Republic of the Philippines

Bepartment of Education
REGION I
REGIONAL MEMORANDUM
No. '—'!-5[}3 s. 2025

DISSEMINATION OF THE OUHROD MEMORANDUM ON THE UPDATING AND
POSTING OF THE DEPED CITIZEN’S CHARTER 2025

To: Schools Division Superintendents
Public Elementary and Secondary School Heads

1. This Office, through the Public Affairs Unit, disseminates the attached
Memorandum from the Office of the Human Resource and Organizational
Development (OUHROD) regarding the updating of the DepEd Citizen’s Charter (CC)
in the field offices and school in alignment with the DepEd Citizen’s Charter 2025
(1st edition). Said version is published at https://www.deped.gov.ph/about-
deped/citizenscharter/

2. The use of the Anti-Red Tape Authority (ARTA)-prescribed Client Satisfaction
Measurement (CSM) Form is also reiterated.

3. All SDOs are required to update their official websites, with the latest CC and
CSM, on or before July 18, 2025.

4. For queries, you may contact the Public Affairs Unit through email at
paac.region l@deped.cov.ph or through telephone number (072) 682-23-24 local 106.
S. For information, compliance, and widest dissemination.

For the Regional Dixegtor:

A . RH OY L. CARBONELL
Chief AHmdinistrative Officer
A strative Division'g,

Encl.: As stated
Reference: Memorandum DM-OUHROD-2025-1338
To be indicated in the Perpetual Index

Under the following subjects:

PROCEDURE REQUIREMENTS

ORD-PAU /jds/RM_DepEdCitizen’sCharter2025
June 17, 2025

DefED

Flores St., Catbangen, City of San Fernando, La Union
Telephone Nos.: (072) 607-8137/682-2324
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) DEP, ENLO‘-
Kok “ 3R RECORDS SECTION REGRONAL OFFICENO.1
’@ [JUN 02 2025]
Republika ng Pilipinas BY: ﬂ TIME: H Ui

Bepartment of Education

OFFICE OF THE UNDERSECRETARY
HUMAN RESOURCE AND ORGANIZATIONAL DEVELOPMENT

MEMORANDUM
DM-OUHROD-2025- 1238

FOR : UNDERSECRETARIES AND ASSISTANT SECRETARIES
BUREAU AND SERVICE DIRECTORS
REGIONAL DIRECTORS
SCHOOLS DIVISION SUPERINTENDENTS
PUBLIC ELEMENTARY AND SECONDARY SCHOOL HEADS
ALL OTHERS CONCERNED

FROM : WILFREDO E. tABRAL

Undersecretary
Human Resource and Organizational Development
Vice Chairperson, DepEd Commiltee on Anti-Red Tape

SUBJECT : REMINDERS ON UPDATING THE DEPED FIELD OFFICES AND
SCHOOLS' CITIZEN'S CHARTER IN ALIGNMENT WITH THE
DEPED CITIZEN'S CHARTER 2025

DATE 1 29 May 2025

In compliance with Republic Act (RA) No. 11032 or the Ease of Doing Business and
Efficient Government Service Delivery Act of 2018, which requires all government
agencies to set up their most current and updated service standards, the Department
_of Education (DepEd) hereby implements the DepEd Citizen’s Charter 2025 (1st

Edition) as published in https://www.deped.gov.ph/about-deped/citizenscharter/.
In this regard, all governance levels shall be guided by the service standards
published in the latest Citizen’s Charter (CC), i.e.:

services applicable to their office,

documentary requirements from the client,

procedure to obtain a particular service {client steps and agency action),
person/s responsible per step,

applicable fee/s (transaction cost),

processing time, and

procedure for filing complaints.

e Ao

As required in Memorandum Circular No. 2019-002 issued by the Anti-Red Tape
Authority (ARTA), the DepEd CC 2025 shall be posted in the following forms:

~
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Form

Description

Reminders

1. Handbook

e Hard copy of the latest
Citizen’s Charter following
the ARTA-prescribed
template, using Reference
B of ARTA MC No. 2019-
002:
https://arta.gov.ph/wp-
content/uploads/2020/0
7 /Reference B -

Citizen s Charter Handb
ook Template with Instru
ctions -

Accepted Changes.pdf

e Regional Offices (ROs),
Schools Division Offices
(SDOs), and schools are
discouraged from
deviating from the service
standards stated in the
DepEd-wide CC unless
the difference is due to
streamlining/digitization
or circumstances only
applicable to their office.

ROs/SDOs using the DepEd-
wide CC shall print only the
services applicable to their

governance level from the CCin -

hitps://www.deped.gov.ph/abo
ut-deped/citizenscharter/.

The hard copy of the RO/SDO
CC culled from the DepEd-wide
CC shall be kept at the Office of
the Regional Director (ORD) /
Office of the Schools Division
Superintendent (OSDS).
ROs/SDOs using the RO/SDO-
crafted CC shall print the latest
version of their CC and keep the
hard copy in the ORD/OSDS.
Offices other than OSEC/ORD/
OSDS are only required to print
the CC for services they are
involved in.

The CC shall be printed and
bound (soft/hard/ring bind) on
A4 paper.

2. Information
Billboard

¢ Condensed version of the

Handbook, but at a

minimum shall still

include the following:

a. Version (Year or Month
+ Year) of the CC
posted;

b. Includes all services
applicable to the
governance level;

c. Complete list of
requirements per
service;

d. Client steps and
agency action;

e. Full name,
designation, and office
of the person
responsible per step;

f. Fees to be paid, if any;

Processing time; and

May be a tarpaulin/poster,
electronic billboard (TV), or
interactive information kiosk
placed at the main entrance or
most conspicuous place of
service. [t shall be readable,
concise, and engaging.

TV or information kiosks with
the CC shall allow sufficient
read time; transition should not
be too fast, and graphics should
not be distracting.

=R

Procedure for filing » Refer to Enclosure No. 1 for the

complaints. ARTA-prescribed template for
the Procedure for Filing
Complaints.
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e It shall be posted at the main
entrance or the most
conspicuous place of service.

» Feedback on the services in the
CC shall be recorded using the
ARTA-prescribed Client
Satisfaction Measurement (CSM)
Form.

* The CSM shall be accessible by
posting the QR code/link or
leaving CSM hard copies near
the billboard /kiosk.
Queries/concerns on the CSM
shall be directed to the Public
Assistance Action Center (PAAC)
at
depedactioncente
h

deped.gov.

3. Online

» The uploaded CC shall be
a read-only, searchable
PDF version of the
Handbook.

« It shall be uploaded on
the official website of the
RO/SDO.

If RO/SDO is using the DepEd-

wide CC, post this clickable link

https://www.deped.gov.ph/abo
ut-deped/citizenscharter/ in the

RO/SDOQ’s homepage or under

tabs named Home or About Us.

If RO/SDO is using the

RO/SDO-crafted CC, upload it

on the website’s homepage,

under its own tab, or under tabs
named Home or About Us.

* A condensed version of the
latest Handbook (such as a
workflow) containing items a-g
on Item No. 2 of this table may
be posted on the RO/SDO
website only as a quick
reference for clients. The
RO/SDO is still required to
publish the entirety of the CC
they are using on their website.

e If CC shall be published online
in a non-PDF format (e.g.,
FlipHTMLY), it shall still be clear
and readable, and without cost
to users.

« If possible, the CC should be

easily accessible, i.e., no need to

download the file to view it.

« If there is no working
website, the latest CC may
be uploaded on the official
Facebook account of the
RO/SDO/school.

« If using graphics, ensure that
the CC posted shall still be clear
and readable, easily accessible.

s If RO/SDO is using the DepEd-
wide CC:
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- Post a clickable link to
https://www.deped.gov.ph/a
bout-deped/citizenscharter/
or

- Upload individual pages of
the CC Handbook in an
album titled DepEd-(insert
governance unit here} Citizen’s
Charter (insert year), e.g.,
DepEd-RO V Citizen’s Charter
2025

¢ [f RO/SDO is using the

RO/SDO-crafted CC:

- Upload individual pages of
the CC Handbook in an
album titled DepEd-finsert
governance unit here) Citizen’s
Charter finsert year), e.g.,
DepEd-R0O X Citizen’s Charter
2025

- Include the clickable link of
the CC in the RO/SDO
website on the FB album
description.

It must be reiterated that conformance to RA 11032 is subject to random audit or
monitoring by the ARTA Compliance Monitoring and Evaluation Office (CMEQ), which
may refer non-compliance to the ARTA Investigation, Enforcement, and Litigation
Office {IELQ).

Hence, all are enjoined to uphold the DepEd Citizen’s Charter with guidance from the
DepEd Committee on Anti-Red Tape (CART) in the Central Office and Sub-CART in
-ROs, SDOs, and schools. DepEd Memorandum No. 040, s. 2025 provides the updated
composition of the DepEd CART and Sub-CART that can be accessed at

https://www.deped.gov.ph /wp-content/uploads/DM_s2025 040.pdf.

To check the status of CC and CSM in field office websites, the Bureau of Human
Resource and Organizational Development-Organization Effectiveness Division
(BHROD-OED), as the DepEd CART Secretariat, shall be conducting an online
inventory by August 2025. Hence, all ROs and SDOs are requested to update their
official websites with the latest CC and CSM on or before 18 July 2025. Attention
is requested to the Status of Citizen's Charter and Client Satisfaction Measurement
(CSM) Form in Field Office Websites as of 1 May 2025 (Enclosure No. 2) since the links
listed shall be the basis of the inventory. To request updates on RO/SDO links, please
advise the DepEd CART Secretariat via email.

For more information on the DepEd Citizen’s Charter 2025, contact the DepEd CART
Secretariat through citizenscharter@deped.gov.ph or (02) 8633-5375.

- For information and guidance.

Enclosures: As stated
Copy furnished: Office of the Secretary, Department of Education
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Enclosure No. 1 - Procedure for Filing Complaints

The procedures shall be posted at the main entrance or most conspicuous place of
service as a poster or tarpaulin at the CO/RO/SDO (onsite) or in the Contact Us tab in
the RO/ SDO website (online).

Central Office Regional Office Schot:;:ﬁ[:l:'ision
How to send | Walk-in: Fill out the Walk-in: Visit the Walk-in: Visit the
feedback Walk-in Client Form at (specify office if PAU or (specify office if OSDS or
the Public Assistance RPAC) to record your DPAC) to record your
Action Center (PAAC) feedback. feedback.
Online: Email the PAAC | Online: Email (insert Online: Email (insert
at email address) or fill out | email address) or fill out
depedactioncenteri@dep | the RO online feedback the SDO online
ed.gov.ph form at (insert CSM link | feedback form at (insert
or QR code) CSM link or QR code)
Phone: Call the PAAC at | Phone: Call the (specify | Phone: Call the (specify
(+63 2) 8636-1663 | office if PAU or RPAC]) at | office if OSDS or DPAC)
8633-1942 (insert phone no. here) at (insert phone no.
here)
SMS: Send a text SMS: Send a text SMS: Send a text
message to PAAC at message to (specify if message to (specify if
0919-456-0027 (Smart) | PAU or RPAC) at (insert | OSDS or DPAC) at
| 0995-921-8461 phone no. here) {(insert phone no. here}
(Globe)
How For feedback coursed For feedback coursed For feedback coursed
feedback is | through PAAC: through (specify if PAU | through (specify if
processed Feedback shall be or RPAC): Feedback OSDS or DPAC):
recorded and referred to | shall be recorded and Feedback shall be
the concerned office/s referred to the recorded and referred to
with a request to concerned office/s with | the concerned office/s
address the feedback. a request to address the | with a request to
Any action undertaken feedback. Any action address the feedback.
shall be communicated | undertaken shall be Any action undertaken
by the concerned communicated by the shall be communicated
office/s directly to concerned office/s by the concerned
client, CC: PAAC. directly to client, CC: office/s directly to
PAAC. client, CC: PAAC.
For feedback sent For feedback sent For feedback sent
directly to the concerned | directly to the concerned | directly to the concerned
office: Feedback shall be | office: Feedback shall be | office: Feedback shall be
recorded and addressed | recorded and addressed | recorded and addressed
directly by the directly by the directly by the
concerned office and concerned office and concerned office and
communicated to the communicated to the communicated to the
client. client. client.
How to file | Walk-in: Fill out the Walk-in: Visit the (insert | Walk-in: Visit the (insert
a complaint | Walk-in Client Form at name-of office in RO in name -of office in SDQ@in
the PAAC. charge of receiving charge of receiving
complaints) for complaints) for
assistance. assistance.
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Online: Email the PAAC | Online: Email the Online: Email the

at (insert name of office in | (insert name of office in

depedactioncenter@dep | RO in charge of SDO in charge of

ed.gov.ph complaints) at (insert complaints) at (insert
email address) or fill out | email address) or fill out
the online complaint the online feedback
form at (insert link). form at (insert link).

Phone: Call the PAAC at | Phone: Call the (insert Phone: Call the (insert

(+63 2) 8636-1663 | name of office) at (insert | name of office) at (insert

8633-1942 phone no. here) phone no. here)

SMS: Send a text SMS: Send a text SMS: Send a text

message to PAAC at message to (insert name | message to (insert name

0919-456-0027 (Smart) | of office) at (insert of office) at (insert

| 0995-921-8461 phone no. here) phone no. here)

(Globe)

Upon receipt of complete information and/or decumentation, the office
personnel designated to receive the complaint shall record the concern on the
database and inform the client of the next steps to be undertaken to resolve
the issue and how the resolution shall be communicated to the client.

Contact
Information
of 8888,
ARTA, and
CSC-CCB

8888: Call 8888 | Text 8888 | Visit https://8888.gov.ph/

complaints@arta.gov.ph

Civil Service Commission-Contact Center ng Bayan (CSC-CCB): Call 1-6565 |
Text 0908-881-6565 | Visit https://contactcenterngbavan.gov.ph/contact-us
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Status of Citizen's Charter and Client Satisfaction Measurement (CSM) Form in Field Office Websites as of 1 May 2025

ns-charter/

Region SDO Link for the Citizen's Charter Error message/Remarks Link for the DepEd CSM Form / QR code Error message/Remarks
https://depedrol.c iti -
Region | N/A n_s_w m\,\ zpedinl nfeien, N/A - link is working N/A - link is working
https: .d falami ity.com .
Region | Alaminos City Qnﬂm\:\“,ﬂw_:mﬂwmn ALY This content is blocked by your organization N/A - link is working
. . https://csdbatac.com/citizens- . i ) )
Region | Batac City — N/A - link is working https://csdbatac.com N/A - link is working
Region | Candon Ci https://depedcandoncity.com/citizen |\ _jiny ic workin https://depedcandoncity.com N/A - link is workin
Con on City s-charter/ 8 pe:i/een = A g
https://depeddagupan.com/citizens- : . https://depeddagupan.com/clien- G
i D Cit - link i k - i
Regen agupan Gty charter-2023/ o=k leuiing satisfaction-measurement-feedback-form/ A~ BT amarking
://depedil 4 i : i i doin/i
Hegioil eteas Kiata .;Eom //depedilocosnorte.com/sdoin/ N/A- link Is working https://depedilocosnorte.com/sdoin/inde N <k srking
index.php/transparency-seal/ x.php/transparency-seal
https://depedilocossur.infa/? id .
Region | llocos Sur |H%Mam\ epedilogassut.info/Ppage | N/A - link is working https://depedilocossur.info/ N/A - link is working
TIP3/ /TOT 5. OTICE.COM/ Dages/ TS IONSED
- . https://depedsdalaunion.com/citizen < . age.aspx?id=gKvjQCQgoOW dnoHYalNKQ . .
Region | La Union o charter2 N/A - link is working UuvinglOhEmCFCAEtOOMIUQYdZS2UBNFE N/A - link is working
OVEVONEZAWNTAITECII1AZOSALS ronte—
https://depedlacagcity.com/sdolc/in , ’ 5 . .
jon | L i N/A - link i ki https://depedla ty. | - k
Region aoag City ot cltrmieee /A - link is working ps://depedlaoagcity.com/sdolc/index  [N/A - link is working
; .d | gasinan. ] .depedsdol i i
Region | Pangasinan | httos \\fés_ epedsdolpangasinan N/A - link is working hitps://www.depedsdolpangasinan.com/ N/A - link is working
nO:._\n izens-charter csm
https: .deped 2.ph/cit
Region | Pangasinan Il nzﬂm_.mw.,\ié epedpang2.ph/citizens N/A - link is working ltinyurl.com/Pang2CSM N/A - link is working
https://sd lascityrl. citi
Region | San Carlos City Bs:/sosancarigecitvrL.com/ cidse N/A - link is working https://sdosancarloscityrl.com/ N/A - link is working




RS //depedsanternandocityrI.com

[wp-

TIPS/ /TOT 5. OlTiCe.CcoMm/ papes/TEapionsen

age.aspx?ld=gKviQCQeo0W dnoHYalNKTh

citizens-charter,

hyAeXY1FDvMQ3mCn1IGIUNDIYRUGOW]

BYOIBIAENIRIIIBA2ZTREIKNIduR nrlgin]

ion | Sa o Cit N/A - link is workin -link i i
e nfernando Gty | ontent/uploads/2024/09/Depkg- | VA link Is working NYICY3ZCoMAQab1 7vSZUMzhPNIYsQURs |'V/A - link is working
SOOLCitvenf.San.Eoenandn.Citizonc AMORDAATAMA OB ORI iz Sidi @ fhelid=1
. https://sites.google.com/deped.gov.ph/de
Th RL was not f thi
Region | Urdaneta City ph/depedsdouc/home/citizens- = e iKivd WL Was ot fEnd Gr g pedsdouc/client-satisfaction- d_.m teruested MRl wagnotfound an
server. this server.
charter measurement
TIPS/ /TOTTS. ONCE. oM/ Papes/Tespansen
; : . age.aspx?rid=gKviQCOgoOW dnoHYalNKS .
jon | Vi h/depedcsfp/home/citizens- N/A - ki - k
Region gan City ph/depedcsfp/home/citizen /A - link is working Uo1xbYLTSEosgHIXEYs2BUMTIBUIIRMY Uy N/A - link is working
charter?authuser=0
ol LB AR AL AL T Bt \InGRE v a=ch
Ntps:// A : onse
https://region2.deped.gov.ph/citizen o X Page.aspx?id=gKviQCQgo0W dngHYalNKe s 5 g
jon Il N, N/A - k - i
Region /A T /A - link is working SIE7FIGdpIpH-wpYh- N/A - link is working
uIVUIBMTIGRA e W OuBATINSERELIDANE OV
— —— https://www.depedbatanes.ph/bata |Hmmm... can't reach this page https://www.depedbatanes.ph/clierit- Hmmm... can't reach this page
€ nescc.php The connection was reset. satisfaction.php The connection was reset.
. https://deped- ¢ sz ; https://deped- o .
C N/A - k -
Region Il Agayan sdocagayan.com.ph/citizens-charter/ A Rakisamridg sdocagayan.com.ph/contact-us/ ARk iy working
https://sites.google.com/deped.gov.
Region Il Cauayan City ph/sdocyncitizenscharter/external-  |N/A - link is working https://tinyurl.com/SDOcynCSM N/A - link is working
services#th.kdesl282922r
h ://sdocityofil iy .ph/citize
Region Il llagan, Isabela :anm\ﬂ\.ﬂ“ﬂon_zo ilagan.com.phycitiz Your connection isn't private https://bit.ly/llaganCSM N/A - link is working
https://deped-
Region II Isabela isabela.com.ph/citizens-charter- N/A - link is warking https://bit.ly/SDOISABELACSM N/A - link is working
handbook2023-1st-edition/
Region Il Nueva Vizcaya https://sdonuevavizenya.com/citizen N/A - link is workin https://sdonuevavizcaya.com/contact-us/ [N/A - link is workin
’ ¥ s-charter/ & : A &
sdo-quirino.cam.ph/citizens- sdo-quirino.com.ph/citizens-
Region Il Quirino charter-2 N/A - link is working s N/A - link is working
https://sites.google.com/deped.gov. https://sites.google.com/deped.pgov.ph/sd
Region Il Santiago City ph/sdosantiagocity/transparency- N/A - link is working N/A - link is working
seal/citizens-charter?authuser=0 Icharter?authuser=0
TIPS 7/ TOTTTIS. O e, CON/ DaR e/ TESpaTS el
://depedt .net/about ; Pid=gKviQCQgoOW_dnoHYal
Region Il Tuguegarao City itps: /feepectipezareo - N/A - link is working 2£C.spxNE=RKY QLA ne NRb N/A - link is working




