report fo the [Anti-Red Tape Authority {ARTA)] the resulis of the
Client Satisfaction Survey for each service based on the guidelines issued by
the Authonty”

1.3. Consistent with Section 3ib). Rule IV of the IRR of R.A. 11032, the Anti-Red
Tape Authority (ARTA) issued the ARTA Memorandum Circular (MC) Mo.
202205 or the Guidelines on the Implementation of the Harmenized Client
Satisfaction Measuremeni.

. R.A, Mo, 101497 otherwise known as the GOCC Govemance Act of 2011,
created the Governance Commission for GOCCs (GCG) as the central policy-
making and regulatory body mandated lo safeguard the State's ownership

AN ACT PROMOTING EAsE OF Diomat Busingss anD EFFIGIENT DFELWVERY OF GOVERNMENT SERVICES, AMENDENG FOR THE

Purrose REPUBLIC ACT Mo, BARE, Omepriiase Knowad as THE ANTHRED TARE ACT oF 2007 &ND FOR OTHER PURPDEES,

approwed 38 May 2018

* AN ACT TO WPROVE EFFICIERCY M THE DELVERT OF GOVENNMENT SERVICE T THE Pusiic By REDUck: BuREALCAATE
RED TAPE, PREVENTING BRAFT AND CORAUETION, AND PROVIDING PEMALTIES THEREFDH, Spproved 02 June 2007

I ¥ AN AcT To PROMOTE FiaNCIAL VIABRITY AND Fiscal DISCiPLmE N GOVERMMENT-CMAMED OF ~COMTROLLED

CORPORATIONS AND TG STREMGTHEN THE ROLE OF THE STATE 1 T8 GOVERHANCE anD ManscewenT To Mare THEM More
REEPONSWVE TO THE HEEDS OF PUsLIG INTEREST anb FON (ITHER PURPOSES, approved 08 June 2011,



rights and ensure that the operations of GOCCs are transparent and
responsive 1o the needs of the public.

1.5. In the exercise of its mandate, the GCG adopted GCG MC No. 2012-07* or
the Code of Corporate Govemnance for GOCCs. Under Section 37 of the GCG
M.C. No. 2012-07, GOCC Govemning Boards are required 1o;

a.  Ensure integrity and honesty in dealings with customers and operate a
highty effective and efficient organization, focused on meeting customer
objectives with the aim of providing services which give fair value and
consistent quality, reliability, and safety in return for the price paid for the
same, and

b. Operate policies of continuous improvement, of both processes and the
skills of the staff, to take besi advantage of advances in all aspects of
society in order to ensure that it continues to add value to its customers’
businessas.

1.6. Under R.A No. 10148, the Performance Evaluation System (PES) established
by the GCG sets the process of appraising the accomplishment of the GOCCs
in a given fiscal year based on the set performance criteria. One of the
measures in determining the rating in the PES is the overall satisfaction of the
clients for the services availed in a GOCC.

2. PURPOSE

2.1, This Joint Memorandum Circular (JMC) is being issued fo provide
supplemental gquidance to GOCCs regarding compliance to GCG
Memorandurmn Circular 2023-01% and ARTA M.C. No. 2022-05.

2.2 Likewise, this JMC aims to reduce the cost and burden of compliance of
GOCCs with the Client Satisfaction Measurement (CS5M) and Client
Satisfaction Survey (CSS) requirements.

3. COVERAGE

3.3. The supplemental guidelines shall be adopted by all GOCCs covered by R.A.

Mo, 10149

. GENERAL GUIDELINES

4.1. Al GOCCs shall conduct their respective CSS as required by the GCG-
approved Performance Scorecard, The CSS methodology shall be in
accordance with the prescribed Guidelines of the ARTA M.C. No. 2022-03.

4.2 GOCCs may have the option to engage the services of a third-party provider
or in-house services for the conduct of the survey.

4 ConE oF CorPoaaTE BoVERNANGE FOR GDOCE, approved 28 Novamber 2012
® PERFOAMANGE EVALLATION SvsTiM (PES) FoR THE GOCT S£cTol DATED 18 JARuaRY 2023
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4.3 GOCCs shall follow the survey methodology prescnbed by ARTA MC No,
2022-05.

4. 4. GOCCs shall submit their respective CSM report to the Authority not later than
April 15 of each year.

4 5 The CSM Repors submitted by the GOCCs shall be validated by the Authority
based on the Guidelines set by ARTA M.C. No. 2022-05. Results of the
validation shall be submitted by ARTA to GCG not later than May 31 of the
following year.

4 6. The validated CSM Report of the Authority shall be used by GCG for the C55
measure in the GOCC's Performance Scorecard,

47, The percentage® of respondents that rated 'Agree’ (4) and "Strongly Agree’
(5) for Service Quality Dimension 0: */ am satisfied with the service that |
availed" shall be used for the CSS measure in the GOCC's Performance
Scorecard.

4 8. The total number of clients who availed of the external services will be the
basis of computing the rating.

4.9 Respondents in satellite offices and other offices smaller than a branch will
be counted under the branch covering these smaller offices.

5. AGENCY ROLES AND RESPONSIBILITIES

51 GOVERNMENT-OWNED AND CONTROLLED CORPORATIONS (GOCCs)
COVERED BY R.A. NO. 10149

511. GOCCs shall endeavor to conduct the CSS for all its external and
internal services either through a third-party service provider or an in-
house survey.

512. All GOCCs shall submit the Final Report in accordance with the
ARTA-prescribed template/outiine pursuant to ARTA M.C. No. 2022-
05. The following data/information shall be generated and refiectad in
the CSM Report, in addition to the existing ARTA-prescribed
ternplate/outline.

5.1.2.1. Number of responses: sub-total for external services and
sub-total for internal services,

5.1.2.2. Number of ransactions: sub-total for external services and
sub-total for internal services, and

% Total number of respondents that rated “Agree’ (4) and ‘Strongly Agree’ (8) for the 5200 over the lotal mamber
of respondents

Page 3 of 5



5.1.3

5.1.2.3. The percentage of respondents that rated 'Agree’ and
“Strongly Agree' for each SQD: with breakdown for external
services and Internal services.

All covered GOCCs shall submit their CSM Report duly approved and
signed by the Head of the Committee on Anti-Red Tape (CART) to
attest that the report is accurate and compliant with the applicable
guidelines.

52 GOVERNANCE COMISSION OF GOCCs (GCG)

6.2.1

522

The GCG may perform random data collection quality control
procedures, |.e., spot-checking and back-checking as they deem
necessary. The GCG reserves the right to request proof of the survey
results, including the sample questionnaires and the Excel file of the
aggregated data.

The GCG shall use the ARTA-verified rating as the validated rating for
the C5S measure in the GOCC's Performance Scorecard. The GGG
may consider the following grounds for Zero Rating:

5221, MNon-compliance with the ARTA-prescribed methodology
and questionnaira

5222 Adverse findings during the conduct of spot-checking
and/or back-checking

5223 Late submission of CSM Report

53 ANTI-RED TAPE AUTHORITY (ARTA)

9.3

534

The ARTA shall receive CSM reports from GOCCs as submitted and
shall record the date of submission.

The ARTA shall check thal the CSM report submitted by the GOCC is
duly signed by the Head of the Commitiee on Anti-Red Tape.

. The ARTA shall provide the GCG with the verified CSM rating of

GOCCs on or before May 31 of the following year,

The ARTA may perform random data collection quality control
procedures, i.e., spotchecking and back-checking. The ARTA
reserves the right to request proof of the survey results, including the
sample guestionnaires and the Excel file of the aggregated data.
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G. TIMELINE OF SUBMISSION

6.1. The CSM Repon shall be submitted to ARTA on or before 15 April of the
following year

6.2, Thereafter, the ARTA shall provide the results of the validated reports to
GCG on or before May 31 of the following year

7. REPEALING CLAUSE
Provisions of previous izsuances of the ARTA and the GCG that are inconsistent
with this Joint Memorandum Circular are hereby reversed, set aside, or declared
ineffective

B SEPARABILITY CLAUSE

If any provisions or part of this Joint Memorandum Circular is held unconstitutional
or invalid, it shall not affect the validity of the remaining provisions of this Circular

Should there be any inconsistency or ambiguity between the provisions of ARTA
MC No. 2022-05 and this Joint Memorandum Circular in relation to the Chent
Satisfaction Measurement, the former shall prevail over the latter.

4 TRANSITORY PROVISION

All covered GOCCs shall strictly comply with this Joint Memorandum Circular
beginning survey year 2023.

10. EFFECTIVITY
This Joint Memorandum Circular shall take effect immediately upon publication and

registration with the University of the Philippines — Office of the National
Administrative Register (UP-ONAR).

APFROVED BY. o

SECRETARY ERNESTO V. PEREZ
Director General, Anfi-Red Tape Authorily
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ADVISORY NO, 2026-007
SERIES OF 2026

FOR :  ALL GOVERNMENT OFFICES AND AGENGIES IN THE
EXECUTIVE DEPARTMENT, INCLUDING LOCAL GOVERNMENT
UNITS (LGUs), GOVERNMENT-OWNED OR -CONTROLLED
CORPORATIONS (GOCCs), AND OTHER GOVERNMENT
INSTRUMENTALITIES, WHETHER LOCATED IN THE
PHILIPPINES OR ABROAD

SUBJECT :  REITERATION ON THE DEADLINE OF SUBMIS'SION OF THE
COMPLIANCES UNDER R.A. 11032, OR THE EASE OF DOING
BUSINESS AND EFFICIENT GOVERNMENT SERVICE DELIVERY
ACT OF 2018, AND ITS IMPLEMENTING RULES AND
REGULATIONS (IRR)

DATE ;19 JANUARY 2026

The Anti-Red Tape Authority (ARTA) is mandated under Section 17 of the Republic Act No.
11032, or the Easze of Doing Business and Efficient Governmen! Service Delivery Act of 2018,
to mplement and oversee a national palicy on anti-red tape and to moniter and evaluate the
compliance of agencies covered by the Act In the pursult of this mandate, ARTA hereby
reiterates the prescribed manner and schedule of submission for agencies’ compliance
requirements for calendar year 2026

This Advisory is being issued to reiterate that the same submission mechanizm adoptad in the

previous year shall continue to apply, particularly on the use of the Unified Submizsion Form
bit.ly/ARTACompliances) for the uploading and official submission of all ARTA compliance

requirements’, in accordance with the procedures and timelines previcusly prescribed,

COMPLIANCE  TIMELINE OF

NO' REQUIREMENT SUBMISSION GUIRELINES
If with revisions/ updates in the CC of
the agency:
Fs Reguin ;
g;_l“;;: 2o & 1 Updated Citizen's Charter aligned
ri Every 31%of | with the prescribed manner of writing
1 and Certificate March g
féfg;“‘“"a“m 2. Cartificate of Compliance for FY 2026
If without revisions in the CC of the
agency:
1. Cerificate of Compliance for FY 2026

" Excepl for the slectronic Bueiness One Stop Shop (eB0SS), which has a separate submission link
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(Certifying that the agency's previously |
submifted CC o ARTA remaing its most
current and updated CC for FY 2026)

For first time submission

Required submission/s:

1. Mest current Citizen's Charler aligned
with the prescribed manner of writing
and,

2. Certificate of Compliance for FY 2026

1. The Year and Edition indicated in the
Citizen's Charter must accurately reflect
the issuance date and any revisions
made within the calendar year,

2. All covered agencies shall be required
to provide the following reference details
prior to the uploading of documents in
the Unified Submission Form:

o List of Offices Covered
11 Citizen's Every 31¥ of « Year and Edition
Chartar March = CC referred to in the COC (for
COC submissions)

—

3. Submissions must be in texi-
searchabla POF farmat

4. For agencles with regionalf provincialf
field offices: Only unified or
consolidated Citizen's Charters
approved by the Head of Agency shall
be submitted through the Central Office.

1. All covered agencies are required to
submit their Certificate of Compliance
(CoC) annually to ensure sustained

compliance.,
Eﬂ‘gﬁ:ﬁgf Every 31%of | 2. All coversd agencies are required to
1.2 (CoC) March use the prescribed CoC template in
accomplishing and submitting their CoC.
3. The FY 2026 CoC shall b2 submitted
within the prescribed deadiine for year
2026.
; : 1. Agencies shall submit & wunified
5 E;THQE .:? ;'n E?IE:_I ;:QEH Office Order or equivalent issuance
(CART) o designating CART members and focal
persons. Any submission from bureaus,
Page 2 0f12
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“The deadime for
fihe sdibyroigaion of
the Commities an
Anfi-Red Tapa
{CART)
ragirraments wes
sel on 15 Janwary
2024 Agencias
that have nnot yef
Siilwnithad Hhair
CART compliances
arg hereby direcied
o skt the same.

regional offices, and field/salellite offices
of their respective designated focal
persons shall nol be considered as
compilance for CART.

2. The Office Order shall indicate only
the positions of designated members

3. The Office Order should be signed by
the Head of Agency and submitted in
PDF Farm, while the Directary should be

s mataet | submittad in Excsl format
acial dafe af
ﬁwﬂmaﬁ 4, The names, positions, and contact
uly recorded detalls of members shall be provided in
aﬁm;f a separate CART Directory
official records
5. Agency shall upload submissions in
text-zearchable PDF format and shall
provide the following reference details
prior to uploading them fto the
submizsion form:
= List of Offices Covered in the
Office Order
= Year of Issuance
1. Agencies may suomit either
unified/consolidated or  non-unified
reports consistent with the existing
guidelines
a. Every 15" of |5 Reports must cover all internal and
April for | external services reflected In  the
GOCCs Cifizen's Charter
. 3. Agencies shall upload CSMR in text-
Client b. Last searchable PDF format and shall
3 Satisfaction working day of | provide the fallowing details:
Measurement April for all « Type of submission (whather
Report (CEMR) | other Unified/Consclidated or  Nen-
- ipinbadsl Unified/Consolidated)
a’g‘a“:’“h - = ‘Year covered by the report
::;ﬁ'::d A"' :il s Reference Citlzen's Charter
30, EIEIEIB} P * Sampla Size Calculator

containing all services

= List of Services and CSM Results
per Office

= Sample Harmonized CSM Tool
Used
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Flease refer fo Annex A attached hereto,
which rederates key points on the
Harmonized CSMR submission.
a. Annex A— | 1. Agencies that have already submitted
One-time Annex A of the Zero Backiog Program
Submission | are no longer required to resubmit.
! _ Resubmission shall only be done by the
Bl ot f'::; agency shauid there be any changes o
ihe 2AF Amrex | TEVISONs made in the initially submitted
requirements was | document,
2022 sf:ﬁm 2.1
e E - Im submitting, ncies must indic
fﬁ;ﬂgﬁ;gﬁﬂf whether the rp;gmgagfﬁ is Unified or ﬂg
" | Unified:
Arivrex A
rownpiiance ars
herely diected fo | 3. Agencies must upload the document
F::ETJ{:E a::m in text-searchable PDF Format and shall
hewever. that tre | PTOVide the following before uploading
aciual dafe of their submission;
subimisgion shall be = Type of submisglon (Unified or
whpcessd | ot United
the Authorors s Indicate whether the submission
afficial records is Annex B or Annex C
»  Year covered
4 Zero Backlog
Pregram (ZBP) 1. Agency shall indicate whether the
report is Linified or Not Unified.
2. Suomission shall cover January 01 to
December 31 of the previous year
3. The report must list all pending
transactions using the Inventory of, but
nol  limited to Licenses, Parmits,
Certifications,  Authorizations, and
o Annexes B | Clearsnces tagged as a backlog (Annex
and C - March | B}.
07, 2026
4. The agency shall use the processing
time indicated in the Citizen's Charter as
reference in  identifying pending
transactions.
* 3hould there be no pending
transactions, the Agency Head
must issue and submit the Zero
Backlog Certificate {Annex C) to
the Authority
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I' Three-Signatory
Fula

Cne-time
submission

feritial chaaaiime:
29 Qptnber 2025

Exfarmded deasdiing:
28 MNeverrber 2025

! days following its approval, consistent

1. Tha Inter-Office Memoranda must be
consclidated and submitted by their
respective Committees on  Anti-Red
Tape [CART). Any amendment to the
existing inter-office memorandum shall
submitted to ARTA thirty (30) working

with the Guldalines.

2. Pricr 1o uploading the documeant,
agency must indicate the type of
submission  (whether Original  or
Amendment)

Electronic
Business One
Stop Shop
(eBOSE)
Compliance
Checklist Repont

for LEUE Citles
ahd Minisioaities
]

One-time
sUDmission

For Cities/ Municipalities with prior
submissions

The reporing of updates shall be done
every time there are updates and until
the cily/municipality has achieved a fully
automated status in  their =B0OSS
compliance.

Submission link:
hitps /fbit. IweBOSS2028

For Citles/ Municipalities without
prior submission/s

LGUs are stil required to submit their
8B0S8 Checklist Report to determine
their current level of compliance with
Section 11{c) of Republic Act No.
11032

Agencies are hereby reminded that, pursuant to Section B of Republic Act No. 11032, the
Head of the Office or Agency shall be primarily responsible for the implementation of
the Act and shall be held accountable to the public in ensuring the delivery of fast, efficient,
convenient, and reliable services, Accordingly, the Head of Agency shall exercise dus
diligence in ensuring the timely, accurate, and complete submission of all compliance
requiraments to the Autherity, in accordance with the prescribed manner and schedule.

For guidance on detailed reguirements, formals, and procedural instructions per compliance,
agancies are advised to refer to the relevant ARTA Memorandum Circulars and the
previous Advisory covering the manner of submission through the Unified Submission Faorm.

A summary of the compliance reguirements is provided in Annex B.
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For queries and concerns regarding the comgliance, you may reach our office through
compliancedbarta.qov.ph.

For information and compliance.

Recommending Approval,

UNDERSECRETA RYE_EA GRACE B. SALCEDO

Deputy Director General for Operations

Approvad:

SECRETARY 8TO ¥-PERE
Director General

hn% LIAHP
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ANNEX A: Important Reminders for the Submission of the Harmonized Client
Satisfaction Measurement Report

L ubmissi CEM Repaorts
A, Submission Deadlines

1. Govemnment-Owned or -Controlled Corporations (GOCCs) under the purview of the
Govemance Commission for GOCCs (GCG) must submit the CSM Reports on or
before 15 April 2028, and

£. All other agencies must submit their CSM Reports on or before 30 April 2026, For
agencies with unified submigsion, 8 list of the covered
Regional/Branch/Field/Satelliie/Campus should be provided.

B. Coverage

The report shall cover the CSM results from January to December of every year. This
shall cover ALL services (internal and external) in the Citizen’s Charter.

C. Certification of Accuracy and Compliance

Pursuant to Section 4.8.1 of ARTA MC No. 2022-05, the CSM Report must ba signed by
any of the following: {a) Head of Agency, (b) CART Chairperson, or (¢} an authorized
represaniative. The signature may be affixed either In a transmittal letter or an the front
page of the CSM Report. Should the signature be included in a transmittal letter, the
agency is reminded to ensure that the transmittal letter will be pan of the uplosded
submission,

D. Format and Supplementary Documents

1. CSM Reports must be submitted in text-searchable PDF format. Agencies are advisad
to refrain from printing and rescanning signed reports; and

2. Upload the required supplementary documents alongside the CSM Report in the
designated submission portal. These documents are:

Copy of the CSM tool used; and
= Services coverad by the CSM and CSM Results per office (if unified submission),
The templates can be accessed through this link: hitpsftinyurl com/CEMServices

Please note that the Citizens Charter and COC that are attached in the CSM submission,
should there be any, will anly be used as reference in the evaluation of CSM and not as official
submission of CC and COC

E. Mode of Submission

CSM Reports must be submitted through the new Unified Submission Farm;
bit.ly/ARTACompllances, Submissions via physical delivery or email will not be

accepted as official.
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To ensure clarity and consistency in reporting the results of the CSM and interprating the data,

agencies are required to include the following information:

A. PROVIDE BREAKDOWN OF RESPONSES AND TRANSACTIONS PER SERVICE

Table 1. Sample Distribution of Responses and Transactions by Service

Filal
[appranes  Tinnesciiens
7 £
Bld |
y 3 "
Ermrmggmq [} i
SIEITEN e B 21 0
E'EEEIHDH L7 Fra
Exlzinae T 483
E-mmﬁgu FT
] FT
il E] ]
] FieT i
EiE] 1 i P 4 glibed i 5 H) 38
[T L3 H
il Al Samarr a3k 2479
Bl Sarnre 4 A% _i
[ ] [}
[ [] F] 37
Tnlemal 5
|m;uwmr 5‘}__
rrmyl ;] 30
|I'H|1|l L 5 ﬂﬂ_
to T o Rl P
EWERWLL TOTAL 1773 2012

Agencies must report the number of clients who participated in the CSM BUIVEY Versus
the total transactions for each specific service. Agencies should calculate the sample size
using the prescribed calculator available at: hitps /finyurl. com/CSMRsamplesize.

Additionally, all external and internal services must be listad in the same manner as they
appear in the Table of Contents of the agency's Cilizen's Charter. Ensure that services

are tagged (internal or external) properly.

B. COMPUTE THE CITIZEN'S CHARTER QUESTION RESULTS

Table 2. Sample Tabulation of Responzes and Percentages for Each Citizen's Charter-

Related Question
Citiren's Charter Answers Responses  Porceniage

CC1 Which of the following describes your awareness of the CC?

1 T know what a CC is and | saw this office’s GG FLE 0%

21 know what a i, bt | did not zee This office’s Gl 51 19%

3 I learned of the when | saw this office’s CC 304 11%

4. | da not know wilial a GC is and | did not see 1his office’s 1708

CC2 I aware of CC_would you say thal the CC of fhis office was 7

1 Eagy to see 330 a30%

2 Somevchal easy to see 57 23%

3 Difficult 15 see 141 13%

4 Not visibile at all 380 34%

CC3 I aveare of CC. how much did the GG help you in your ransaction?

1_Helped very much a59 4%

2 Somewhat helpod a7 5%
(3 Did not help 252 2%
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Figure 1. Guide Computation for the CC-Related CQuestions

k zh ol His o [arraie] e al e D07

s what 2 GG & | 3w 4] & LT, [
aiErr--.-.mucl::hE-n|-1lnnmm|u-.umue'sﬁ'n_ )

B3|

EX of e O o | saw i ol s s, a4
,L'“ ngl Bno v im and | did [l £ oflice's CC, 170d

EE P awase ol OO, woidd vaas Ita O ol ikl ol o

; T By What] it olfcy wos 5 £ COWisibility
£ momeshol 1

Rl 1n see ‘I%

A Folwisibbs ot al _El
G['.]a.‘lEEg!mmmiilﬂmﬂﬂumjuwlmmidn? =

1. Ha muich [T ———  CCHolpisinaes
2. Ham bripod 367

3. D nal hals 253 1%

To compute for the results of the CC-related questions:
* CC awareness score: The sum of the results of CC 1110 CC 1.3 questions.

= CC visibility score: The results of CC 2.1 question.
* CC helpfulness score: The results of CC 3.4 quastion,

C. PROVIDE SEPARATE SERVICE QUALITY DIMENSION (SQD) RESULTS FOR
INTERNAL AND EXTERNAL SERVICES

Table 3. Sample Tabulation of Service Quality Dimension (SQD) Results for External
Sarvices

External Services

Hoithes
Strongly Agiee non Stiongly Total

Disagree  Disagree Disagies NA  Responses Ovgrall
? I- - 0

Haiiheor

Sarvice Cisality Sronghy
hmensions Apiee

STy HiA

Agree noi  Disagine Disagres S OODSES

Reaponsivenass ] 16 O7.48%
E‘f’ﬁabﬁm 1700 1052 5l ] 5 1] 16 | O7.73%
Access and 1769 3B 71 16 2 i 2816 | 96.04% |
Facililes
“Communication 1447 1205 £l 18 1 1] 2616 | 97.41%
Cosis 0 [1] [T} [} [ 2816 2816 NiA
Imeqgriy 1927 B33 38 15 3 i 2816 | 98.01%
Assufance 1591 1141 [ ik} 2 0 2816 | 97.02% |
Culcome 1666__| 1053 E5 14 E 0 2016 | 9T3T%
rall 12070 | 7126 385 101 18 2016 | 22528 | 97 30%
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Table 4 Sample Tabulation of 30D Results for Internal Services

internal Services/

: Haitho
Stronghy Agres no Strongly Toial

Agioe. Agree  Disagres  Disagmee IJ'Iu].rHr NiA . Hesponses Ii.lwrull

. Haither
Service Cuality i . Shongly Fois
Diisrwiidinions Agres  Agree nol  Disagone

Diisapres [isagres Responses

815 12 1 1 a1
Reliability 1052 ] 5 i 2816 [ 97.73% |
Access and irag 933 T 18 73 i 2516 | 96.04%
Facilities
[ Communication | 144 1208 5] 18 1 0 2616 | 97.41% |
Cosls ] 0 e | 7 [} 2816 | 2816
Integrity 1927 533 36 iE 3 0 2E16 | 95.01%
Assurance 159 1141 {3 17 p] 0 2816 | 9T.02% |
Duicome 1686 | 1053 55 14 i 1 2816 | 97.37% |
Overall 12070 | 7128 395 101 18 2816 | 3538 | 97.39%

Agencies are required to report Service Quality Dimansion (SQD) results saparately for
internal and external services.

Table 5. Sample Tabulation of the Overall Rating for Internal and External Services

External Services Drverall Rating

Exlemmnal Senvice 1 (replace with serice nama as stabed in the Ciizen's Chartar) 100%
Exlarnal Sarvica 2 1005
Edemal Sapvica 3 005
“Exfemal Sarvice 4 100%
| Exiermal Service 5 100%
Exlimal Sarvica @ 100%
Erternal Samvice 7 1005
Exiemal Sapvice 8 1005
E-lemal Service 9 00%
Extemmal Sarvica 10 1005
External Service Total 100%
Inlemal Sepnce 1 e vith senace name a2 skated in the Cilizen's 1005
Inlemal Serace 2 005 |
Indernal Sernce 3 1005
Inleinal Sepacea 4 100%
Iniemal Sernce & 100%
Inlemal Serace & 100%
Inlemal Sanica | 100%
Infernal Service & 1085
[ Inlemal Service @ 0%
Infesnal Service 10 = s 100%
limarnal Service Total 100%
LL TOTAL 100%

For each service. agencies must also report the overall SQD rating using the standardized
formula provided below. Ensure that all computations for the rating shall use the prescribed

formula.
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Figure 2. Formula for the SQD Results

Overall Scare = —umber of Strongly Agree’ answers + Number of ‘Agree’ answers o

Total Mumber of Reaspondents - Humber of "H/A' anawers

D. DISCUSS THE RESULT OF OPEN-ENDED QUESTION

Ensure that comments and suggestions provided by clients in the open-ended question is
discussed in the report.

E. DISCUSS THE CONTINUQUS AGENCY IMPROVEMENT PLAN FOR THE FOLLOWING
YEAR

Based an the CSM results, agencies should create a Continuous Agency Improvermnant
Flan to enhance service delivery. This will guide agencies in meeting client neads more
effectively.
The plan should outling:
« Specific areas for improvement,
= Elements to sustain based on client feedback
F. ATTACH THE CSM TOOL

Agencies should include a clean and clear copy of the CSM tool used during CY 2025.
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ANNEX B: Matrix of ARTA Compliance Requirements for Year 2026

c i ==
No. n:;‘;ﬂ;’ﬂ Deadlina Wode of Submission |  Reference f Legal Basls
Citizen's Charter ARTA Mamarandum Circiuiar
(GG and Every 31% of Unified Submission Form: AR atid lle-Hethrsices
* L et March it ARTAComplian
Compliance BILIVARTACOMPBUANCRS | oot \temerandum Circular
{CoaC) 2029-10 Annex A
: ARTA Memorandum Circolar
Gnr_ruﬂll:l;ae ™ Cne-time Unified Submission Form: Al
S [ R submissicn {ARTACompliances
{CART) b S | ARTA Memorandum Circular
2024-01
a. Every 15™ of
April for GOCCs
Client ARTA Mamorandiem Circwiar
; ; 4 22-05
2 Salistacion b, Last working Unified Eﬁmsslun. Form, i
ﬁh:pgftuurggmﬁﬂt: day of Apeil for ail | REVARTACOMPUGNGSS | sora Memorandum Circular
ather government 2023-05
agencies coverad
by the [aw
aﬂmi Unified Submisssan Farm, | ARTA Memaorandum Cireolar
Subimission biLIy/ARTACompliances 2022-02
ARTA Mamarandum Circular
54 Zera Backiog 2022-02 Annex-8 -
FIEEm{Z0F) b. Annexes B and | Unified Submission Form: Ivertory-oiBackings
C: March 07, 2026 hlt.I\rfﬂRT.ﬁ.EumM ARTA-Memorandinm Cirsia
2022-02 Annax-C Fermp-
Backlog-Cerdification
ARTA Memorandum Circular
5 Three-Signatory Dn&tlrrjm Unified Euhmlsainn_ Form; hio. 2024-05
Rula submissian bit,WARTACompliances ARTA Advisory No. 2005
Q715
Elactronic ARTA Memoranoum Cicular
Business One fa, 2021-02
Stop Shop . Ak
& ffor LGUS: time | htpsi/ibil WeBOSS2026 | 4o7s Memerandum Gircular
Citigs and Mo 2021-05
Nfunicipalitios
iyl ARTA Advisary Mo F024-20

All redevant ARTA issuances may be accessad through our wabsite: hitps: flarta. qov. phidocurnants!
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MEMORANDUM CIRCULAR NO. 2026- 0004
Series of 2026

TO : ALL HEADS OF NATIONAL GOVERNMENT AGEMNCIES
(NGAs), INCLUDING ATTACHED AGENCIES, BUREAUS,
OFFICES, GOVERNMENT-OWNED AND/OR ~ CONTROLLED
CORPORATIONS (GOCCs), AND OTHER GOVERNMENT
INSTRUMENTALITIES

SUBJECT : REVISED MEMORANDUM ON CAMPAIGN AGAINST FIXERS
AND CLIENT SATISFACTION MEASUREMENT (CSM),
THEREBY AMENDING MEMORANDUM CIRCULAR 2023-03

DATE ¢ June 22, 2026

1. BACKGROUND

1.1.  Republic Act (RA) No. 11032 otherwise known as the "Ease of Doing Business
and Efficient Govemment Service Delivery Act of 2018" was enacted on May
28, 2018 and its Implementing Rules and Regulations" was subsequently
promulgated an August i, 2019,

1.2. It the policy of the Siale lo promote inlegrity, accountabdity, proper
managament of public affairs and public property 25 well as to establish
affective practices, aimed at efficient tumaround of the delivery of govermmenl
services and fhe prevention of graft and corruption in the government. Towards
this end, the Stats shall maintain honasty and responsibility among its public
officials and employees, and shali take appropriate measures to promols
transparency in each agancy with regard to the manner of transacting with the
pubdle, which shall encompass a program for the adoption of simplified
requiraments and procaeduras that will reduce red tape and expedite business
and nonbusinass-ralatad trans actions in govemment.,

1.3, The Anti-Red Tape Authority (ARTA) was established and empowered fo
implement and oversee a national policy on anti-red tape and ease of doing
business and o monitor and evaluats compliance of agencies covered under
Secd of RA 11032, and issue notice of warning to erring and/or noncomglying

government employees or officials.

14, RA11032 defined “fixer” as any individual, whether or not officiafly invalved In
the operation of a government office or agency, who has access to peaple
working therein, and whether or not in callusion with them, facilitates speedy
completion of transactions for pacuniary gain or any other advantage or
consideration.

1.5. Fixing and'or collusion with fixers in consideralion of economic andfor other
gain or advantage has been defined as one of the punishable acts under
Section 21 of the same AcL

1.6. A Report Card Survey (RCS) pursuant to Section 20 of RA 11032 is
implamented by the ARTA and will cover all offices and agencies providing
government services, This shall be used to obtaln feedback on how provisions
in the Citizen's Charter and the provisions of the Act are being followed and
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how the agancy is parfarming. The RCS shall also be usad to obtain information
andlor estimates of hidden costs by applicants or requesting parties to access
government services which may include, but B not limited to, bribes and
payment to fixers.

2. COVERAGE

This Memorandum Circular adopts the coverage specified under Saction 3 of RA
11032 and Rule |l, Section 1, of its Implemeanting Rules and Regulations.

3. GENERAL GUIDELINES

3.1, To ensure the wide dissemination of the abovementioned provisions, and
pursuant to Section 8 of RA. 11032 which helds the head of the office or agency
primarily responsible for the implementation of the law, and shall further be hald
accountable 1o the public in rendering fast, efficient, convenient, and ralable
service, all government offices are hereby enjoined to conduct a massive
information campaign against fixers and fixing and accomplishment of
C5M by posting, among other modes of information dissemination, the
pertinent provisions against fixers and the act of fixing, taking into
account the penalties invelved, at the agency's website and at the most
conspicuous places of their office.

3.1.1. The agencies shall adopt the ARTA provided campaign materials allached
as Annex A

3.1.2. The Information, Education, and Communication (IEC) materials may be
displayed through the use of posters, tarpaufins, or through the use of
digital modalities.

32, To ensure compliance among all agencies covered herein, the Authority
through its Compliance Moniloring and Evaluation Office (CMEQ) shall include
in their inspection and spot-checking monitoring tools the presence of the said
materials in the most conspicuous space of each govemment agency.

3.3. Checking the presence of Anti-Fixing Campaign materials shall also be
ncluded in the conduct of the RCS 2.0. Specifically, the Survey Questionnaire
and Inspection Checklist currently include the following questions:

«  Are measures ggalnst fixers visible and used by the office?
» Did anyona approach you and offer to facilitate transactions in exchange
for money or any other payment or consideration?

34. To encourage tha ransacting cllents fo provide feedback on the service they
availed from the government agencies, the posting of the official
Harmonized CSM poster on premises where forms of the CSM can be
availed, filled out, and submitted shall be mandatory. This reinforces
transparency and accountability by ansuring that citizens are informed and
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4.

inspired to participate in the survey. Agencies must prominently display the
Bawal ang Red Tape and CSM Posters in their offices, customer service
areas, and main building facades. The CSM poster should not be
modified, except for the incorporation of the Agency Logo, Agency Name
and QR Code bearing the Agency's C5SM online portal, if applicable.

3.5. Al clients and government employvees should also be encouraged to report
acts of fixing to the Authority using any of the following complaint channels:

Website: www.arta.gov.ph

Email: complaints @@arta.gov.ph

Facebook/Messenger: artagovph

Twitter/instagram: artagovph

Walk-in complaint: 4" floor, Buiding 1, UP Ayaland Technohub,
Commonwealth Avenue, Diliman, Quezon City or Bagong Pilipinas
eGovPH Serbisyo Hub, Makabagong San Juan National Government
Ceanter in San Juan City

Elactronic Complaint Managemeni System and Talk to TALA
(Transparency, Accountabilityy, and Law in  Action) -
https /lecms aria gov.phi or through eGOVph Super App

Hotline:1-2782 (ARTA)

FEEDEBACK

All inquiries and concems should be coursed to ARTA via email st infoi@arta. gov.ph.
5 EFFECTIVITY

This Circular supersedas MC 2023-03 and shall take effect Immediately.

REFERENCES

6.1.1.

6.1.2

All agancies may access tha Anti-Fixing Campaign materials of ARTA

through the following link: Jiarta ed-tape’. Design
specifications can be found in Annex A,

All agencies accessing the link will be requested to fill in a form that shall
aid ARTA In tracking which agencies have downloaded the campaign
malerials.

For information and guidance,
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ANMNEX A
Bawal ang Red-Tape Poster
Specifications

Size: A1 - 23.4 x 33.1 inches
Color: Full-colored
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ARTHRED: TAPE EUTHHITY

CSM Poster

Specifications

Size: A2 - 16.54 x 23.39 inches
Color: Full-colored

PakisagLtan ang aming

Client Satisfaction
Measurement [CSM) Form
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