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A. RATIONALE

These guidelines provide the methodology of the Harmonized Client Satisfaction

Measurement (CSM) and the submission of the Report Card Survey (RCS) as required by

the Anti-Red Tape Authority (ARTA) under Memorandum Circular (MC) No. 2022-05 and

2022-04 respectively and the supplemental guidelines under Joint Memorandum Circular

No. 1, series of 2023, issued by the Governance Commission for GOCCs (GCG) and

ARTA.

B. OBJECTIVES

These guidelines aim to:
• prescribe the methodology on the conduct of the Client Satisfaction Measurement

(CSM);

• prescribe the submission of Report Card Survey (RCS);

• reduce the cost and burden of compliance of GOCCs with the Client Satisfaction

Measurement (CSM) and the Client Satisfaction Survey (CSS) requirements of the

GCG; and

• ensure compliance to the requirements of ARTA and the GCG.

C. COVERAGE

These guidelines shall_ cover all the services offered by LLFC which include both the

External and Internal Services as reflected in LLFC's Citizen's Charter.

D. DEFINITION OF TERMS

Client Satisfaction An after-service availment survey that will assess the overall 

Measurement (CSM) satisfaction and perception of clients on the services they 

availed. 

Report Card Survey An evaluation tool that provides a quantitative measure of actual 

government service user perceptions on the quality, efficiency, 

and adequacy of the services provided, as well as a critical 

evaluation of the office or employee. It is an instrument that also 
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