








T
he year 2008 was an auspicious time for the civil service and the Civil Service 
Commission. On that year, both institutions were at the cusp of setting 
boundaries that would affect the way citizens transact business with any 
government agency and conversely, the way government frontliners treat 

citizens. A year earlier, Republic Act No. 9485 was passed into law, prescribing 
standards in accessing frontline services of government offices. In September 2008, 
the CSC released the Implementing Rules and Regulations for said edict. 

Barriers have been broken since then as the Civil Service Commission (CSC) kept 
itself busy spreading the content and intent of Republic Act No. 9485 or the Anti-
Red Tape Act of 2007. The Commission highlighted the primary goal of the law - that 
government offices provide responsive, accessible, courteous and effective public 
service, serbisyo publikong ramdam nina Juana at Juan.  

This book, “ARTA: A Decade of Improving Public Service Delivery,” chronicles what 
transpired in the decade-long implementation of R. A. No. 9485 – how agencies 
responded to the call for better frontline experience of its clients. The overarching 
task for all government offices was to draw up and post their Citizen’s Charter. While 
the tact appears simple, it became the measure of an agency’s performance. Drawn 
from the Charter were peripheral elements essential to the anti-red tape drive – the 
Report Card Survey which rates frontline service rendered, Service Delivery Excellence 
Program which helps out agencies which failed the survey, and the Citizen’s 
Satisfaction Center Seal of Excellence which recognizes agencies which post high 
service delivery points.

Through anecdotal and empirical data, this tome provides a picture of the ARTA 
program implementation, the program’s highs and lows, best practices and 
challenges. It will serve as a valuable reference on how R. A. No. 9485 has set the 
stage for collective and organizational reforms and paved the way for revolutionizing 
public service delivery.
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J
ohann Wolfgang von Goethe, a German playwright and novelist said, “Whatever you think you can 
do or believe you can do, begin it. Action has magic, grace, and power in it.”

“Think. Believe. Act.” These three words have spelled the difference in the Civil Service Commission’s 
(CSC) fight to reduce the gaps between the actual and ideal in the quality of service delivered to the 
public.   

In the past ten years of implementing Republic Act No. 9485 or the Anti-Red Tape Act of 2007, the CSC 
remained consistent in its reminder to the public: isipin, maniwala at umaksyon tungo sa pagbabagong 
nais mo. This call became an avenue for the stakeholders to be a part of the solution in the collective 
fight against red tape.

Great strides have been made to improve the quality of service brought by various government service 
offices to the public. In a poll conducted by the Social Weather Stations with support from the USAID-
funded Integrity for Investments Initiative (i3), businessmen are seeing a reduction in corruption and 
bribery in the public sector.  In addition, the result of the 2017 Report Card Survey or RCS, conducted by 
the CSC indicated 83.80% of the 583 service offices subjected were given a passing rate by transacting 
clients.  These numbers hint that collectively, we effectively served the public. 

 “ARTA: A Decade of Improving Public Service Delivery,” is our way of acknowledging the efforts of 
government agencies, institutional partners, and other stakeholders for the help in the fight against 
red tape. This also shows that ARTA has set the stage for more deliberate and purposive endeavors to 
combat red tape. The passage of Republic Act No. 11032 or the Ease of Doing Business and Efficient 
Government Service Delivery (EODB EGSD) Act of 2018 is one definitive step to sustain the gains made 
through ARTA. We again call on the reader to be part of the solution and to continue working with the 
CSC toward a citizen and client-centered governance.

Maraming salamat at mabuhay ang serbisyo publiko!
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Chairperson





We hear people say that it would take a lifetime before the government can eliminate red 
tape. But not all hope is lost as we have witnessed, of late, significant changes  in the way 
government delivers services to the people. 

As presented in this book, “ARTA: A Decade of Improving Public Service Delivery,” the anti-red tape 
campaign program has spurred behavioral changes at both sides of the government service counter. 
To be specific, knowledge of ARTA kept government frontliners on their toes as they do their best to 
comply with posted service standards. The citizens, on the other hand, are armed with information on 
what they should bring and what they should expect from frontliners. 

Program components like the Report Card Survey and the Contact Center ng Bayan have provided the 
critical push for agencies to review and improve their services, knowing that the CSC is listening to actual 
feedback from citizens. Some agencies, like the Social Security System (SSS), have even included ARTA 
metrics in their internal performance management systems, which in turn have become the basis for the 
grant of bonuses and promotions.

Readers will discover that implementing Republic Act No. 9485 or the Anti-Red Tape Act of 2007 may be 
likened to building a structure one brick at a time. The transition may have been gradual but ARTA has 
become the foundation in changing the kind of public service from puwede na to something between a 
passable and a delightful experience for those at the receiving end.

It is our hope that this book will serve as an evidence-based reference in the crafting of programs and 
policies in service delivery improvement, including the implementation of the newly-passed Republic 
Act No. 11032 or the Ease of Doing Business and Efficient Government Service Delivery (EODB EGSD) 
Act of 2018. While there are no hard and fast rules, the past ten years have provided valuable learning 
experiences and lessons essential in making President Rodrigo Roa Duterte’s vision a reality, “Serbisyo 
publikong mabilis, walang pila, at walang korupsyon.”
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Commissioner
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Commissioner

A
yaw na pagpalinya ug mga tao at hindi pinapabalik-balik kahit kumpleto ang mga dokumento. 
This was the marching order of President Rodrigo Roa Duterte when he signed Republic Act No. 
11032 or the Ease of Doing Business and Efficient Government Service Delivery (EODB EGSD) 
Act of 2018 on 28 May 2018 in Malacañang.

As the President is confident that RA No. 11032 will simplify processes for both frontline and non-
frontline services, and exact accountability from those tasked to ensure efficient service delivery, then we 
in the Civil Service Commission (CSC) will do our very best to deliver.

As presented in this book, “ARTA: A Decade of Improving Public Service Delivery,” the CSC was 
instrumental in achieving transformations in public service delivery through its various anti-red tape 
program—keeping government frontliners on their toes, exacting compliance with posted service 
standards, and providing the citizens with needed information on what they should expect from public 
servants. 

I am optimistic that the civil service remains key in the effective implementation of RA No. 11032. If we 
are to reach the top 20 in the Ease of Doing Business Survey, then I believe that we start with our 1.7 
million workforce. When our public service cadre is regarded as one of the most efficient, competent and 
disciplined in the world, then all else will follow. Time will come when we can collectively make the world 
recognize that the Philippine government’s brand of a citizen-centered public service is one of the best.

We have to want to make a difference, not because it is our job, but because this is part of the needed 
changed mindsets and paradigms in the delivery of quality services that the Filipino people deserve.





ON THE DAY he assumed office as President, the 
first executive order Ramon Magsaysay issued 
on 30 December 1953 was the creation of the 
Presidential Complaints and Action Committee 
(PCAC). PCAC was headed by Manuel Manahan 
and it received nearly 60,000 complaints in a year; 

30,000 complaints were 
settled by direct action 

and a little more than 
25,000 were referred 
to government 
agencies for follow-
up. The government 
defrayed the cost of 
telegraphed complaints 
from indigent citizens 
in remote towns and 

barrios1. 

The Committee received a wide range of requests 
for assistance on government services such 
hospitalization, conduct of investigations, meting 
of disciplinary actions, claims for back pay, among 

___________________________________

1 Molina, Antonio. The Philippines: Through the centuries. Manila: University of Sto. Tomas Cooperative, 1961. Print.

President Ramon Magsaysay
source: en.wikipedia.org

others. It also became a main mode for redress 
and grievances.

PCAC became the mechanism through which 
President Magsaysay kept himself informed 
of the public pulse, of the implementation of 
government measures to improve public service 
and of efficiency of government personnel. 
It boosted the people’s morale, made them 
confident on their government, thus making good 
the President’s promise that “those who have less 
in life should have more in law.” 

From then on, several programs were created by 
the different presidents to improve the efficiency 
and effectiveness of public service. For instance, 
one of the priority programs of President Fidel 
V. Ramos when he was elected in 1992 was the 
establishment of a responsive bureaucracy. Such 
prioritization was anchored on the principle that 
vital programs cannot succeed if the bureaucracy 
remains ineffective in responding to the needs of 
the people and the country.

 

SERVICE DELIVERY IMPROVEMENT  

INITIATIVES IN THE CIVIL SERVICE
PART 1: 



“I am very thankful for the kind of assistance given 
by CSC’s Mamamayan Muna Operations Unit 
in helping me secure an authenticated copy of 
the Certificate Authorizing Registration from the 
Bureau of Internal Revenue (BIR) of the parcel of 
land that I purchased.”

This commendation was one of the feedback 
received by the Mamamayan Muna, Hindi Mamaya 
Na! (MMHMN) Program. According to Freddy 
Reyes, a budget officer from Lucena, Quezon, “I 
had a hard time, wasted a lot of effort in making 
numerous telephone calls and sending letters 
of request to BIR but my efforts were to no avail 
until I sought the help of the CSC. Ito na yata 
ang pinakamahirap na transaction sa gobyerno. 

Salamat na lang sa 
programang ito.” 

Launched in 1994, the 
MMHMN Program intends 
to address problems 
such as Reyes’, a client 
dissatisfied with the 
service of a government 
agency can bring the 
complaint to the attention 
of the CSC. 

On the other hand, a client 
who feels satisfied with the 
service of a government 
employee can report 
such very satisfactory 
service. The CSC, upon 
verification of the report 
in the agency and in 
coordination with its head, 
confers recognition on 
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the employee who rendered very satisfactory or 
excellent service.

The ultimate goal of the program, however, is 
to make good client service second nature to all 
government employees and officials such that 
they render services not for fear of public censure 
but out of duty to the public they serve.

The MMHMN Program or Mamamayan Muna! 
had three strategic components, Ang Magalang 
Bow, a mechanism which incorporates into the 
daily work standard responses in dealing with 
the public; Gantimpala Agad as a quick grant of 
incentives and rewards to government employees 
for rendering service with utmost courtesy and 
dispatch; and Bilis Aksyon or the quick process 
of resolving grievances against government 
employees for discourtesy, red tape, failure 
to attend to client/s act promptly on public 
transactions and other similar acts. 

In 1996, MMHMN was cascaded to the regions 
and other support programs were established. 
Among these were the setting up of Mamamayan 
Muna Action Center, Mamamayan Muna Drop 
Box, and massive information dissemination was 
undertaken thru radio, television and cinema 
plugs.  

Bil Serbis, the mascot for 

Ang Magalang, Bow! 

campaign represents 

transparency and courtesy 

in government service.

MAMAMAYAN MUNA, HINDI MAMAYA NA!



Several initiatives were successively rolled-out 
aside from the program’s regular endeavors. One 
of these is the Mamamayan Muna sa Barangay. 
Launched in 2000, the initiative  was meant to 
make the barangay a viable medium for citizen’s 
queries, reports, and grievances. The program 
complemented two other innovations namely, the 
Mamamayan Muna sa Himpapawid, a one-hour 
radio program which aired every Monday to Friday 
at 9 a.m. and the Mamamayan Muna Overseas. 
In 2006, the Enhancement and Institutionalization 
of the MMHMN Program was realized thru the 
issuance of CSC Memorandum Circular No. 6 
dated February 17, 2006 wherein it was renamed 
Mamamayan Muna Program (MMP) for brevity 
and easier recall. 

A CSC issuance, Memo Circular No. 6, summarized 
the 11-year implementation of MMP where the 
Commission was able to act on 55,297 feedback/
reports, broken down as follows: 23,908 (43%), 
requests for assistance, 17,1950 (32%) complaints; 

and 13,401 (24%) commendation reports. Actions 
on these reports were done in coordination with 
the agency Bilis Aksyon Partners (BAPs). A total of 
3,722 Bilis Aksyon Partners have been designated 
by their respective agency heads while 2,134 
government officials and employees have been 
conferred the Gantimpala Agad Awards for their 
prompt and efficient service. 
  
Mamamayan Muna made its mark in successfully 
providing the public with a venue to air grievances 
against discourteous government workers and 
red tape encounters. It has generated awareness 
among the public that the government is seriously 
improving service delivery program. It was cited as 
the 1995 Outstanding Public Information Program 
(Gawad Oscar M. Florendo) by the Public Relations 
Organization of the Philippines. However, the 
challenge of reducing, if not ending, red tape 
continued. These challenges sprung from the 
changing and increasing needs of the citizenry for 
good public service.

source: www.gingoog.gov.ph/services/citizens-charter



Be quick, courteous and efficient in dealing with 
clients. The client you are attending to may only 
be doing a spot check and report  how well you 
perform your job.

This warning was issued by CSC when it launched 
the Public Service Delivery Audit or PASADA 
in 2003 as a complement to the Mamamayan 
Muna Program. PASADA was conceived out 
of then CSC Chairperson Karina Constantino 
David’s desire for a more proactive mechanism 
that would strengthen the Commission’s existing 
client satisfaction programs. She conceptualized 
the Public Service Delivery Audit2, known as 
PASADA, which aims to address inefficiencies in 
the provision of frontline services. Chair David 
believed that frontline service units are the 
government’s first line of contact with the citizenry 
and, as such, can easily make or break public 
perception toward the entire bureaucracy.

The program is anchored on a simple concept—to 
deploy a pool of volunteers3 who will check and 
evaluate services in government offices. In a sense, 
it attempts to give CSC a “roving eye” rather than 
place it at the receiving end of complaints.
The volunteers capture, incognito, a first-hand 
account of prevailing conditions in frontline 
service units. Being undercover, they can go to 
any government agency  and transact under 
normal conditions. Target offices are those with 
consistently high volume of transactions as well 

as those most complained about in the CSC’s 
Mamamayan Muna Program.

Chair David gave hands-on support by providing 
critical inputs and ideas from birth to actual 
implementation of the program. She helped 
mold PASADA into a scientific and systematic 
mechanism that cuts across all frontline services 
yet is very easy to implement.

The strategy: each frontline service is visited 
by three (3) volunteers on three (3) different 
occasions. The volunteers pose as ordinary 
customers and go through the entire process 
of the transaction. At the end of the visit, they 
accomplish a checklist/questionnaire through 
which they describe their experiences and 
observations during the transaction.

The systematic dimension of the PASADA can 
also be seen in its rating system. A five-tiered 
scale, with five (5) as the highest and one (1) 
being the lowest, define the rating categories: 
Excellent,  Very Satisfactory, Satisfactory, Needs 
Improvement, and Poor. The scale is used to 
determine the volunteer’s over-all appraisal of the 
frontline service.

Aside from this, the checklist/questionnaire 
contains open-ended questions to capture in 
detail the volunteer’s remarks and suggestions 
about the service they received.
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2 PASADA was initially undertaken by the CSC in partnership with the United Nations Development Program (UNDP) as an anti-
corruption initiative.

3 Public Administration students under supervision of the Association of Schools of Public Administration in the Philippines (ASPAP) 
and University of the Philippines-National College of Public Administration and Governance (UP-NCPAG) joined the pool of 
PASADA volunteers as part of their school requirement.

PUBLIC SERVICE DELIVERY AUDIT (PASADA)
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This program of Chair David has laid the 
foundation for the government’s vigorous 
efforts to institute improvements in frontline 
service delivery and, ultimately, to stamp out 
corruption and red tape in the bureaucracy. 
PASADA facilitated the passage of Republic Act 
No. 9485, or the Anti-Red Tape Act of 2007, as its 
proponents saw that the needed mechanisms to 
implement such have already been put in place.
 
PASADA has scored victories in the battle against 
inefficiency yet the war against red tape has 
remained.  Effecting a 360-degree turn around 
of government services is a continuous effort 
and the passion for stamping out red tape must 
continually be fueled.    

Pagibig Davao Branch Office was rated top agency for the 2008 Public Assistance Service Delivery Audit. 
source: hdmf.wordpress.com/tag/pasada

Part of the PASADA is a reward-and-reform 
scheme for top-performing frontline services in 
the form of recognition for their best practices, 
ideal systems, and tested solutions. At the same 
time, the Commission offers technical and 
development interventions or corrective measures 
based on the identified needs of an agency.

The pilot implementation of PASADA in 2006 
covered ninety-eight (98) frontline services in 
forty-five (45) agencies based in the National 
Capital Region. The Business Permit and Licensing 
Office of Marikina City solely garnered the 
highest rating of Excellent and the corresponding 
CSC Seal of Frontline Service Excellence. Eleven 
(11) frontline services received a rating of Very 
Good, and consequently, the CSC Certificate of 
Recognition.
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FRONTLINE 
IN 

ACTION



 

ARTA OF 2007: GOVERNMENT DECLARES 

WAR AGAINST RED TAPE
PART 2: 

WHEN HER HUSBAND passed away in February, 
Lila Antonio filed a burial claim with the Social 
Security System. They assured her that it will be 
processed since the requirements she submitted 
were complete.  They started the process in March 
and months passed, the claim remained “on 
process”. In July, Lila called SSS to follow-up for 
the nth time only to be told, “Hindi maibibigay 
ng buo ang burial claim kasi kasali ang asawa 
ninyo sa adjustment kaya kalahati lang po ang 
matatanggap.” SSS then directed them to follow-
up after 45 days.

This unfortunately is a true story. It took the 
Antonio family five agonizing months to get the 
burial claim that the padre de pamilya was entitled 
to. The transaction was facilitated when she asked 
the assistance of the CSC through the Contact 
Center ng Bayan.

c c

It is called red tape, a scourge afflicting 
government offices in the country.  It refers to 
excessive regulation or rigid conformity to policies 
that are considered redundant or bureaucratic. 
It is a deadweight that pulls the country’s 
competitiveness down the drain by prolonging 
action and hindering decision-making. 

• What is the constitutional basis of Anti-Red Tape 
Act of 2007?

 Article II, Section 27 of the 1987 Constitution, the State shall 
maintain honesty and integrity in the public service and 
shall take positive and effective measures against graft and 
corruption.

• What bills constituted the Anti-Red Tape Act of 
2007?

 ARTA is a consolidation of Senate Bill No. 2589 and House Bill 
No. 3776. The bills were passed by the Senate and House of 
Representatives on February 8, 2007 and February 20, 2007, 
respectively.

• Who were the principal authors of Senate Bill No. 
2589? 

 Senators Juan M. Flavier, Edgardo J. Angara, Aquilino Q. 
Pimentel Jr., and Panfilo M. Lacson.

• Who were the principal authors of House Bill No. 
3776?

 Representative Jose de Venecia, Rodriguez Dadivas, Ace 
Barbers, Eduardo Zialcita, Rey Aquino, Edgar Chatto, and 
Florencio G. Noel.

• Which agencies are responsible in implementing 
ARTA and its Implementing Rules and Regulations 
(IRR)?

 An oversight committee composed of Civil Service 
Commission (CSC) as head and Office of the Ombudsman 
(OMB), Presidential Anti-Graft Commission (PAGC) and 
Development Academy of the Philippines (DAP), as members, 
shall ensure the effective implementation of the Act.

A R T A

FAST FACTS



“Before 2007, citizens of the Philippines had to 
complete 11 individual governmental procedures 
and wait for at least 48 days before they were 
allowed to conduct official commercial activities. 
As well as causing long delays, this sort of 
governmental red tape created a severe problem 
with corruption: citizens who wanted to speed up 
the process had recourse to bribing government 
officials. In 2007, the Philippine government 
adopted the Anti-Red Tape Act to combat corrupt 
behavior and improve its frontline public service 
offering to its citizens.”

This is a summary of a case study gathered from 
interviews done in November 2014 by Maya 
Gainer of the Centre for Public Impact on gains in 
the implementation of the Anti-Red Tape Act in 
the Philippines sponsored by Princeton University.

Given complex procedures, many citizens seek 
illegal, corrupt ways to speed up the process. 
Public servants were used to bribes, and they 
routinely demanded them. “Many of the people 
who used frontline services – and the officials 
who delivered them – considered bribery and 
inefficiency routine”. Fixers became the “go to 
person” if one wants to hasten the transaction 
or application. Those who cannot afford to pay, 
have to brave the system or decide not to proceed 
with their transaction. This, in turn, meant that 
the government was unable to collect adequate 
revenue for the provision of its services, while 
citizens became increasingly disillusioned with the 
amount of red tape they encountered.
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Before the enactment of R.A. No. 9485 in June 
2, 2007 by the Thirteenth Congress, the Office 
of the President already issued Memorandum 
Circular No. 32 dated March 17, 2003 directing 
all government agencies to implement the 
publication of service guides and to post workflow 
charts in compliance with R.A. No. 6713. 

This was followed by Administrative Order No. 
161 series of 2006 entitled, “Institutionalizing 
Quality Management System in Government” 
which enjoins all government agencies to establish 
an ISO-aligned Quality Management System to 
support the Philippines’ ranking in the World 
Competitiveness Yearbook and in the Global 
Competitiveness Report of the World Economic 
Forum. In February 23, 2007, Executive Order 
No. 605 further enjoined the establishment of a 
government-wide Quality Management Program 
(GQMP), streamlining of services, and posting of 
Citizen’s Charters in all government offices, among 
others. 

In June 30, 2004, the late Senator Juan M. Flavier 
introduced a bill “to prevent graft and corruption 
and improve government services by cutting 

bureaucratic red tape” during the First Regular 
Session of the Thirteenth Congress. In July 27, 
2004, it was approved on First Reading and 
referred to the Committee on Civil Service and 
Government Reorganization. Senator Flavier 
filed a motion to make then, Senator Edgardo J. 
Angara as co-author of the bill.  From March 2006 
to January 2007, the bill went through a series of 
Committee Meetings/Hearings. 

Senator Panfilo M. Lacson also filed a bill entitled, 
“An Act to Improve Efficiency in the Delivery of 
Government Service to the Public by Reducing 
Bureaucratic Red Tape, Preventing Graft and 
Corruption, and Providing Penalties Therefor” 
in December 19, 2006 during the Third Regular 
Session of the Thirteenth Congress. These bills 
were consolidated and were substituted by the 
Anti-Red Tape Act of 2007 which was filed in 
January 31, 2007. Senator Lacson sponsored the 
bill with co-authors Senators Flavier, Angara, and 
Aquilino M. Pimentel, Jr. The bill was approved 
by all the members of the Senate during its Third 
Reading. The House of Representatives concurred 
with the Senate Bill with no amendments. 
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Senate Bill No. 2589 was consolidated with House Bill No. 3776, and passed by the Senate and House of Representatives on 

February 8, 2007 and February 20, 2007, respectively to form Republic Act No. 9485 or the Anti-Red Tape Act of 2007. Prime 

movers oft ARTA are Senators Juan Flavier, Edgardo J. Angara, Aquilino M. Pimententel Jr., and Panfilo Lacson.

ARTA’S LEGISLATIVE HISTORY



Anti-Red Tape Program Launch. President Gloria Macapagal-Arroyo heads the cutting of the red tape, symbolizing 

the government’s all-out war against red tape thru the implementation of the Republic Act No. 9485 or Anti-Red 

Tape Act of 2007 Implementing Rules and Regulations (IRR). The Civil Service Commission (CSC) has promulgated 

the IRR through CSC Resolution No. 081471 dated July 24, 2008. Said IRR, which took effect on September 16, 

2008, provides the specific measures, guidelines and penalties that aim to improve frontline service delivery, 

to promote transparency in transactions with the public, and to stamp out corruption in public service. Joining 

the President in the symbolic cutting of red tape are Presidential Management Staff Secretary Cerge Remonde, 

Executive Secretary Eduardo Ermita, CSC Chair Ricardo L. Saludo, Ombudsman Ma. Mercedes N. Gutierrez and 

Department of Trade and Industry Secretary Peter B. Favila.

FIGHT AGAINST RED TAPE

In June 2, 2007, the Anti-Red Tape Act or Republic 
Act No. 9485 (An Act to Improve Efficiency in the 
Delivery of Government Service to the Public by 
Reducing Bureaucratic Red Tape, Preventing Graft 
and Corruption, and Providing Penalties Thereof) 
was signed into law by then President Gloria 
Macapagal-Arroyo. 

The CSC in coordination with the Development 
Academy of the Philippines (DAP), the Office of 
the Ombudsman, and the Presidential Anti-Graft 

Commission (PAGC) were mandated by the law to 
promulgate the necessary rules and regulations of 
the Act. The Implementing Rules and Regulations 
(IRR) of RA No. 9485 was promulgated through 
CSC Resolution No. 081471 and Memorandum 
Circular No. 12, s. 2008. Since then, the CSC has 
been on top of the implementation of the Report 
Card Survey from 2010 and the development 
of the Integrated Anti-Red Tape Act Program 
through CSC Resolution No. 1400837 dated June 
6, 2014.



ARTA was the first legislation in the Philippines 
to establish a minimum standard in accessing 
government frontline services. At its core is a 
maximum processing period of five days for 
simple transactions and ten days for complex 
transactions. Signatories were also limited to a 
maximum of five.

RA No. 9485 aims to promote efficiency and 
transparency in government with regard to the 
manner of transacting with the public. The passing 
of ARTA also provided the impetus for the Civil 
Service Commission (CSC) to enjoin government 
agencies to come up with ways to ensure its 
effective implementation.

For starters, each government agency was 
enjoined under the law to put up a “Citizen’s 
Charter,” a document to be displayed prominently 
showing “the range of specific services provided 
by that office, a step-by-step guide on how to 
avail of these services, and standards on quality 

and timeliness to be expected 
from the agency in rendering 
these services. 

The CSC also intensified the campaign 
to ensure compliance with the “No 
Noon Break” policy which prohibits 
government offices providing frontline 
services from suspending operations during the 
one-hour noon break. Agencies are advised to 
adopt an appropriate working schedule to ensure 
uninterrupted public service delivery.

The presence of fixers was another problem that 
needed to be addressed.  Fixers, both within and 
outside the agency, have turned government 
transactions into breeding grounds for corruption. 
Fixers offer services in exchange for “grease” 
money to facilitate transactions.  This system trips 
a long line of red tape, which can even roll up to 
the top of the organization. 

FIX THE FIXERS

They lurk and they hover, ready to pounce on their 
prey. No, we do not speak of animals in the jungle 
nor of caged beasts. They are real life creatures 
called fixers and they are out to find willing 
victims.

In 2008, the CSC and the Office of the 
Ombudsman joined forces in the war on fixers. 
The Fix the Fixers Campaign sought to solicit 
information on fixers from their victims as well as 
upright civil servants. 

In the Fix the Fixers Campaign, citizens can report 
fixers by text or phone. ‘‘

Citizens 
should 
provide key 
details: 1) the 
fixer’s name, 
2) the name 
and location 
of the 
government 
office where 
he operates, 3) the date and type of transactions 
he offers to ‘fix.’ The tips can be texted or called in 
to designated hotline numbers.

Anti-fixer stickers were posted in transaction areas of 

government offices.



Stiff penalties are imposed on fixers: imprisonment 
of as long as six years, or a fine of up to P200,000, 
or both. Government employees who engage 
in fixing or collusion with fixers are subject to 
dismissal and perpetual disqualification from 
public service, on top of the criminal penalties. 

From DART to Mamamayan Muna, to PASADA. 
But why has red tape remained a scourge in public 
service delivery? Changing tact, a shift from the 
traditional and overly-regulative role to an assistorial 
one in implementing ARTA was done. CSC drew 
up programs to capacitate and assist agencies in 
improving public service delivery through technical 
support and recognition.

One is the conduct of the Report Card Survey (RCS), 
a tool which rates agency performance and client 
satisfaction in terms of frontline service delivery. The 
Anti-Red Tape Act provided for the use of the said 
tool. 

As with report cards used in school, the RCS 
measures the performance of agencies in complying 
with ARTA requirements - presence of Citizen’s 
Charter, anti-fixer campaign materials, help desk) 
and observance of the “no lunch break” rule. Client 
satisfaction is  measured based on the quality of 
service rendere -, the time it took to complete the 
transaction, physical set-up of the agency (e.g. 
presence of signages and directions, accessibility, 
cleanliness, ventilation), and availability of basic 
facilities (e.g. comfort room, canteen, waiting area).

What does the CSC do with the survey results? There 
are two (2) tracks following the conduct of the RCS – 
recognition and assistance. High flyers are awarded 
the Citizen’s Satisfaction Center Seal of Excellence, 

The Anti-Fixer Campaign provided the opportunity 
to prove that when government and the 
public unite to achieve a common good, the 
collaboration can make a big difference. All sectors 
were called upon to support the campaign and 
be essential partners in reforming public service 
delivery.

symbolized by a wall-mountable glass seal, and given 
a cash reward that they can use to further improve 
their delivery of frontline services. 

Agencies that received a failed rating in the 
RCS are recommended for the Service Delivery 
Excellence Program (SDEP). Under the SDEP, CSC 
Change Facilitators assist agencies in reviewing and 
improving service delivery systems and procedures, 
aligning the agency and its people with customers’ 
needs, reinforcing a process of continuous 
improvement in customer service, among other 
means.

Going hand in hand with the RCS is the ARTA Watch 
where CSC officials make a surprise visit to different 
government offices to check their compliance with 
the provisions of ARTA. Rounds were made during 
lunch time to see if the “no lunch break” rule is being 
observed. For the most part, the ARTA Watch is a 
communication strategy to raise awareness on the 
law and to bring the message that the CSC is serious 
in pushing for quality government services. (add 
photos of ARTA Watch)_

The next part discusses the various components of 
the Integrated Anti-Red Tape Act (iARTA) Program 
which unifies and rationalizes the various initiatives 
or projects under the ARTA umbrella. All of these 
are geared towards creating a mindset that the 
transacting public can expect excellence as the norm 
rather than the exception in public service delivery. 

SHIFTING FROM REGULATORY TO ASSISTORIAL TACT
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PART 3: TRANSFORMING FRONTLINE SERVICES

T
he red tape reduction program of the CSC has been known to both local 

and international institutions as effective means of transforming frontline 

services. Over the years of its implementation, the CSC has ensured its 

openness to local and foreign institutions conducting benchmark and policy 

research on effective frontline service. The ARTA program was presented during 

study visits of senior officials of the Royal Civil Service Commission of Bhutan 

in 2016; annual LGU Business Summits conducted by Conrad Adenauer in 

partnership with the European Union and European Chamber of Commerce in 

the Philippines; and National Competitiveness Council Meeting of Champions, 

among others. In various years, the CSC has accommodated requests for ARTA 

data and interviews in relation to academic research, such as a dissertation at 

the University of the Philippines – National College of Public Administration and 

Governance and a study conducted by a researcher from Princeton University. Its 

citizen-centric approach has led to its inclusion in the Philippine Government’s 

Open Government Partnership (OGP) National Action Plan 2015 to 2017. Indeed, 

CSC’s ARTA program has also evolved over time.

c c

c c



14     Part 3: Transforming Frontline Services

The Integrated Anti-Red Tape Act (ARTA) Program Cycle



To improve implementation, monitoring and 
evaluation, the CSC pushed for an  Integrated 
Anti-Red Tape (iARTA) Program consisting of 
various program components:  Report Card 
Survey (RCS), Citizen’s Satisfaction Center Seal 
of Excellence Award (CSC-SEA), Service Delivery 
Excellence Program (SDEP), Contact Center ng 
Bayan (CCB), ARTA Watch and Citizen’s Charter 
(CC) Validation, to fortify its role in improving 
efficiency in the delivery of government service. 

Before 2014, the RCS, CSC-SEA, SDEP, and CC 
Validation were managed by CSC’s Office for 
Strategy Management (OSM). The CCB and ARTA 
Watch, on the other hand, were under the Public 
Assistance and Information Office. On 
January 4, 2014, the Commission issued CSC 
Resolution 1400041 on the “Transfer of Selected 
OSM Functions to Other Offices of the Civil Service 
Commission”. Among those affected were the 
management and administration of the ARTA. The 
program was then transferred to PAIO. The only 
ARTA-related initiative left with OSM is the annual 
Citizen’s Charter Validation, which remained as 
CSC’s commitment under Administrative Order 
No. 25, s. 2011 entitled “Creating an Inter-Agency 
Task Force on the Harmonization of National 
Government Performance Monitoring, Information 
and Reporting Systems”. The CSC is a member 
agency of the Task Force’s Technical Working 
Group. 

The iARTA Program operated on a continuing cycle 
of transforming frontline services. It started with 
the experience of customers availing government 
service. Transaction in government was made 
easy through the information provided in the 
Citizen’s Charter. Feedback on the experience was 
then gathered through the CCB and RCS. ARTA 

The Citizen’s Charter must contain the following 

information:

 Vision and mission

 Identification of the frontline service offered
 Step-by-step procedure for a particular 

service

 Officer of employee responsible for each 
step

 Maximum time to conclude the process

 Document/s to be presented by the client, 

and why there are required

 Amount of fees, if necessary

 Procedure for filing complaints, including the 
names and contact details of the officials/
channels to approach for redress

 Allowable period for extension i.e. 

unforeseen events beyond the control of 

concerned government office or agency
 Feedback mechanisms, contact numbers 

to call and/or persons to approach for 

recommendations, inquiries, suggestions and 

complaints.

Watch was another form of feedback mechanism, 
where the feedback on the agencies’compliance 
were provided directly by CSC officials after 
surprise inspections. All the feedback gathered 
are then processed and used by the CSC to assist 
concerned offices. Overall, customer feedback 
was used to improve customer service experience 
and agencies’processes, systems and procedures. 
Service offices that garner a failed mark in the 
RCS are assisted through the SDEP. Those that 
consistently show service delivery excellence are 
conferred with CSC-SEA.
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The Integrated Anti-Red Tape Act (ARTA) Program 



The Citizen’s Charter is an accountability tool that 
tells the public what to expect in transacting with 
a government office. In simpler terms, the Citizen’s 
Charter tells clients, “These are the steps you will 
have to undergo and the fees to be paid. Those 
other than what are stated are unauthorized and 
unnecessary.”

Section 6 of ARTA, states that the Citizen’s Charter 
(CC) is a means to inform the public on the service 
standards of all government agencies including 
department and bureaus. These information 
billboards shall be placed at the main entrance 
or at the most conspicuous place and in the form 
of writing either in English, Filipino, or in the 
local dialect. The said provisions are then shall be 
assessed and monitored through a feedbacking 
mechanism coined as the Report Card Survey 
(RCS) as stated in Section 10. 

The initial step in crafting a Citizen’s Charter is 
to streamline frontline service procedures by 
reviewing them and identifying unnecessary steps 
and fees that can be eliminated. After streamlining, 
the agency posts its Citizen’s Charter. 

The Citizen’s Charter also serves as an agency’s 
covenant to observe the “No Noon Break policy,” 
participate in the anti-fixer campaign of the 
government, and set up its Public Assistance and 
Complaints Desk.

One concrete and  basic question stipulated in 
the RCS deal with the visibility of the CC. The 
question in the survey states, “Is this the first 
time you learned about the Citizen’s ’Charter?” 
More often than not, citizens who apply for 
government services would answer “YES.” This 
entails an effective posting of the Citizen’s Charter 
and enables the citizens to be actively involved in 
pursuing service excellence and counter any forms 
of red tape.

The Citizen’s Charter is proven to promote speedy 
and transparent frontline service, eliminate the 
need for fixers, and discourage civil servants from 
engaging in corruption and the transacting public 
from tolerating it.

Citizen’s Charter: A Commitment to

Provide Excellent Service

CSC Chair Francisco T. 

Duque III inspects the 

Citizen’s Charter of the 

Social Security System 

in his visit to the said 

agency.



Administrative Order No. 25, s. 2011 entitled 
“Creating an Inter-Agency Task Force on 
the Harmonization of National Government 
Performance Monitoring, Information and 
Reporting Systems” paved the way for the creation 
of AO 25 Inter-agency Task Force chaired by the 
Department of Budget and Management (DBM) 
and co-chaired by the Office of the President, 
with members from National Economic and 
Development Authority (NEDA), Presidential 
Management Staff (PMS) and Department of 
Finance (DOF). Its Technical Working Group 
is also chaired by DBM and is composed of 
representatives of member-agencies including the 
Civil Service Commission. 

Effective 2012, the AO 25 IATF has set good 
governance conditions for the grant of the 
Performance-Based Bonus, which included the 
establishment of a Transparency Seal; posting 
of bid notices and awards on the website of the 
Philippine Government Electronic Procurement 
System (PhilGEPS); liquidation of all cash advances 
of officials and employees; and establishment 

Table 1. Citizen’s Charter Compliance Rate, 2012-2017*

2012 2013 2014 2015 2016 2017**Agencies

Departments

Constitutional Offices

Other Executive Offices

State Universities and Colleges

GOCCs under DBM

100%

100%

94%

86%

85%

90%

100%

100%

94%

96%

87%

96%

100%

100%

100%

98%

100%

99%

96%

100%

100%

99%

100%

98%

100%

100%

100%

99%

100%

100%

91%

80%

92%

86%

93%

89%
*Data from Office of Strategy Management as of October 15, 2018
** The 2017 agencies’ compliance rate will still improve upon validation of 
agencies’ submitted Certificate of Compliance (deficiencies addressed after 
validation) within 2018.

of a Citizen’s Charter or its equivalent. Under 
the Citizen’s Charter requirements, government 
agencies are required to maintain and update  the 
Citizen’s or Service Charter reflecting the agency’s 
enhanced service standards and undertake self-
assessment and reporting of improvements, 
streamlining of systems and procedures in the 
delivery of government service.

As part of its commitment as member of the 
TWG, the CSC implements the Citizen’s Charter 
Validation every year to monitor agencies’ 
compliance with the good governance condition. 
This initiative is linked to the CSC’s implementation 
of the integrated ARTA program. The Office for 
Strategy Management (OSM) serves as the focal 
office for the implementation of Citizen’s Charter 
validation; the CSCROs’ Field Directors, technical 
staff and ARTA researchers conduct the validation.       

Based on the data gathered from AO 25 IATF, 
Citizen’s Charter Compliance Rate posted from 
2012 to December 31, 2017 are as follow:

The CC Validation Initiative
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Among the notable practices of the CSC Regional 
Offices on Citizen’s Charter validation were as 
follows: 

• Creation of a database/directory containing 
contact details of the service offices which 
served as an effective and efficient tool in the 
consolidation and monitoring of the outputs/
deliverables;

• Timeliness of the encoding of the results of the 
validation;

• Documentation of compliance with ARTA 
through taking of pictures;

• Uniform interpretation of the checklist which 
translates to the easy coordination of the 
agencies regarding their ARTA compliance;

• Scheduling of tasks to avoid conflict with other 
ARTA activities such as RCS

Some of the recommendations for the 
improvement of the Citizen’s Charter validation 
are:

• Allotment of sufficient time for the conduct of 
validation to ensure quality and accuracy of the 
validation process

• Creation of a web-based document should 
also be created for the summary of findings for 
work effectivity and efficiency

• Submission of Certificate of Compliance (COC) 
together with evidences  that deficiencies have 
already addressed 

• Imposition of sanctions in case of 
misrepresentation in the Certificate of 
Compliance (CoC) submitted by the agency

• Strict implementation of deadlines of agencies’ 
compliance     
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ARTA Watch

For the first four months of 2011, CSC Chairperson 
Francisco T. Duque III visited 13 agencies to check 
compliance with the provisions of Republic Act No. 
9485 through an initiative called the Anti-Red Tape 
Act Watch (ARTA Watch). The program monitors 
agencies’ implementation of the “No Noon Break 
policy” and posting of the Citizen’s Charter and 
Anti-fixer Campaign poster in conspicuous places. 
At the regional level, heads of CSC Regional and 
Field Offices led the ARTA Watch,.

The conduct of ARTA Watch is pursuant 
to Executive Order No. 292 or the Revised 
Administrative Code of 1987, which states that 
the CSC has the power to “inspect and audit 

the personnel actions and programs of the 
departments, agencies, bureaus, offices, local 
government units and other instrumentalities of 
the government including government-owned 
or controlled corporations”. ARTA also mandates 
the CSC to promote and monitor compliance 
of government offices on vital provisions and 
measure the level of effectiveness of their frontline 
services.

The ARTA Watch presents a good opportunity 
both for the CSC and government agencies to 
underscore joint commitment to improving public 
service delivery.  

CSC officials nationwide visited government agencies during lunchtime to check compliance with the “No Noon Break” policy.



The RCS is one of the major initiatives of the 
Integrated ARTA Program. Under Section 10 of 
RA No. 9485, the CSC shall initiate the RCS to 
obtain feedback on how provisions in the Citizen’s 
Charter are being followed and how the agency 
is performing. All offices and agencies providing 
frontline services shall be subjected to the survey. 
It shall also be used to obtain information and/
or estimates of hidden costs incurred by clients 
to access frontline services which may include 
payment to fixers.

The Implementing Rules and Regulations of the 
law defines the RCS as “an evaluation tool that 
provides a quantitative measure of actual public 
service user perceptions on the quality, efficiency 
and adequacy of different frontline services, as 
well as a critical evaluation of the office or agency 
and its personnel.” The feedback solicited from the 
public is intended to exact public accountability 
and even to propose change, when necessary. In 
addition, the survey results should be incorporated 

in the agency’s annual report and considered 
in the revision and improvement of its Citizen’s 
Charter and/or frontline services.

In a study of the Ateneo de Manila School of 
Government (ASoG) in 2015, the Report Card 
Survey (RCS) kept government employees on 
their toes and pushed them to do their best to 
comply with the posted standards and ensure fast 
delivery of service. The survey let the government 
offices know if clients were satisfied with the 
services rendered to them and what or where 
their weaknesses were in terms of frontline service 
delivery. The same was also echoed by the chief 
of a Local Health Insurance Office of PhilHealth 
in Manila when asked regarding the survey. He 
said, “RCS challenged the employees to deliver 
their best.” Said office reaped the fruit of its 
positive response to RCS by obtaining an Excellent 
rating in 2015.  Indeed, the RCS has stepped up 
the way clients’ feedback were used to demand 
improvement in public service. 
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Survey Methodology 
The RCS had two data gathering materials. One 
was the Inspection Checklist (IC) used by the 
interviewer to record objective observations about 
the office and accounts 20% of the final score. 
The other was the Survey Questionnaire (SQ) used 
when interviewing clients and accounts for 80% of 
the final score.  Annually, the survey materials were 
submitted to the Philippine Statistics Authority 
(PSA) for comments and approval. The CSC can 
only use these materials once the PSA released an 
approval number. Some revisions in the IC and SQ 
were made in 2014, 2016 and 2017.

The survey is conducted by the CSC through 
its Regional Offices (ROs) for a defined period 
within a year. In RCS, the survey enumerators or 
interviewers are referred to as ARTA researchers 
who are stationed in the CSC ROs and are 
supervised by ARTA coordinators. The ROs’ pool 
of ARTA researchers conducted the inspection 
and interview in all the target service offices 
within their region. CSC’s pool of researchers have 
undergone annual training on the conduct of RCS. 
The training intended for the ARTA researchers 
and ARTA coordinators is called the ARTA Work 
Orientation conducted at the first quarter of the 
year.

Thirty respondents are interviewed per service 
office. However, the RCS also takes into account 

service offices with survey respondents of less 
than 30 due to the low volume of transacting 
clients during the conduct of the survey. For 
eight years of administering the survey, the CSC 
has interviewed a total of 170,292 Filipinos who 
availed any frontline service of the government.

The interview is conducted within the premises 
of the target service offices immediately after the 
clients finished the transaction. This mode was 
chosen to ensure that all questions were answered 
and vague responses were clarified at the outset.

The survey output of RCS is called the Report Card 
which reflects results in terms of two core areas 
namely: (1) Compliance with ARTA Provisions and 
(2) Overall Client Satisfaction. Each core area has 
corresponding sub-areas. All the core and sub-
areas will receive numerical and descriptive rating 
to be aggregated as the final numerical score with 
corresponding final descriptive rating. A Report 
Card can be generated for an agency, agency 
cluster/regional grouping and service office.
The descriptive and numerical ratings are: 
Excellent (90-100 with no failed/delinquent rating 
in any sub-area); Outstanding (90-100 with a 
failed/delinquent rating in any sub-area); Good 
(80-89.99); Acceptable (70-79.99); and Failed 
(69.99 below, or with a failed rating in any of the 
two core areas).
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Table 2. Components of the Report Card

Core Areas Compliance with ARTA Provisions Overall Client Satisfaction

Public Assistance and Complaints Desk (PACD)
No Noon Break (NNB)
No Hidden Cost (NHC)
ID/Nameplates (ID)
Citizen's Charter (CC)
Anti-Fixing Campaign (AFC)

Service Quality (SQy)
Respondent-Client Satisfaction (RS)
Physical Setup (PS)
Frontline Service Provider (FSP)
Basic Facilities (BF)

Sub-areas



The survey results for every service office and 
agency are discussed in detail in the reports. 

For the service office level, the CSC ROs write 
the Report of Findings (ROF) and present it 
to the head/s of office in the Exit Conference. 
For the agency level, the National Report of 
Findings (NROF) is written by the ARTA-Program 
Management Team (PMT) and is submitted to the 
head/s of agency.

Survey Coverage
The CSC has been conducting the RCS annually 
since 2010. The targeting of agencies to be 
subjected to the survey is based on particular 
themes specified by the Commission yearly. The 

thematic approach on targeting is presented 
below.

The methods employed in sampling the service 
offices of target agencies varied yearly. The 
themes and number of service offices of the target 
agencies were considered in selecting a sampling 
scheme. 

From 2010 to 2017, a total of 3,391 service offices 
nationwide were subjected to RCS. In terms of 
the total number of offices based on the number 
of times the survey was conducted yearly, the 
complete count would be 5,904 offices. The 
number is higher since there were service offices 
which underwent the survey more than once in the 
last eight years. 

Table 3. Annual themes and sampling method employed in RCS

Year Theme/Description Sampling Method

Eight priority agencies in NCR pursuant to Administrative 
Order 241, s. 2008 and 42 offices purposively selected by 
the ROs

497 high density/high impact service offices  (NGAs, LGUs, 
GOCCs, LWDs, SUCs)

599 service offices that are high density/high impact/
dealing with commerce transactions

929 service offices that are high density/high impact/
dealing with commerce transactions

1,023 most complained agencies based on the CCB

1,114 most complained agencies based on CCB with 51 
LBP selected branches  

1,009 as “ARTA goes Local” (LGUs, barangays, LWDs, and 
SUCs) with addtional 100 selected LBP branches

540 service offices of government agencies engaged in 
“Ease of Doing Business” and special agencies (DOH, 
DSWD, and LTO) with 43 selected GSIS branches

Purposive Sampling

Random sampling

Random sampling

Random sampling

Complete list/ “take all”

Purposive sampling

Complete list/ “take all”, purposive 
sampling and random sampling (1/3 of 
the total number of service offices)

2010

2011

2012

2013

2014

2015

2016

2017
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The year with the largest number of offices 
surveyed was 2015 when the CSC surveyed service 
offices of the most complained agencies based on 
reports recieved by the Contact Center ng Bayan 
and selected with 51 LBP selected branches.   

In terms of sectors, almost half (46.32%) of the 
service offices were from the NGAs. This was 
followed by the GOCCs which comprised 30.10% 
of the service offices. The LGUs and LWDs 
accounted for 18.51% and 3.88% of the total 
number respectively. The 70 SUCs subjected to the 
survey made up 1.19% of the total.

Survey Results
The performance of the government’s frontline 
offices can be understood by looking at the results 
of the conduct of RCS for eight consecutive years 
since 2010. Figure 2 shows how the government is 
faring in terms of frontline service delivery based 

on the clients’ perception. As an overall outlook 
of the performance, the 5,904 surveyed offices 
recorded an average numerical rating of 83.93, 
equivalent to Good. The offices also posted a 
median numerical rating of 85.57, indicating that 
half of the offices scored 85.57 and below.

On the passing rate of offices, steady 
improvements can be observed from the year RCS 
started in 2010 to 2015 as illustrated in Figure 3. 
However, decline was noticeable in 2016 and 2017. 
The decrease in the number of passing offices 
in 2016 was attributed to the big percentage of 
target offices which were subjected to RCS for 
the first time. Majority of the target LGUs, SUCs 
and LWDs in 2016 were new to RCS. In 2017, the 
drop in passing rate was credited to the revisions 
in survey instruments and scoring system which 
were deemed more stringent than the previous 
versions.

LWDs SUCs LGUs NGAsGOCCs

70
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Figure 1. Number of Service Offices per Sector, 2010-2017
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Of the 5,904 surveyed offices, more than half 
(57.66%) obtained a descriptive rating of Good. 
The service offices rated as Excellent and 
Acceptable comprised 17.89% and 11.77% of 

the total, respectively. There was a considerable 
number of failed offices which accounted for 
10.81% of all the service offices.

*Excluding the 15 service offices under the Zero Respondents category

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%
2010 2011 2012 2013 2014 2015 2016 2017

Passed Failed

22.00
27.57 25.04

7.21 3.81 1.35
11.45 16.20

78.00
72.43 74.96

92.79 96.19 98.65
88.55 83.80

*Adequate and Very Good descriptive ratings were used in 2010 only.
**Zero respondents category was adopted in 2017 only. This category covered the service offices without qualified 
respondents during the conduct of the survey.

Good

Excellent

Acceptale

Failed

Outstanding

Adequate*

Zero Respondents**

Very Good
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Figure 2. RCS Pass and Fail Result, 2010-2017

Figure 3. Number of Service Offices per RCS Descriptive Rating, 2010-2017



Looking at the yearly performance of offices based 
on descriptive ratings, majority of the offices 
were rated as Good. Except in 2010 and 2011, the 
annual percentage of offices with Good rating 
was at least 50%. For the top scoring offices, the 
Excellent raters continued to increase from 2010 
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to 2015. The number peaked in 2015 when the 
2014 target offices were subjected to the RCS 
again. During that two-year comparative period, 
almost all of the surveyed offices experienced 
improvement in RCS performance.

Figure 4. Number of Service Offices per Descriptive Rating per Year, 2010-2017



Based on RCS ratings, the top five offices for 
every sector were listed in Table 4. These offices 

were the most ARTA compliant based on the RCS 
parameters.
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Table 4. Top 5 Service Offices Per Sector, 2010-2017

Sector
Survey 
Year

Agency Region Service Office
Descriptive 

Rating
Numerical 

Rating

GOCCs

LGUs

LWDs

NGAs

SUCs

2014

2013

2015

2014

2017

2016

2016

2016

2011

2016

2016

2016

2016

2016

2016

2012

2012

2013

2014

2013

2016

2016

2016

2016

2016

SSS

LBP

PhilHealth

PhilHealth

SSS

Barangay

City

Barangay

City

Barangay

LWD

LWD

LWD

LWD

LWD

DTI

LTO

DSWD

LTO

DOH Hospitals

SUC

SUC

SUC

SUC

SUC

3

3

ARMM

7

3

2

2

ARMM

11

5

6

3

5

6

ARMM

3

8

ARMM

3

ARMM

6

1

6

6

6

SSS San Fernando, Pampanga

LBP Meycauayan

PHIC Regional Office ARMM, Marawi City, Lanao del Sur

PHIC LHIO Tagbilaran City, Bohol

SSS Balanga Branch, Bataan

Calao West, Santiago City

Santiago City

Madaya, Maguing

Tagum

Barangay 57, Dap-dap, Legazpi City

Silay City Water District

Concepcion Water District (Tarlac)

Casiguran Water District

Metro Kalibo Water District

Isabela City Water District

Cabanatuan City, Nueva Ecija

Baybay Extension Office

DSWD Lanao del Sur

Meycauayan District Office, Bulacan

Luuk District Hospital, Sulu

West Visayas State University

Mariano Marcos State University

Central Philippine State University (CPSU) (Main Campus)

Aklan State University (Kalibo Campus)

University of the Philippines Visayas (Miag-ao Campus)

97.76

97.23

96.93

96.82

96.79

96.55

96.45

96.00

95.84

95.81

92.92

92.84

92.70

92.59

92.35

98.48

98.13

98.11

97.89

97.60

87.72

85.70

85.63

85.38

85.27

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Excellent

Good

Good

Good

Good

Good



Many developing countries recognize the 
importance of rewards and incentives among 
employees, both monetary and non-monetary, in 
improving government frontline service delivery. 
Both in private and public organizations, a highly 
motivated workforce play a significant role in 
achieving organization’s goals and target. 
The Civil Service Commission (CSC), as the 
central human resource agency of the Philippine 
bureaucracy, has been exploring innovative 
strategies in recognizing exemplary performance 
among bureaucrats. One of the various rewards 
programs of the CSC is the Citizen’s Satisfaction 
Center Seal of Excellence Award (CSC-SEA).

CSC-SEA is conferred to a government office 
which shows exemplary performance in complying 
with the provisions of the Anti-Red Tape Act 
(ARTA) and delivering frontline services. It is 
anchored on Paragraph 2, Section 1, Rule VII 
of the Implementing Rules and Regulations of 
Republic Act No. 9485, “to provide incentives for 
excellent service delivery.”

Implementation, Development and 
Enhancement 
Throughout the years, CSC had adopted various 
guidelines in recognizing efforts of government 
offices in the delivery of excellent frontline service. 
When the Anti-Red Tape Act Report Card Survey 
(ARTA-RCS) was implemented in 2010, all services 
offices which obtained “Very Good” ratings were 
automatically conferred with the CSC-SEA. In 
2011, CSC-SEA adopted a two-phase validation 
process and changing the rating of “Very Good” 
to “Excellent” in the ARTA-RCS rating in the 

reward system. A service office which obtained 
an “Excellent” rating and passed all the sub-
areas in the RCS was automatically considered 
as candidate for CSC-SEA Validation. There were 
two phases in the validation process of CSC-SEA. 
The First Phase Validation was conducted by the 
ARTA Program Management Team. This validation 
phase mainly relied on the findings of the RCS. All 
service offices that remained “Excellent” after the 
first validation were subjected to the 2nd Phase 
Validation. The 2nd Phase Validation involved a 
cross-region validation conducted by the pool of 
CSC-SEA validators from CSC Regional and Central 
Offices.

From 2011 to 2014, CSC-SEA validators used a 
descriptive validation tool in providing assessment 
and basis in the conferment of the award. During 
these years, recipient service offices were given 
a cash reward amounting to PHP100, 000.00 to 
be used for service delivery improvement and 
compliance with ARTA and a wall-mountable 
glass seal bearing the “Seal of Excellence” logo to 
symbolize service excellence. CSC-SEA awardees 
were allowed to use the “Seal of Excellence” logo 
in any form of communication or advertisements.

With the noticeable improvements in terms of the 
number of service offices obtaining “Excellent” 
ratings and conferred with CSC-SEA, the 
Commission enhanced the validation guidelines, 
setting more stringent criteria and scoring scheme 
in the validation of CSC-SEA candidate offices in 
2015 (CSC Resolution No. 1600387 dated April 
2016). Said new validation guidelines include 
validation of complaints lodged through the CSC’s 
Contact Center ng Bayan and resolution rate. 
Furthermore, a “one-strike rule” was used in the 
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Figure 5. List of Service Offices with Excellent Ratings, passed the 1st Phase Validation and          
conferred with CSC-SEA, 2010 to 2017
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completion of the Two Phase Validation process. 
This means that one cross or “x” mark in any of the 
items of the two-validation checklist automatically 
removes the service office from the CSC-SEA 
candidate list. Additionally, cash reward was based 
on the score obtained by the candidate service 
office in the 2nd Phase Validation, as indicated 
in CSC Resolution No. 1600387. As presented in 
Figure 5, a decreasing trend from 2015 to 2017 
on the number of SOs which passed the 1st phase 
validation as well as conferred with CSC-SEA was 
observed due to the new validation guidelines.

Transformation: The success story 
of GSIS
Thomas Edison, Albert Einstein, Michael Jordan, 
Elvis Presley, among others were widely known 

as very successful in their chosen fields yet 
experienced failure. History tells us how these 
people bounced back and became successful. 
Truly, the stories of these famous people resemble 
how the Government Service Insurance System 
(GSIS) started from being a “failure” to becoming 
one of the frontline service champions. For 
GSIS, it’s a remarkable journey of how failure led 
them to innovate and explore various ways for 
continuous improvement in public frontline service 
delivery. 

In 2012, the GSIS received a failed rating in 
the ARTA-RCS and was the second-ranked 
government agency with the most number of 
complaints lodged through the Contact Center ng 
Bayan (CCB) database. In the latter part of 2013, 
GSIS constantly coordinated with CSC to draw up 
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ways to reduce complaints and improve in the 
ARTA RCS. Quoted from one of the interviews 
with former GSIS President and General Manager 
Robert Vergara, he said, “The first thing we did 
when we saw that failing mark was meet with 
CSC Chairperson Francisco T. Duque III and asked 
him how GSIS could improve its rating. Armed 
with CSC’s suggestions, we prepared for the 2013 
survey”. Not only that, GSIS included the RCS 
rating of their branches and extension offices in 
their performance scorecard submitted to the 
Government Commission for GOCCs (GCG). 

A great comeback happened. In the 2014 and 
2015 ARTA RCS, GSIS obtained a national RCS 
score of 90.95 and 91.24, respectively, equivalent 
to an “Excellent” rating. Because of the agency’s 
good performance in resolving client complaints 
received by the CCB and its excellent rating in the 

ARTA RCS, the agency received a total of fifty-four 
(22.22%) out of the 243 GSIS service offices which 
underwent RCS) Seal of Excellence awards from 
2013 to 2017.

Crème dela crème
CSC-SEA is considered as the most coveted 
recognition for all service offices throughout the 
implementation of ARTA. It brings prestige and 
honor to the service offices in their exemplary 
performance in public service. The recognition is 
another way of boosting the morale of the public 
servants and appreciating their efforts in serving 
the public with integrity and honesty. 

Since its implementation, about five percent of 
the service offices that underwent ARTA-RCS 
were conferred with CSC-SEA. The top performing 
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 Figure 6. Annual Number of Service Offices conferred with CSC-SEA in GSIS, LBP and PhilHealth
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service offices were Philippine Health Insurance 
Corporation, Government Service Insurance 
System and Land Bank of the Philippines, all 
from the Government Owned and Controlled 
Corporations sector (See Figure 6 for number of 

Seals per agency from 2010 to 2017). This initiative 
had paved a way for a healthy competition among 
service offices in serving the public, with which the 
transacting public is the main beneficiary.

“ The challenge of satisfying clients is real.”

This was what the staff of Philhealth Ilagan City 
realized when their office in Isabela was subjected 
to the Report Card Survey in 2012. 

The people we serve everyday are our customers. 
It does not end in one transaction per person. 

Service Delivery Excellence Program: 

Engaging Managers and Frontliners 

in Public Satisfaction

Every time a customer goes out of our building, 
another one will come in. It is our duty as the 
government’s agent in ensuring that our services 
is responsive to our customer’s demands and 
needs that is gender-sensitive and equitable to all. 
Transforming service delivery isn’t easy but there 
is clear and proven road to success attributed to 
inspiration that the ARTA SDEP has provided.

In the pilot survey 
of the RCS in 
2010, 10 out of 
50 (20%) service 
offices received a 
“failed” rating. In 
the next nine years, 
a gradual change 
was seen in the 
service offices that 
were not able to 
comply to the ARTA 
RCS standards: 137 
out of 497 (28%) in 
2011; 150 out of 599 
(25%) in 2012; 67 
out of 929 (7%) in 
2013; 39 out of 1023 
(4%) in 2014; 15 out 
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of 1114 (1%) in 2015; 127 out of 1109 (11%) in 
2016; and 92 out of 583 (16%) in 2017. A sudden 
rise in 2017 due to the revision in the RCS tool: 
additional indicators were considered.

To pursue related reform programs, the SDEP 
was promulgated in 2012 as an undertaking of 
the CSC which provides assistance to agencies for 
capacity building, employee behavioral change, 
and policies and systems reforms to improve 
public service. The intervention is not a one-size-
fit-all solution. The SDEP assists service offices to 
articulate its own vision and effectively navigate 
their own action plan suitable to the challenges 
and opportunities present in its office.  Based 
on the result of the 2nd RCS after the SDEP 
intervention was given, significantly, their rating 
improved. The achievement of the intervention lies 
on the commitment of the agency head with equal 
support from its management and employees. 

In the story of PhilHealth Ilagan City, Isabela, its 
head, Mr. Alexander A. Arellano emphasized that 
he and his team are serious in their obligation to 
their clients. In 2012, their branch failed the RCS 
due to non-compliance with ARTA provisions. 
The challenge was accepted by the team. To 
further bring their services closer to people, they 
expanded their services in different locations. 
Thus, people did not have to line up in one 
branch. The ARTA posters were seen in and out 
of its small building. The PACD became readily 
available to greet a client and assist them sincerely 
in their queries. All employees wore their big 
identification cards and their big smile, telling 
people to come and not be afraid to ask. With a 
small office, the story of polite and warm customer 
service provided by its frontline people, with the 

fast delivery of its services validated why in 2014, 
2015 and 2017, the Ilagan City branch received an 
Excellent rating in the RCS. Moreover, they were 
awarded twice with Citizen’s Satisfaction Center 
for Seal of Excellence Award in 2014 and 2015.

Various attempts were made by government 
agencies to improve its customers. The 
Department of Foreign Affairs, National Bureau 
of Investigation and Professional Regulation 
Commission have all made their appointment 
services online and available in major malls. 
The Philippine Statistics Authority has its online 
request for civil registry records. The Land 
Transportation Office has its online car registration 
and renewal of driver’s license. The Department 
of Trade and Industry has made its business 
registration available online as well. The LGUs 
and Barangays have streamlined their services 
and have set up their Citizen’s Charters, following 
provisions stated in the ARTA law. Enhancing the 
delivery of these services was a change directly 
felt by citizens. With some of these improvements, 
the government’s regulatory role may be an 
opportunity for businessmen to willingly invest 
in our country, thereby contribute to economic 
growth.

Creating fast and efficient frontline services and 
a citizen-centered service culture is what the CSC 
wants to inculcate in every civil servant.  One 
does not have to give a bribe just to get things 
done faster. While reforms in frontine delivery are 
crucial, there will be stumbling blocks in seeking 
solutions to better services. Upskilling government 
service providers and bringing robust innovative 
ways in the organization constitute initial steps to 
delighting customers.
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T
he Land Bank of the Philippines (LBP) was 
one of the three agencies recognized by 
the CSC as one of the “Frontline Service 

Champions” and “SEA Hall of Famers” for its 
outstanding performance in anti-red tape 
initiatives in the past eight years. 

The exceptional performance of LBP in ARTA 
can be credited to the bank’s efforts in investing 
on public awareness materials, infrastructure, 
customer service training of its frontline 
employees, and mechanisms for a more efficient 
and faster transaction. These efforts came from 
the management’s seriousness in complying with 
ARTA provisions. Management and budgetary 
support have never been an issue to LBP in ARTA 
implementation.

In the Report Card Survey, a total of 255 LBP 
service offices were subjected to the evaluation 
from 2011 to 2016. The overall passing rate of the 
bank was 99.22%. Majority of the service offices 
(58.82%) obtained a Good rating while one-third 
(34.51%) of the total got an Excellent rating. In 
CSC-SEA, there were 24 LBP service offices that 
received the award from 2013 to 2016.

To understand why LBP’s management and 
employees positively responded to ARTA 
initiatives such as the RCS and CSC-SEA, the 
business sector where the bank belongs should be 
considered. LBP is part of the banking sector and 
it is classified as a specialized government bank 
with universal banking license. It is imperative for 
LBP to continuously improve since the banking 
industry is very competitive. Having service 
standards and complying with them is one of 
LBP’s way to be competitive and attract clients to 

bank with them. If the bank does not exceed or 
even not at par with the industry standards, clients 
always have the option to move to other banks. 

As a government bank, LBP had to comply with 
the requirements of various regulatory bodies in 
the banking sector such as the Bangko Sentral ng 
Pilipinas, Philippine Deposit Insurance Corporation 
and Commission on Audit. Standards on banking 
procedures were included in the requirements 
of these regulatory bodies. This was the reason 
why LBP was very particular in defining service 
standards even before ARTA was implemented. 
When ARTA came, the bank was further motivated 
and fueled to seek for innovations to better 
improve its banking operations.

The foremost lesson learned by LBP in the ARTA 
implementation is giving importance to customer 
satisfaction. Even though the bank was already 
commissioning customer satisfaction survey prior 
to ARTA, the emphasis was just on the conduct 
of an independent audit. The survey results were 
not really making a big impact on policies and 
decision making. When ARTA was implemented, 
the top management of LBP became engaged 
in initiatives that would meet the demands of 
the clients. Feedback from the clients was valued 
because it was a source of inputs to improve the 
processes of the bank. It was the LBP President 
and CEO himself who requested for the conduct of 
RCS in LBP for 2015 and 2016. The value of getting 
the feedback from clients and making use of it was 
fully integrated to LBP’s processes. With this kind 
of outlook to ARTA, it is not surprising that LBP 
received a number of accolades from CSC. Indeed, 
the bank is worthy of the title “Frontline Service 
Champion” and “SEA Hall of Famer.” •
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I
n 2012, GSIS was confronted with several issues such 
as alleged misuse of funds and system loopholes 
in delayed posting of loan payments. Weekly rallies 

were staged by government employee organizations, 
voluminous complaints filed at different channels, 
more than P30 billion in unposted/erroneously posted 
premium and loan payments, 315 agencies suspended 
due to non-remittance of premiums, etc. 

To overcome these challenges GSIS was resolute with 
one end in mind: to regain the trust and confidence of 
its stakeholders. As their goal stated, “One Policy at a 
Time. One Member at a Time. One day at a Time.” GSIS 
implemented a series of reform measures to provide 
responsive service. These reforms were introduced to 
serve its members and pensioners efficiently and protect 
the insurance fund. 

Leading the Change 
The state pension fund first underwent the Report 
Card Survey (RCS) in 2012. The RCS in GSIS covered 51 
branch offices. Overall, GSIS received a “Failed” rating, 
hence, former President and General Manager Robert 
Vergara met with then CSC Chairperson Francisco T. 
Duque III to help improve its services. 

Transaction time was expedited and documentary 
requirements were minimized; Accessibility was 
maximized through the deployment of nearly 1,000 
GSIS Wireless Automated Processing System (GWAPS), 
complemented by over 1,000 ATMs of servicing banks 
for loans and benefits; Online member records available 
anytime and can be viewed anywhere; and, a 24/7 
contact center was established where GSIS concerns can 
be addressed.

ARTA standards were put to heart and institutionalized 
it in all their offices.  EVP Nora Malubay said that the 
ARTA program is very effective because it measures 
the performance of their services and people. GSIS 

executives periodically monitor their branch offices to 
make sure that they are ARTA compliant and ready to 
serve clients efficiently. 

In 2013 to 2015, GSIS started to reap the benefits of 
the reforms they instituted. From 11 branches rated 
“Excellent” in 2013, it has reached 46 branches in 2015 
with “Excellent” rating. In 2014, 24 of its branch offices 
became CSC-SEA awardees, including its main office 
where EVP Nora Malubay is at the forefront of ARTA.

In her interview, EVP Malubay said, “I am here to serve 
the members. Nandito po ako dahil sa kanila. Palagi 
kong sinasabi sa mga tao dito. You are here to serve. 
You are here for the members. Utang na loob ninyo na 
nandito kayo because of them. So give them the best. 
When I talk to the members, I am not talking because 
I am Atty. Nora but I am talking as a GSIS system not 
myself. Whatever I will do, it will reflect GSIS. So I am 
here for you.”

Having bagged the CSC Seal of Excellence multiple 
times, GSIS was cited by the CSC as a Frontline Service 
Vhampion and a Seal of Excellence Hall of Famer 
awardee in 2018. 

GSIS’ compliance to ARTA provisions and its desire 
to satisfy its clients proved to be unceasing since its 
reinvention of system and strategies, and redesigning its 
offices to world class client foyer. Its clients’ continuous 
positive feedback in its branch offices remained 
progressive and clients, delighted. 

“These excellent satisfaction ratings will only drive us 
to work even harder for our members and pensioners 
so we can continue to provide service that is driven by 
President Duterte’s thrusts of malasakit and tunay na 
pagbabago (compassion and real change).” 

- President and General Manager Jesus Clint Aranas 

GSIS: Re-shaping 
the future of public 
servants and their 
families

GSIS PGM Jesus Clint Aranas is joined by 

(from left) SVP Dionisio Ebdane, Jr. for 

VisMin Operations, EVP Nora Malubay, 

and SVP Sally Mate for Luzon Operations.



When Ms. Dariel went to a government agency to 
request for the issuance of a Member Unified ID, 
she was told that ID release would take between 
three to four months. As an alternative, the agency 
issued an Employment Statistics Information. 
She was assured that it will be accepted by the 
Department of Foreign Affairs as a valid ID in the 
renewal of her passport. The DFA however, did not 
honor the Employment Statistics Information. She 
requested the CSC through the Contact Center ng 
Bayan (CCB) to coordinate with DFA in accepting 
her available documents such as TIN ID, marriage 
contract, birth certificate, and the Employment 
Statistics Information. 

CCB immediately endorsed the concern to DFA 
Main Office. She received a letter from DFA-
Lucena directing her to proceed directly to 
Window No. 3 where she will be assisted by a 
frontline supervisor who will receive and evaluate 
her available documents.   

After a week, she called the CCB saying, “Malaking 
tulong po sa akin ang ginawa ninyo. Taos- puso 
po akong nagpapasalamat at alam ko na marami 
pa po kayong matutulungan.”

Citizens seek assistance from state workers to 
facilitate action on applications, transactions or 
requests they have with government. Ideally, they 
should be able to go directly to any government 
office, request assistance and get efficient and 
quality government action. But the actual is far 
from the ideal.

Given the problem with red tape, a mechanism 
through which the public can reach government 
becomes a necessity. 

In 2008, the Civil Service Commission, and 
the then Commission on Information and 
Communications Technology-National Computer 
Center or CICT-NCC (now the Department of 
Information and Communications Technology) 
submitted a concept paper for the establishment 
of the “Call Center ng Bayan” to the Department of 
Budget and Management.

The call center intends to bridge the government 
and the people. It shall be a 24/7 contact center 
to address the concerns of the public. This means 
that the contact center will operate 24 hours 
a day/ seven days a week.  It shall provide the 
means through which the public can air their 
complaints or requests for assistance. 

CCB complies to the provision of ARTA which 
requires government agencies to institute hotline 
numbers, short message service, information 
communication technology and other mechanisms 
and links its public assistance system with 
government-wide citizen’s helpline. It is a program 
meant to enhance public service delivery in 
general and cut red tape in particular. 

The project was pilot-run in 2011 in pre-identified 
priority agencies: the Civil Service Commission 
(CSC), National Computer Center (NCC), Philippine 
Health Insurance Corporation, Bureau of Internal 
Revenue, Department of Health, and the 
Department of Trade and Industry (DTI). An offsite 
facility was opened in 2012, serviced by Pilipinas 
Teleserv and was hosted by the Polytechnic 
University of the Philippines in 2013, until the CSC 
was able to run its onsite facility at the Central 
Office in 2014.   

Contact Center ng Bayan: 

The Citizen’s Direct Line to Quality Service
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CSC Chairperson Francisco T. 

Duque III (middle) was joined by 

DTI Undersecretary for Regional 

Operations Zenaida Cuison-Maglaya 

(rightmost) and ICTO Execuive 

Director Luis Napoleon Casambre 

during the launch of the Contact 

Center ng Bayan in September 2012.

The Contact Center ng Bayan 

at the CSC Central Office in 

Diliman, Quezon City.
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But why is there a need for a unified facility to 
address the citizenry’s concerns? Consider the set-
up then in terms of government helplines before 
CCB: DTI has DTI Direct 751-3330 for consumer 
welfare and trade regulation concerns; BIR has its 
own Contact Center 981-8888 for tax and revenue 
concerns; and CSC has TEXTCSC or 0917-8398272 
and the Public Assistance and Complaints Desk 
Hotline. 

There was no centralized contact point where 
all communications may be routed, logged, 
responded to and ultimately distributed to 
the different government agencies for proper 
handling or resolution and follow through, if 
necessary. There is also no facility where data can 
be collected, processed, analyzed and converted 
into useful information to assist government 
in performance evaluation and in systems 
improvement.

Essentially, the CCB is a single, easy to remember 
hotline, just dial 1-6565 for inquiries, assistance 
and complaints, or for any ARTA concern. It 
provides four (4) access modes for easy access 
of the public: Hotline 16565 (available thru PLDT, 
SMART and Digitel landlines nationwide at P5 plus 
VAT charges per call); SMS 09088816565 (regular 
SMS rates/charges apply), email address email@
contactcenterngbayan.gov.ph and the complaint 
portal available at www.contactcenterngbayan.gov.
ph. 
 
The CCB became the “go to” source of information 
of the public responding to caller’s request for 
general information on services provided by 
government as well as specific information on 
their operations in coordination with the agency 
Bilis-Aksyon Partners, and assist them in accessing 
services by linking them with the service offices 
concerned.

Through the CCB, people have the means to 
report day-to-day concerns such as delays in 

the release of pension, laborious processes in 
renewing licenses, presence of fixers, discourteous 
staff and lengthy procedures. 

When a citizen communicates via voice call, 
SMS, fax, email or the internet, a generalist 
agent from the CCB, who is connected to the 
government’s Knowledge Base, responds to the 
caller. Depending on the caller’s concern, the 
agent processes the request. All conversations are 
recorded and kept in the database for reference.  
Tickets are categorized as simple or general 
queries that can be handled by the agents, and 
complex when the concern has to be elevated 
to agencies. Referred tickets remain active until 
resolved by the agencies. 
 
In monitoring active tickets, agents were required 
to do follow-up calls within five days for updates 
on action taken by the agency. Those that remain 
active/unresolved are included in the bulk-follow-
ups done to agency heads Part of the Standard 
Operating Procedure of the CCB is ensuring that 
referred tickets remain active until resolved by the 
agencies to the client’s satisfaction. 

CCB referrals are addressed to the heads of 
agency in compliance with Section 7 of R.A 9485 
(Accountability of the Heads of Agencies) which 
states that, “The head of office or agency shall 
be primarily responsible for the implementation 
of this Act and shall be held accountable to the 
public in rendering fast, efficient, convenient and 
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reliable service.” It has also spurred institutional 
and individual efficiency as government offices are 
forced to check their responsiveness levels and 
factor in the capability of their people to perform 
their functions. The operations may not employ 
the highest technologies but the process was 
improved through the establishment of tie-up with 
Bilis Aksyon Partners or BAPs. The CSC went with 
the feasible option of strengthening linkages and 
partnerships, and capacitating human resources in 
handling complaints and requests for assistance. 
BAPs counterpart action officers in every agency 
were identified to act on the reports/ referred 
tickets.

CCB data as basis for service 
improvement
Through the feedback generated from the public 
through CCB, government agencies, particularly 
the heads of agencies, are informed of the need 
to improve and/or sustain the delivery of quality 
service. Agency heads are provided with updated 

data on the number of reports elevated, nature 
of the reports, resolution rate and recommended 
course of action. 

Also, the information generated from calls made 
and action on referrals has provided empirical 
basis for gauging the performance of government 
agencies - the quality of service they render 
and their responsiveness to the people’s needs. 
The data gathered by CCB is now among the 
good governance condition in the grant of the 
Performance-Based Bonus or PBB as mandated by 
the Inter-Agency Task Force on the Harmonization 
of National Government Performance Monitoring, 
Information and Reporting Systems, a body 
created by virtue of Administrative Order No. 25. 

The data obtained also served as take-off points 
for studies on government processes and systems 
and possibly correlate these with measures to 
mitigate graft and corruption.  For instance, for 
2014 and 2015, the ten most reported agencies of 
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Table 5. Agencies with most ARTA-related reports. 2012-2016

Rank 2013 2014 2015 2016

1

2

3

4

5

6

7

8

9

10

Land Transportation Office

Social Security System

Government Service Insurance 
System

Bureau of Internal Office

Professional Regulation Board

Land Registration Authority

Home Development Mutual 
Fund

National Statistics Office (PSA)

Philippine Health Insurance 
Corporation

Department of Foreign Affairs

Land Transportation Office

Social Security System

Land Registration Authority

Bureau of Internal Office

Home Development Mutual 
Fund

National Bureau of 
Investigation

Department of Health 
(Hospitals)

Government Service Insurance 
System

Philippine Statistics Authority

Professional Regulation Board

Land Transportation Office 

Social Security System 

Bureau of Internal Revenue

Land Registration Authority 

Home Development Mutual 
Fund 

Department of Foreign Affairs 

Philippine Health Insurance 
Corporation 

National Bureau of 
Investigation

Philippine Statistics Authority

Land Bank of the Philippines 

Social Security System 

Land Transportation Office 

Local Government Units*

Provincial Government 
Offices**

Bureau of Internal Revenue

Department of Foreign Affairs
 

Home Development Mutual 
Fund 

Land Registration Authority 

Government Service Insurance 
System

Philippine National Police



the CCB were subjected to the Report Card Survey 
or RCS.  

CCB data from 2012-2016 as shown in Tale 6 
revealed that the most reported violations of ARTA 
are on slow process, interrupted service delivery 
during noon break and discourtesy of frontline 
service providers.

The CSC was also able to generate a report on the 
top 10 agencies with the most number of ARTA-
related reports based from the data provided by 
the CCB.

As a result of the feedback forwarded by the 
CSC through the CCB, the Social Security System 

and Department of Foreign Affairs—government 
agencies which landed in the top in terms of ARTA 
violations have focused their efforts in addressing 
allegations of slow process, unclear procedures, 
discourtesy, unattended hotline numbers and 
failure of their respective service providers to 
attend to clients during office hours.

Because of the recommendations made using CCB 
data:

• Agencies and service offices especially those 
with the most number of feedback/reports 
subjected their services to time and motion 
studies to identify areas for improvement;

Table 6. Nature of ARTA-related concerns, 2012-2016

Count Percentage

15,446
2,197
2,027

1,460
1,343
792

627

576

504

371
332
324
309
185
140
131
77

19
9

3
26,872

ARTA Concerns

Slow Process
Unclear Procedure/s

Unattended Hotline Number
Discourtesy

Failure to Act on Request
Failure to Attend to Clients during Office Hours

Poor Facility
Extortion

Fixing Activities
Imposition of Additional Cost

Imposition of Additional Requirements
Non Issuance of Official Receipt

No Noon Break

No response to letter

Non observance of queuing systems
Appreciation for  Quality Service
No Special Lane for SC, PW, PWD

No Citizens Charter

Absence of Easy to Read Identification of Frontliner
Bribery

TOTAL

57.48%
8.18%
7.54%
5.43%
5.00%
2.95%
2.33%
2.14%
1.88%
1.38%
1.24%
1.21%
1.15%
0.69%
0.52%
0.49%
0.29%
0.07%
0.03%
0.01%

100.00%
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• They evaluated and instituted improvement 
in their transaction systems and procedures 
and re-engineered the same to reduce 
bureaucratic red tape and processing time; 

• Formed a working group to handle reports 
and efficiency of resolution.

• Ensured efficient use of resources to 
improve management of government 
programs, and better services to the 
people thus earn their trust and encourage 
participation in governance. Better managed 
government programs and improved 
frontline services operations create an 
encouraging business climate that can spur 
economic growth.

The CCB has been recognized during the 13th 
Quill Awards for excellence in customer relations 
via strategies or ongoing programs targeted at 
customer audiences that educate, inform, engage 
or otherwise connect the organization and its 
employees to the customer. 

Information on the existence of the CCB project 
has been widely disseminated through various 
channels. One of which is a regular radio program 
which features success stories of the CCB every 
Wednesday, 2-3:00 pm in Radyo Pilipinas aired in 
91 stations nationwide.  

Another proof of the relevance of the CCB as 
a contributing factor to economic growth and 
poverty reduction through improving governance 
and service delivery mechanisms is its inclusion 
in the country’s commitment to the International 
Open Government Partnership. It was among 
the top three finalists in the OGP Conference in 
2015 as voted by various Philippine civil society 
organizations.

The CSC has showcased CCB as a breakthrough 
program in the ASEAN during the ASEAN-
Republic of Korean Committee Summit attended 
by 11 heads of state in the Asia and the Pacific, 
and Mexico Open Government Conference 
participated by more than 100 countries. The CCB 
was chosen for meeting the criteria on: 

1. Critical importance of deliberately seeking 
customer feedback through technology 
supported means;

2. Urgency of processing and analyzing data 
for pointed decisions aimed at streamlining 
the delivery of public services; and

3. Need to consistently sustain customer 
service excellence especially in public 
service delivery. 

___________________________________  

4 Ranking for the period 01 August 2016 to 03 November 2017
5 Ranking for the period 04 November 2017 to 15 May 2018

Table 7. Agencies with most ARTA-related reports

No. No.August 2016 to November 2017 Ranking4 November  2017 to June 2018 Ranking5

1

2

3

4

5

6

7

8

9

10

Social Security System

Land Transportation Office

Home Development Mutual Fund

Bureau of Internal Revenue

Department of Foreign Affairs

Land Registration Authority

Government Service Insurance System

Philippine National Police

Philippine Statistics Authority

Land Transportation Franchising Regulatory Board

Land Transportation Office

Home Development Mutual Fund

Social Security System

Bureau of Internal Revenue

Land Registration Authority

Philippine Statistics Authority

National Bureau of Investigation 

Department of Foreign Affairs

PhilHealth

Professional Regulation Commission (PRC)

1

2

3

4

5

6

7

8

9

10



CCB tapped to service Hotline 8888
In August 2016, the Office of the President tapped 
the CCB to temporarily handle the 8888 Citizens’ 
Complaints Hotline (or sometimes referred to 
as the President’s Hotline), fulfilling President 
Rodrigo Roa Duterte’s commitment to provide 
a facility to receive corruption complaints and 
problems encountered by the transacting public in 
government offices.

With no less than the President encouraging the 
public to use the facility, the Commission made 
itself ready to accept the deluge of calls and 
expanded the eight hour-weekday operation 
attended by 15 CCB agents to a 24/7 shifting with 
45 agents. The operation of Hotline 8888 gained 
traction as a mechanism that addresses concerns 
of the people.

For the 15-month operation handled by the 
CCB, Hotline 8888 received a total of 2,203,154 
and attended to 213,142 calls or an average 
of 473 calls a day. The rest of the calls were 
either abandoned or responded via interactive 
voice recording (IVR).  Calls are considered as 
abandoned when the caller opts to end the call 
while on queue.

For ARTA-related concerns, the top issues 
reported to Hotline 8888 were: Slow Process, 
15,446 reports (57.48%); Unclear Procedure/s, 
2,197 (8.18%); Unattended Hotline Number, 2,027 
(7.54%); Discourtesy, 1,460 (5.44%); and Failure to 
Act on Request, 1,343 (5%).

The fight against bureaucratic red tape has greatly 
helped the government’s campaign to combat 
graft and corruption. Hotline 8888 through the 
CCB has become the Filipino’s “sumbungan.” 

With citizens strongly engaged in giving feedback 
on government services through calls made to 
Hotline 8888, agencies created their respective 
task forces dedicated to respond to complaints. 
Of 31,000 calls, 27,000 were acted upon, posting 
an 87% resolution rate across all agencies of 
government reported to the Hotline. Government 
offices are now forced to improve their processes 
and facilities for fast, reliable, and courteous 
service.

Since Hotline 8888’s facility has been switched 
on at the Office of the President last 4 November 
2018, the Contact Center ng Bayan remains up and 
running.

CSC Chair Alica dela 

Rosa-Bala (right) and 

Assistant Commissioner 

Ariel G. Ronquillo answer 

questions from the 

media during the first 

day of operation of 

Hotline 8888 which was 

temporarily lodged at 

CSC’s Contact Center 

ng Bayan.



CCB: Bridging the government and 
the citizenry
Since 2012, the Contact Center ng Bayan has 
been the bridge between government and the 
people. Envisioned as a citizen-centric facility, CCB 
provides the means through which the public can 
air their complaints or request for assistance. The 
CCB set-up augurs well as it addressed peninsular 
terrain of the country and concerns on distance, 
ethnicity, gender orientation, age, educational 
attainment as people are not hindered from calling 
government’s attention on a specific matters.  

CCB is used by all sectors such as business and 
industry, the youth and the underprivileged.
It is connected and collaborative with the various 
linkages and partnerships built not only with 
government agencies, but with civil society 
organizations. The collaboration with the Office 

of the President is reflective of the government’s 
trust of the capability of the facility.

CCB has done more than provide citizens a direct 
line to the government. It helped regain citizen’s 
trust. Thru the CCB, the CSC was afforded the 
frontseat in informing agencies of their areas for 
improvement, of encouraging them to institute 
corrective measures, of recommending punitive 
actions when necessary especially in violation of 
the ARTA law and of recognizing or rewarding 
excellent service. 

Clearly, the challenge now is to work harder 
towards sustaining the CCB and making sure that 
its objectives are achieved through stakeholder’s 
collective commitment, dedication and the 
common passion to continuously raise the bar of 
public service excellence.
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Screenshot of the CCB’s ProInsight which displays the status of agents’ availability to take in calls.



 

PART 4: ENGAGING PARTNERS AND STAKEHOLDERS

ONE OF THE highlights of ARTA Program is 
the commitment of agencies and stakeholders 
to reduce red tape and expedite frontline 
transactions in government. The improvements 
in the frontline service delivery could not be 
achieved without their positive response and 
meaningful participation. It should be recognized 
that the gains of ARTA is not to be credited to the 
CSC alone. There has been a number of sectors 
and groups who contributed to the success of the 
Program. This section is about how the agencies 
and stakeholders took on the challenges of ARTA 

and worked with the CSC in striving for excellence 
in public service.

Report Card Survey Partners
When the RCS was started in 2010, the CSC had 
limited manpower to conduct the survey. It was 
only in 2013 that additional hands were hired 
in the CSC Central and ROs for ARTA program 
implementation. Since the CSC’s existing pool of 
employees assigned to ARTA was not enough, 
it was necessary to establish partnerships with 

CSC Chair Alica dela Rosa-Bala and Public Assistance and Information Office Director IV Maria Luisa Salonga-Agamata join 

University of the Philippines President Alfredo E. Pascual in checking the agency booths at the ARTA Caravan hosted by the state 

university in January 25, 2016.



various groups to jointly administer the survey. 
This was in accordance to Rule VII, Section 1 of 
ARTA’s IRR stating, (the CSC) “may tap other 
government agencies, educational institutions 
such as Association of Schools of Public 
Administration, non-government organizations, 
or other concerned individuals or groups and may 
utilize existing government programs, and support 
systems” for the conduct of RCS.

A number of groups responded to the CSC’s need 
for assistance in the initial stage of RCS. In 2011, a 
partnership between CSC and the United Nations 
Development Programme (UNDP) Philippines was 
forged for the conduct of survey in the provinces. 
In the same year, various civil society organizations 
(CSOs) were tapped. In Western Visayas, personnel 
of selected SUCs such as West Visayas State 
University, Capiz State University, Carlos Hilado 
Memorial State College and University of Antique 
helped the CSC RO VI administer the RCS. Two 
batches of training were conducted in the cities of 
Baguio and Davao to orient the volunteers on how 
to properly conduct the RCS. Topics discussed 
in the training included salient features of ARTA 
Law and its IRR, the survey methodology and the 
survey instruments.

For eight years, the survey instruments and manual 
of instructions of RCS were reviewed annually 
by the PSA. The technical notes from this review 
helped the CSC adhere to statistical standards in 
conducting the survey. The Philippine Statistics 
Authority also issued a permit to CSC for the use 
of approved materials. For the computer programs 
used in RCS, a team from the CSC’s Information 
Technology Division (under the Office for Planning 
and Management Information System which 
eventually transferred to the Integrated Records 
Management Office) developed the encoding tool 
and enhanced it periodically, when necessary.

The CSC was subjected to the RCS in 2011, 2013, 
2014 and 2016. The conduct of the survey in 
the last two years was funded by the Philippines 
Australia Human Resource and Organisational 
Development Facility (PAHRODF), an organization 
that supported CSC’s objective to improve 
its frontline service delivery and comply with 
the provisions of the law it was mandated to 
implement. PulseAsia Research Inc. was contracted 
to conduct the survey in the CSC. Said polling 
body had also been consulted regularly by the 
Commission concerning RCS. One of the vital 
contributions of PulseAsia was the crafting of 
extensive survey materials for the 2017 RCS.

The ARTA Caravan visited selected universities to inform and engage students in the drive to improve service delivery.



The CSC had also benefitted from the engagement 
with the USAID Philippines’ Integrity for 
Investments Initiative (i3) which contracted 
a team from the Ateneo de Manila School of 
Government (ASOG) to assess how the RCS was 
implemented. The study started in 2014 and 
aimed to identify what can be further improved 
in doing the survey. The final output of the 
project was a detailed report titled “Enhancing 
the Anti-Red Tape Act Report Card Survey” which 
was released on April 30, 2015. The results and 
recommendations of the study facilitated the 
CSC’s review of the RCS enumeration method, 
monitoring of the ARTA Researchers, and revision 
of the survey instruments. It was the same study 
that enumerated the positive results observed in 
the agencies which were attributable to RCS such 
as physical improvements, reduced red tape, and 
employees’ behavioral change.

Research and Development
The CSC’s joint initiatives with various 
organizations contributed to the expansion of 
ARTA beyond program implementation. One 
of the organizations that assisted CSC in doing 
research and developmental initiatives was UNDP 
through its Developing a Corruption-Intolerant 
Society project implemented from January 2012 
to December 2016. With UNDP’s funding, a team 
from the University of the Philippines National 
College of Public Administration and Governance 
(UP-NCPAG) was contracted to craft the Manual/
Toolkit on Participatory Mechanisms for Citizen’s 
Charter Formulation and Update. The Manual was 
completed in 2013 and was pilot-tested in 2014.

Another UNDP-CSC project was a research on 
frontline service restoration in Yolanda-affected 
areas in 2014. The research documented the post-
disaster efforts of the government agencies to 
restore their frontline services with highlights on 
best practices. It also identified lessons to be used 
in continuity plans of government offices.

In mid-2018, the UNDP and the National 
Economic and Development Authority (NEDA) 
initiated an empirical assessment of ARTA 
Program implementation. Said assessment is 
expected to determine the impact of ARTA to the 
improvement of frontline service delivery and pave 
the way for the crafting of a framework to evaluate 
government programs in the future. It will also 
provide recommendations in the development 
of the RCS tool under RA 11032 or the Ease of 
Doing Business and Efficient Government Service 
Delivery Act of 2018. The CSC has been providing 
assistance to UNDP and NEDA through sharing of 
RCS datasets, reports and technical notes.

Good Governance Initiatives
ARTA’s promotion of integrity, accountability and 
efficiency in public service had been expanded to 
reach and assist more sectors of society through 
collaborations with a number of organizations and 
agencies. One of the organizations that has been 
engaging CSC in its initiatives was the National 
Competitiveness Council (NCC), a public-private 
body tasked with developing strategies to improve 
the country’s business competitiveness. Since 
2013, NCC has been involving the CSC’s ARTA 
Team to the activities of its Ease of Doing Business 
Taskforce and Anti-Corruption Working Group. For 
its Project Repeal: Philippine Red Tape Challenge 
which was launched in March 2016, NCC has been 
working closely with the CSC for a government-
wide regulatory reform to repeal outdated rules 
and reduce the cost of doing business.

The CSC has been a member of the Board of 
Investment’s Investment Promotion Unit Network 
(IPU-NET) since 2007. The Network aims to create 
a business-friendly environment in the Philippines 
by streamlining procedures and establishing 
coordination among the concerned government 
agencies regarding investor and business-related 
issues and concerns. As of 2018, there are more 
than 30 government agencies that are active in 
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IPU-NET. The CSC has been regularly sharing 
and presenting RCS results and CCB data to the 
members of the Network. 

The Department of Budget and Management 
(DBM) also had significant engagement with 
the CSC. The DBM included the ARTA Program 
as one of the country’s commitments for 2015-
2017 in the Open Government Partnership 
(OGP), an international initiative aiming to secure 
commitments from governments to promote 
transparency, empower citizens, fight corruption 
and harness new technologies to strengthen 
governance. The partnership supported the RCS 
and CCB as means of feedback mechanism to 
improve public service delivery. 

Communications and Promotions
The ARTA Program gained momentum because of 
the awareness campaigns jointly conducted by the 
CSC and its partners through traditional and new 
media channels. Bantay.ph, an organization that 
used technology to mobilize citizens especially 
the youth to demand good governance, was the 
CSC’s partner from the civil society. Bantay.ph 
supported the ARTA Program by encouraging the 
youth to observe government frontline services 
and provide their feedback. The organization held 
a number of summits and workshops intended for 
the students to be actively involved in demanding 
accountability from the government. It also 
extended technical assistance to CSC’s ARTA Team 
through workshop on data visualization.
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CSC Chairperson Alicia dela Rosa-Bala and CSC Public Assistance and Information Office Director IV Maria Luisa Salonga-Agamata in 

one of the episodes of Serbisyong Todo-todo aired by Radyo Pilipinas. 



The Philippine Broadcasting Service 
(PBS) has granted the CSC free 
airtime for its weekly radio program 
“Serbisyong Todo-todo” since 2014. 
The program discusses best practices 
on government service, as well as 
inspiring stories of outstanding 
government workers. It has also 
become a venue for CSC to regularly 
promote the different initiatives of 
ARTA to the public. Radyo Pilipinas, the 
flagship AM station of the Philippine 
Broadcast System, has been managing 
the CSC’s radio program.

In the regions, local newspapers 
and radio stations facilitated the 
information campaign of the ARTA 
Program. CSC officials and employees 
were featured and invited to discuss 
ARTA. 

Government agencies were also 
credited for their efforts to promote 
ARTA using various means. The display 
of posters, billboards and brochures 
on ARTA within their office premises 
raised pblic awareness. Some agencies 
disseminated information through their 
websites and social media accounts 
which contributed contributed to the 
public’s appreciation of ARTA.

People from all walks of life availed of the 

services offered during the conduct of ARTA 

Caravan, and enjoyed the photo opportunity. 



In 2015, the very first CSC ARTA Caravan 
conceptualized by the Public Assistance and 
Information Office (PAIO) rolled off as a special 
initiative of the iARTA Program.  With the theme 
#KontraRedTape: Kabataan, Kaakibat sa Mahusay 
na Pamamahala, the campaign aimed to heighten 
public awareness on; (1) The Integrated ARTA 
Program; (2) The Citizen’s Charter; (3) Citizens’ 
rights and responsibilities as clients of public 
service; and (4) Government agencies’ efforts to 
institute excellence in serving the public.

The campaign targeted students in light of 
uplifting and edifying good impression on the 
various government services. The caravan opted 
to start with the students, primarily high school 
to college because of the wide scope of influence 
and roles they play as family members, social 
media users, organization members, future 

government clients, and future government 
employees and public servant leaders. 

In partnership with the United Nations 
Development Programme (UNDP) in developing 
a corruption-intolerant society and enhancing 
civil society engagement in the fight against 
corruption, ARTA Caravan’s pilot activity took 
off in the first quarter of 2016, at the Palma 
Hall, University of the Philippines Diliman on 
January 25-27, followed by Mindanao University 
of Science and Technology (MUST) in Mindanao 
on February 10, and in Leyte Normal University 
(LNU) in Tacloban City on February 14. Students 
from the nearby universities were invited to 
visit the booths and avail of the services offered 
by the participating government agencies and 
departments. 

#KontraRedTape: The ARTA Caravan

CSC Chair Bala joins officials and students of Mindanao University of Science and Technology for the ARTA Caravan leg in Mindanao.



The event was celebrated and attended 
by guests and public servant leaders 
headed by CSC Chairperson Alicia dela 
Rosa-Bala. In her opening remarks, she 
pronounced that, “the fight against red 
tape is a battle we can win”. She posed 
ta challenge to all participants to be 
“active in the process of reducing gaps 
between the actual and ideal quality 
of public service delivery,” adding that 
one step in doing this is by being aware 
of the Citizen’s Charter of government 
agencies. Together with UP officials 
led by President Alfredo E. Pascual, 
and the respective CSC Regional 
Offices’ Director IV, heads of LNU and 
MUST, artists like the University of the 
Philippines’ Kontemporaryong Gamelan 
Pilipino of Kontra-GaPi, dance troupes 
and singing chorale of MUST and LNU 
graced the events through their arts 
and culture presentations.

Bantay.ph6, a non-government 
organization, which constantly engages 
students in their government-related 
endeavours, and a partner of CSC in 
pursuing good governance provided a 
series of talks on good governance and 
good citizenship. UP Diliman Student 
Council also conducted a governance 
forum. The CSC Chairperson shared her 
thoughts and knowledge in governance 
through a segment called “Talastasan 
sa Diliman/LNU/MUST”. 

The CSC together with other 
government agencies that include 
Department of Labor and Employment 
(DOLE), Department of Trade and 
Industry (DTI), Government Service 

___________________________________  

6 https://bantay.ph/ 



Insurance System (GSIS), Pag-IBIG Fund, Land Bank 
of the Philippines (LBP), Land Transportation Office 
(LTO), Philippine Statistics Authority (PSA), Social 
Security System (SSS), Philippine Health Insurance 
Corporation (PHIC), Bureau of Internal Revenue 
(BIR), Department of Foreign Affairs (DFA), 
Commission on Higher Education (CHED),  Land 

Registration Administration (LRA), Professional 
Regulation Commission (PRC), National Bureau of 
Investigation (NBI), and Technical Education and 
Skills Development Authority (TESDA) showcased 
best practices of their frontline services through 
innovative methods and processes.
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Government employee support CSC’s call for good governance through reduced red tape and more efficient service.



The ARTA Caravan’s goal was to display what the 
various agencies can offer to the public and at 
the same time exemplify ease of doing business. 
The following participating agencies brought their 
services closer to the public:

1. Civil Service Commission (CSC) – Inquiry on 
services and distribution of Career Service 
Examination forms

2. Department of Trade and Industry (DTI) 
– Business Name Registration, SME 
counseling;

3. Government Service Insurance System 
(GSIS) – e-services through GWAPS kiosk;

4. Pag-IBIG Fund – Online Membership 
Registration, Verification of Membership 
Savings and Loan Entitlement, Loyalty Card 
application;

5. Philippine Statistics Authority (PSA) – Copy 
of Birth certificate, CENOMAR;

6. Social Security System (SSS) – Issuance 
of SSS number, Online Verification of 
Contributions and Loan Status, Screening 
and Receiving of Loans and Benefit 
Applications, Info Kiosk;

7. Philippine Health Insurance Corporation 
(PhilHealth) – Online Registration, Member 
Data Record (MDR) application and 
inquiries, ID and UMID application, updates 
on membership;

8. Department of Foreign Affairs (DFA) – 
passport appointment system.

In showcasing frontline services the caravan 
included a Best Booth Contest7 among the 
participating agencies. PHIC, Pag-IBIG Fund, and 
LBP were among the agencies which grabbed 
the attention of the public during the three-leg 
caravan. The contest was to foster learning and 
innovation between and among the agencies 
based on compliance to ARTA provisions and how 
they market their respective services. 

Students as the target of the public awareness 
campaign were also engaged and encouraged to 
participate through a series of contests – Poster-
Making, ARTA Logo-Designing, and Audio-Video 
Production. Students from Eulogio Amang 
Rodriguez Institute of Science and Technology 
(EARIST) Manila, St. Paul School of Professional 
Studies Palo, Leyte, and Mindanao University 
of Science and Technology Cagayan de Oro 
City grabbed the first prize in Poster-Making 
Contest in Luzon, Visayas and Mindanao Caravan, 
respectively. The Technological University of the 
Philippines Manila and AMA Computer College 
Tacloban won the ARTA Logo-Designing in 
Luzon and Visayas. The Maritime Academy of the 
Asia and the Pacific (MAAP) Bataan and Leyte 
Normal University grabbed the Best Audio-Video 
Presentations Awards.

___________________________________  

7 Best Booth Awardees : 2016 Luzon Leg- 1st- Philhealth; 2nd place- Pag-IBIG, 3rd Place- DFA;  Visayas Leg 1st- PHIC, 2nd PAG-IBIG 
Fund, 3RD Land Bank of the Philippines; Mindanao Leg: 1st place- Philhealth;  119th Anniversary of Philippine Independence Day 
Best Booth 1st Place- PhilHealth-NCR, 2ND Place- Pag-IBIG, 3rd DOST; 120th Anniversary of Philippine Independence Day Best 
Booth 1st Place Pag-IBIG, 

Ease of Doing Business (EODB) demonstrated 

in the ARTA Caravan
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Many students expressed their appreciation and 
views of the event through their social media posts 
and comments. The #KontraRedTape generated 
several noteworthy remarks like Jam Nagamora’s 
post on her twitter account saying, “Restoring 
back the trust of people to the government.” 
Meanwhile, the official social media platform of 
Leyte Normal University (LNU) @AnLantawan 
quoted how the Chairperson characterized the 
students as allies of the government: “You are our 
eyes, ears, and voice.”9 

Another expressed her joy when she posted, 
“Attended the ARTA Caravan with VisComm 
classmates. Woooo. daming freebies. :> saya 
haha.”10  The event was commended by 
@LiberationTech11. The fast and efficient 
government services offered on the event were 

appreciated too, “can’t believe I was able to 
request a copy of my birth certificate in less than a 
minute.”12 

#KontraRedTape was also one of the featured 
activities during UP Manila’s Job Fair in its 
university activity INDAC2016: “Iba’t-ibang 
Pinagdaraanan, Iisang Patutunguhan” held on 
March 30 to April 1, 2016. In September 2016, 
Project I4J or Integrity for Jobs co-founded by the 
European Union in cooperation with Palawan local 
government, conducted the caravan on September 
26-29, 2016. It was also featured in the Public 
Sector Human Resource Symposium on July 4-6, 
2017 at the Philippine International Convention 
Center, Pasay City as part of the “Dekada na ang 
ARTA” commemoration. 

ARTA made its way to Japan to celebrate the 
program’s ARTA’s 10th year of implementation 
on September 30 to October 1, 2017.13 The 
Filipino Community in Japan, led by the Philippine 
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9 https://twitter.com/AnLantawan 
10 https://twitter.com/_claudyzu
11 https://twitter.com/Liberationtech
12 https://twitter.com/taopopa 

Commission officials open the ARTA Caravan Booth set up during the 2017 Human Resource Symposium at the Philippine 

International Convention Center.



___________________________________

13 http://tokyo.philembassy.net/02events/
philippine-festival-2017-successfully-
celebrated-in-hibiya-park-tokyo/

Festival Organizing Committee (PFOC), 
supported the Philippine Embassy 
and Ministry of Foreign Affairs of 
Japan. The ARTA Caravan in Japan 
was participated by different agencies 
such as SSS, PAG-IBIG, NBI, and LTO, 
Philippine Overseas Labor Office 
(POLO) which offered services to 
almost 80,000 visitors. In 2018 another 
round of ARTA Caravan was held in 
Japan for the Philippine Festival on 
September 8-9, 2018.

The series of ARTA caravans provided 
opportunities for convergence between 
and among government agencies, 
non-government organizations, private 
entities, and the public, reaching a local 
and internationally network. 

As the Chairperson of the CSC 
stated, “To keep up with the gains 
in the implementation of the ARTA 
Program, we have to come up with 
innovative ways to raise the public’s 
consciousness that they are entitled 
to the highest quality of service from 
the government. Banking on the 
positive feedback received during 
the first three legs of the Caravan, we 
have to push this initiative especially 
now that we have Project I4J and the 
City Government of Puerto Princesa 
onboard.”
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Mini ARTA Caravan 
in Tokyo, Japan

September 30 to 
October 1, 2017



 

CELEBRATING MILESTONES THROUGH 

RECOGNIZING “ARTANIZED” AGENCIES
PART 5: 

IN 2017, ARTA marked its tenth year.  CSC 
launched the “Dekada na ang ARTA” Celebration 
and outlined the Dekada Activities involving 
partners and stakeholders in ARTA’s ten years of 
implementation.

Display of the Dekada na ang 
ARTA IEC Materials
To increase awareness among government 
offices and the public on the “Dekada na ang 
ARTA” Celebration, agencies were encouraged 
to display the “Dekada na ang ARTA” streamers. 
The streamer and other materials on ARTA were 

uploaded in the CSC website for easy access. 
“Dekada na ang ARTA” streamers went on display 
in government offices from June 12 to December 
31, 2017.

Dekada na ang ARTA Video
A “Dekada na ang ARTA Milestones” video was 
produced, with CSC Chairperson Alicia dela 
Rosa-Bala giving a special message. The video 
showcased the gains of the ARTA program. It 
was uploaded in the CSC website and official CSC 
Facebook page from April 17 to December 31, 
2017. The video was also sent to CSC regional 



offices as material for ARTA-related events in their 
respective areas.

#MakuhaKaSaARTA Photography 
Contest
The initiative aimed to capture excellent public 
service as well as increase citizen awareness on 
the improvements in government frontline service 
delivery. 
 
PAIO facilitated the acceptance of entries, posting 
of photos in the CSC Facebook page for public 
voting, and thereafter shortlisting the entries for 
the selection/announcement of winners by CSC 
judges. The winners have also been announced on 
September 29, 2017 via the CSC website, official 
CSC Facebook page, and the Contact Center ng 
Bayan (CCB) website.

The winners of the #MakuhaKaSaARTA 
Photography Contest with the theme: “Dekada 
na ang ARTA: Sa Matapat, Mahusay at May 
Malasakit na Serbisyo Publiko, Bayan ang Panalo”, 
was approved by the Commission through CSC 
Resolution No. 1701521 which was promulgated 
on November 20, 2017.

Presentation of Agency Performance
The agency status on ARTA compliance was 
among the points raised in the agency visits of 
Chairperson Bala. On August 9, 2017, the CSC 
Chairperson visited the offices of the Bureau of 

Internal Revenue (BIR), 
Land Transportation 
Office (LTO), and Land 
Registration Authority 
(LRA) to present agency 
performance in terms 
of human resource (HR) 
programs that include 
PRIME-HRM, SPMS, 
number of disciplinary 

and non-disciplinary cases, compliance with R.A. 
No. 9485 or ARTA, and response rate on Citizen’s 
Complaint Hotline 8888 feedback as well as 
Contact Center ng Bayan (CCB) reports. 

ARTA Dekada Celebration
The ARTA Dekada Celebration culminated with the 
conduct of “ARTAnized” on January 22, 2018. 

The event served as a celebration of partnership 
and thanksgiving in observance of the 10th 
anniversary of the Anti- Red Tape Act (ARTA).

CSC recognized local government units with 
highest ratings in the ARTA Report Card Survey 
from 2010-2016: City of Santiago, Tagum City, 
Compostela Valley, Borongan City, Arayat, 



(Top photo) The Government 

Service Insurance System, 

Philippine Health Insurance  

Corporation and Land Bank of the 

Philippines receive the “Frontline 

Service Champions” and “Seal 

of Excellence Award Hall of 

Famers”awards from CSC.

(Bottom photo) Members of the 

Commission Proper sign the 

ARTAnized pledge, a commitment 

to excellent public service.
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1st Place Winner of the #MakuhaKaSaARTA Photography Contest. 

Photo by Denver Alcantara Moreno of Philippine Veterans Affairs Office. (Contract of Service)

Most Facebook Likes Winner of the #MakuhaKaSaARTA Photography Contest.

Photo by Philip Cesar Mayoc Pingaron of Municipal Government of Carmona, Cavite. (Job 

Order)

Iriga City, Mamasapano, 
Maguindanao, Dolores, 
Talipao, Jolo, Sulu, Upi, 
Maguindanao, and Labo.
The Government Service 
Insurance System (GSIS), 
Philippine Health Insurance 
Corporation (PHIC), and 
Landbank of the Philippines 
(LBP) were recognized as 
Frontline Service Champions 
for the agencies’ exceptional 
performance in complying 
with the ARTA provisions 
which enabled them to 
deliver excellent frontline 
service. These agencies were 
also conferred the Seal of 
Excellence Award Hall of 
Famers for earning the most 
number of Seal of Excellence 
Awards from 2010- 2016. 
PHIC received a total of 67 
Seals of Excellence, GSIS 
earned 53 Seals, and LBP, 24 
Seals.

Heads of agencies, ARTA 
partners, and CSC officials 
and focal persons signed 
a pledge to sustain 
government offices’ efforts 
and commitment to the 
public the “ARTA” way.



 

RAISING THE BAR OF GOVERNMENT 

FRONTLINE SERVICES
PART 6: 

IN A STUDY commissioned by USAID-Integrity 
for Investments Initiative (i3), behavioral changes 
of employees, physical improvements in different 
government offices, and reduction in red tape 
were attributed to the implementation of ARTA.

According to the report, behavioral changes 
are observed in government workers because 
knowledge of ARTA kept them on their toes 
and they do their best to comply with posted 
service standards. The Report Card Survey and 

the Contact Center ng Bayan, have provided the 
critical push for agencies to review and improve 
their services, knowing that the CSC is listening 
to actual feedback from citizens. Some agencies 
like the Social Security System (SSS) have included 
ARTA metrics in their internal performance 
management systems, which in turn have become 
the basis for the grant of bonuses and promotion.

One notable ARTA story was received by the CCB 
in the course of handling Hotline 8888. 

Potential entrepreneurs are provided with a service area which is a model in the promotion of ease of doing business and 

facilitating access to services for Micro, Small, and Medium Enterprises (MSMEs). The Department of Trade and Industry’s Negosyo 

Centers are found in strategic areas convenient to clients. 



For almost a year, the retirement claim of 
Ms. Olivia F. Ocalinas has been pending with 
the Social Security System’s (SSS) Iligan City 
Branch. Her son, Kevin shared that they filed 
for the processing of the claim on May 6, 2016, 
submitting all the required documents. However, 
months passed without receiving any update from 
SSS, prompting them to explore other means 
to have their request acted on. He lamented, 
“They can't even provide a specific timeframe on 
the release of the claim. Hindi ba nila maaring 
madaliin ito? Gusto ko malaman kung kailan nila 
ire-release ito sa SSS Iligan.” 

On February 23, 2017, Kevin decided to call 
Hotline 8888. “Gusto ko pong humingi ng tulong 
na makuha ang retirement claim ng nanay ko dahil 
May 2016 pa kami nagpasa ng mga requirements 
sa SSS Iligan City, hanggang ngayon ay wala pa rin 
ito. They need to work on this immediately,” Kevin 
relayed to the CCB agent. After endorsing the 
concern to SSS, a letter dated April 27, 2017 was 
received from Department Manager III, Fernando 
F. Nicolas, of the Member Communications and 
Assistance Department. The letter stated that SSS 
records show that the retirement claim of the 
member was settled on March 31, 2017, and that 
the initial 18 months pension can be withdrawn 
on or after April 20, 2017 from the pensioner's 
designated bank.

The contents of 
the letter-reply of 
SSS was relayed to 
Kevin and on May 3, 
2017, CCB/Hotline 
8888 received this 
message: “I just 
want to say thank 
you sa inyong lahat 
especially sa mga 
nakausap ko for 
handling the SSS 
concern ng mother 
ko. Na-process 

lang talaga siya noong tumawag ako sa inyo. The 
reason of my call is to say thank you. You don’t 
know how happy my mom is for getting her 
retirement benefits. Parang nabunutan ako ng 
tinik kasi I’m having anxiety about it, and finally 
solved na. I’m really thankful sa mga tulong ninyo. 
I hope na galingan pa ninyo. Sorry, lalo na doon 
sa mga nakausap ko, I apologize pagtataas ko ng 
boses."   

SSS announced that the management is looking 
at ways to streamline procedures and reduce the 
number of documentary requirements while at 
the same time preventing fraudulent claims.  SSS’ 
priority is the automation of systems to speed up 
the processing of benefit claims, loans, and other 
member transactions.

RCS findings as basis for the 
improvement of facilities
Results of the ARTA-RCS served as basis for the 
agencies to improve their facilities. For instance 
CCTVs have been added to Land Transportation 
Office which had been the subject of reports of 
fixing. Other physical improvements include clean 
comfort rooms, comfortable waiting areas, and 
bigger office spaces. 



An actual commendation was received on the 
service experienced by Smile Francisco-Caamud as 
she posted this on the CSC’s Facebook page: 

“Hi CSC, this is to let you know about the 
extraordinary service I experienced last July 31 at 
LTO Muntinlupa Extension Office (Tunasan). They 
truly deserve a commendation.

Procedure requires that I personally talk to Chief 
but he was in the regional office. Sir Jeorgeson 
Unlayao from Window 1 profusely apologized 
that we won't be able to complete the process 
same day and got our number instead so he can 
advise us when we can go back. True to his words, 
he updated us when their Chief returned to the 
office. Chief Frederick Ubaldo was responsive and 
efficient. He speaks to everyone with enthusiasm. 
He accommodates everyone and even prepared 
the appropriate affidavit for my concerns himself. 
He is truly a man of service. 

Shout out to Mr. Omar Gaviola too, the person 
right outside Chief Ubaldo's office who has 
been consistent in 
providing updates 
even without me 
following up. 

Keep it up, Team LTO 
Muntinlupa Ext Office! 
I am a fan of the 
quality of service you 
provide. Thank you for 
all that you do! You 
got a winning team 
there. Recognizing 
them and replicating 
their best practices 
would definitely make 
every Juan smile.”

Reduction of red tape
Most important of RCS gains is the reduction 
in red tape in government offices;  the RCS 
paved the way for the review of their frontline 
service delivery, streamlining of documentary 
requirements, and shortening of processing time. 

Another good vibes testament was from Princess 
A. Samiano sharing her experience in getting 
her National Bureau of Investigation clearance 
last June. According to her, “Natuwa ako at ang 
laki na ng ipinagbago ng paraan ng pagbibigay 
serbisyo.Mabilis na ang proseso, maayos ang mga 
empleyado at kumportable ang lugar kung saan 
ako pumila. Ang mga guwardiya ay tumutulong 
din sa pagsasaayos ng proseso. Magagalang sila, 
kalmado, at sila pa ang unang nag-aassist sa mga 
tao. Ang mga empleyado ay pawang nakangiti 
habang inaasikasako ang mga katulad ko. 
Nakakatuwa makipag-transact sa gobyerno kung 
ganito ang sistema.”
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Reduction in fixers within the vicinity of offices was 
also observed because of information materials 
that explicitly state the penalty imposed against 
fixers. 

These improvements are relevant to citizens 
and businesses alike as this ensures that official 
documents and paper needed and requests for 
assistance/services are accessed efficiently. The 
reduction in bureaucratic red tape has an impact 
on the government’s fight against corruption 
especially on the imposition of additional costs in 
transactions.

iARTA has been recognized for prompting 
behavioral change among government workers, 

pushed for physical improvements in service 
offices, and paved for the implementation of 
practical strategies to improve service delivery to 
more drastic innovations such as using technology 
to automatize systems. 

Some have said that it would take a lifetime 
before the government can eliminate red tape 
but significant changes has been noted in the way 
government delivers services to the people. The 
process may be likened to building a structure one 
brick at a time, but in time, iARTA will change the 
kind of public service to puwede na to something 
that is truly remarkable and a delightful experience 
to those who are at the receiving end.
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When the Anti-Red Tape Act of 2007 celebrated its 
10th year of promulgation in 2017, the Philippine 
Government also celebrated its successes. ARTA 
champions from various government agencies 
gathered to celebrate the culmination of ARTA’s 
10th year during the “ARTAnized”: The ARTA 
Dekada Celebration. As the bureaucracy look 
back on ARTA’s ten years, positive changes have 
been established by government offices in the 
delivery of services. For one, the government 
recognized the public’s experiences in transacting 
at the frontline service level. This included slow 
processing of transactions, unclear procedures, 
discourteous employees, failure to attend to 
clients during office hours, and fixing, all because 
of red tape. The government’s recognition of the 
existence of this problem is already a success in 
itself. Due to this, RA No. 9485 was passed into 
law. 

Mandated by law to be the lead implementer 
of RA No. 9485, the CSC was able to establish 
human resource systems and programs to support 
government workers towards frontline service 
delivery excellence. There were over 5,900 service 
offices surveyed by the CSC through the Report 
Card Survey while 170,292 citizens who availed 
of government services were asked about how 
the government is doing in terms of frontline 
service delivery. A total of 280 service offices were 
assisted by the CSC through the Service Delivery 
Excellence Program while 306 service offices were 
awarded with the Citizen’s Satisfaction Center – 
Seal of Excellence Award. Client feedback also 
played a vital role in the implementation of the 
ARTA Law through the Contact Center ng Bayan 
which has received and resolved a total of 334,623 
feedback since its establishment in 2013. These 

Celebrating Gains and Looking Forward 

to Efficient Government Service Delivery 
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President Rodrigo Roa Duterte signs Republic Act No. 11032 or the Ease of Doing Business and Efficient Government Service 

Delivery Act of 2018 on 28 May 2018 at the Ceremonial Hall of Malacañang, witnessed by main proponents in both Houses, 

Senator Miguel Zubiri and Iloilo 4th District Representative Ferjenel Biron. 

efforts became possible because of the initiatives 
of the prime movers of anti-red tape reforms in 
the government. 

While the Philippines has moved forward in terms 
of service delivery, the rest of the world continues 
to move faster. During the 6th Annual Ease of 
Doing Business Summit, Department of Trade 



and Industry (DTI) Secretary Ramon Lopez said,  
“it’s not just about lesser signatories, and lesser 
days but a change in mindset.” Philippine Disaster 
Resilience Foundation Chief Resilience Officer and 
Advisor Guillermo Luz said, “the goal is to move 
ourselves up. We are moving but the rest of the 
world is moving up faster.”

Indeed, the country needs to adopt a new and 
progressive mindset. In response to this need, 
the Philippine government found that it is time to 
celebrate the ARTA’s success, to utilize the lessons 
learned from its implementation, and to finally 
take a huge leap in terms of legislation.
With this, Republic Act No. 11032 or the Ease of 
Doing Business and Efficient Government Service 
Delivery Act of 2018 is passed, amending RA No. 
9485. After undergoing several consultations and 
deliberations in the House of Representatives and 
the Senate, RA No. 11032 was signed into law by 

Presentation of the IRR to the Office of the 

Deputy Executive Secretary last October 10, 

2018 by the IRR Technical Working Group 

from CSC, DTI, DILG, and UP Law Center. 

Present during the presentation were Deputy 

Executive Secretary for General Administration 

McJill Fernandez, Deputy Executive Secretary 

for Legal Affairs Ryan Acosta, and Deputy 

Executive Secretary for Internal Audit Alberto 

Bernardo

President Rodrigo Roa Duterte on May 28, 2018. 

It has been effective since June 17, 2018 while the 
DTI and the CSC, mandated by the law, worked 
hard in the crafting of its Implementing Rules and 
Regulations. The law now covers all government 
offices and agencies including national 
government agencies, local government units, 
government-owned and controlled corporations, 
and other government instrumentalities whether 
located in the Philippines or abroad.
 
During the signing ceremony on May 28, 2018, 
President Duterte gave explicit instructions to 
implement the law within 30 days.
Often described as a “landmark legislation” 
and a “gamechanger”, RA 11032 mandates all 
government agencies to streamline regulatory 
practices through reengineering of systems 
and procedures, conducting regulatory impact 
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The bill on Ease of Doing Business and Efficient Government Service Delivery Act of 2018, which amends Republic 

Act No. 9485 or the Anti-Red Tape Act of 2007 was approved in the bi-cameral conference on February 14, 2018. 

Senator Juan Miguel Zubiri and Representative Fernejel Biron of 4th District, Iloilo chaired the Senate and House 

panels. 
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11
Any person who performs or causes the performance of the following acts shall be 

liable:

a. Refusal to accept request and/or application with complete requirements 

without due cause;

b. Imposition of additional requirements other than those listed in the Citizen’s 

Charter;

c.	 Imposition	of	additional	costs	not	reflected	in	the	Citizen’s	Charter;
d. Failure to give the applicant or requesting party a written notice on the 

disapproval of an application/request;

e. Failure to render government services within the prescribed processing time 

on any application without due cause;

f.	 Failure	 to	attend	 to	applicants	who	are	within	 the	premises	of	 the	office	or	
agency	concerned	prior	to	the	end	of	official	working	hours	and	during	lunch	
break;

g.	 Failure	or	refusal	to	issue	official	receipts;	and
h.	 Fixing	and/or	collusion	with	fixers	in	consideration	of	economic	and/or	other	

gain or advantage.

VIOLATIONS AND PERSONS LIABLE

12 Things
to know about the

EODB EGSD
Act of 2018
(Republic Act no. 11032)

*

1
The Ease of Doing Business and Efficient Government Service Delivery 
(EODB EGSD) Act of 2018	 applies	 to	 all	 government	 offices	 and	 agencies	
including local government units (LGUs), government-owned and/or -controlled 

corporations (GOCCs), and other government instrumentalities, whether located 

in the Philippines or abroad, that provide services covering business and non-

business	related	transactions	as	defined	in	this	Act.

COVERAGE

2
It	aims	to	establish	efficient	service	delivery,	prevent	graft	
and corruption, reduce red tape, and expedite business 

and non-business transactions in government. The Act 

also provides for rules, tools, and mechanisms designed 

to	improve	frontline	service	efficiency	and	ensure	customer	
satisfaction. 

PURPOSE OF EODB EGSD ACT

6
An application or request shall be 

automatically extended if a government 

office	or	agency	fails	to	act	on	it,	until	such	
time a decision or resolution is rendered.

GRANT OF
AUTOMATIC 
EXTENSION

8
The CSC shall maintain an anti-red tape unit in its central and all its regional 

offices,	utilize	Report	Card	Survey	(RCS)	findings	for	purposive	and	integrated	
government-wide	 human	 resource	 systems	 and	 programs	 toward	 efficient	
delivery of government service as contemplated in this Act; and receive, review, 

hear,	and	decide	on	complaints	on	erring	government	employees	and	officials	
and non-compliance with the provisions of the EODB EGSD Act of 2018.

ANTI-RED TAPE UNIT IN THE CSC

9
The	 RCS	 will	 be	 used	 to	 check	 compliance	 of	 all	
government agencies with the law. The RCS will 

be initiated by the Authority, in coordination with the 

CSC, and the Philippine Statistics Authority (PSA).

REPORT CARD SURVEY

5Assigned	 officers	 or	 employees	 shall	 follow	 specific	
processing times for client transactions.

3-7-20 DAY PROCESSING TIME

Applications or requests which 

only require ministerial actions 

or that which present only 

inconsequential issues for 

resolution.

3
DAYS
SIMPLE
TRANSACTION

Requests or applications which 

necessitate evaluation in the 

resolution of complicated issues 

by	 an	 officer	 or	 employee	 of	 a	
government	office.

7
DAYS
COMPLEX
TRANSACTION

Applications or requests 

which require use of technical 

knowledge,	specialized	skills	and/
or training in the processing and/

or evaluation.

20
DAYS
HIGHLY
TECHNICAL
APPLICATION

3
The posted information should have a comprehensive and 

uniform	 checklist	 of	 requirements;	 procedure	 to	 avail	 of	 the	
service; person/s responsible for each step; maximum time 

to complete the process; document/s to be presented by the 

customer, if necessary; amount of fees to be paid, if necessary; 

and	procedure	for	filing	complaints.

THE CITIZEN’S CHARTER

10The administrative jurisdiction on any violation of the provisions of the EODB EGSD 

Act	of	2018	shall	be	vested	either	with	the	CSC	or	the	Office	of	the	Ombudsman.
a.	 First	Offense:	Administrative	liability	with	six	(6)	months	suspension;
b.	 Second	Offense:	Administrative	 liability	 and	 criminal	 liability	 of	 dismissal	

from	 the	 service,	 perpetual	 disqualification	 from	 holding	 public	 office	
and	 forfeiture	of	 retirement	benefits	and	 imprisonment	of	one	 (1)	year	 to	
six	 (6)	 years	with	a	 fine	of	 not	 less	 than	Five	Hundred	Thousand	Pesos	
(P500,000.00) but not more than Two Million Pesos (P2,000,000.00).

ADMINISTRATIVE JURISDICTION 
AND PENALTIES

12
IMPLEMENTING RULES AND 
REGULATIONS
The Authority  with  CSC  and  DTI, and  in  coordination with DICT, DOF, DILG, 

NEDA,	 PSA,	 CDA,	 SEC,	 and	 the	 Office	 of	 the	 Ombudsman,	 and	 the	 Union	
of Local Authorities of the Philippines shall promulgate the necessary rules 

and	 regulations	 within	 ninety	 (90)	 working	 days	 from	 the	 effectivity	 of	 the	 
EODB EGSD Act.

7
THE ANTI-RED 
TAPE AUTHORITY

 Civil Service Commission • Public Assistance and Information Office • Contact Center ng Bayan 1-6565 • www.facebook.com/PhilippineCivilServiceCommission 
*Signed by President Rodrigo Roa Duterte on 28 May 2018, and published on 1 June 2018 in the Philippine Gazette.

4
ZERO CONTACT TRANSACTIONS 

Except during preliminary assessment of the request and evaluation of the 

sufficiency	of	submitted	requirements,	no	government	officer	or	employee	shall	
have any contact with a customer. Examples of which are physical interaction 

and phone conversations.

To ensure the attainment of the objectives of the EODB 

EGSD Act of 2018, there is hereby created the Anti-Red Tape 

Authority,	which	shall	be	organized	within	six	(6)	months	and	
shall	be	attached	to	the	Office	of	the	President.

The Anti-Red Tape Authority, in coordination with the            

Civil Service Commission (CSC) and the Ease of Doing 

Business and Anti-Red Tape Advisory Council, shall conduct 

an information dissemination campaign in all LGUs and 

national government agencies (NGAs) to inform them of the 

EODB EGSD Act amending Republic Act No. 9485 or the 

Anti-Red Tape Act of 2007.



assessment, and repealing of outdated and 
redundant laws and issuances.

Government agencies are likewise mandated to 
set up standards on processing time prescribed by 
RA No. 11032, to utilize government technology 
which is currently being developed by the 
Department of Information and Communications 
Technology, and to work closely with other 
government instrumentalities to ensure 
compliance with the provisions of the law. 

These initiatives must be done in urgency because 
the law also directs all government agencies to 
ensure that the 3-7-20 processing days will be 
followed. Simple transactions must be completed 
within 3 working days, maximum of 7 working 

days for complex transactions, and 20 working 
days for highly-technical applications. Applications 
or requests for license, clearance, permit, or 
authorization which require the approval of 
the local Sangguniang Bayan, Sangguniang 
Panlungsod, or the Sangguniang Panlalawigan 
must be completed within 45 working days.

The CSC continues to play an important role in the 
implementation of RA No. 11032 by establishing 
an Anti-Red Tape Unit in its central and regional 
offices. The CSC shall basically utilize Report 
Card Survey findings to develop human resource 
systems and programs toward efficient delivery of 
government services. Moreover, the CSC shall also 
receive, review, hear and decide on complaints on 
non-compliance with the provisions of the law.
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E VG G Adeq A F E VG G Adeq A F E VG G Adeq A F E VG G Adeq A F E

1 2

2 1 1

3 1 1

4 1 1

5 1 2

6 1 1

7 2

8 2 1 3 1 3 2 2

9 1

10 1 1

11 1 1

12 1 1

Caraga 2

ARMM 2

CAR 1 1

NCR 2 3 2 1

Total 1 8 5 14 4 6 0 0 2 0 0 3 0 2 0 1 0 0 0 0 0 2 0 2 14

SUC

2010

Region

LGU NGA GOCC

Report Card Survey Result Per Region, Per Sector, 2010

Legend:

E       -   Excellent
VG    -   Very Good
G       -  Good
Adeq -  Adequate
A       -  Average
F       -   Failed
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E

1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Region

F E G A F E G A F E G A F E G A F E G A F

2 10 9 3 5 3 1 2 3 1

8 1 2 2 2 2

2 11 4 1 2 6 2 3 3 1

7 12 10 2 5 1 1

1 3 1 12 7 9 2 7 8 1 1 1

2 8 1 6 6 6 1 2 1 1 3 1

1 1 7 11 1 6 5 1 5 1

2 2 1 5 3 1 1 7 4 1 2 2 2 2

2 8 2 2 4 3 2 1 1 1

2 3 8 3 3 4 2 1 2

2 2 1 1 5 6 4 4 2

5 6 4 1 2 4

4 3 1 2 3 2 1

5 4 4 1 1 1

3 4 8 6 2 5 4 2 1

1 8 8 1 14 2 1

2 14 53 90 67 4 53 68 52 3 20 37 14 1 6 7 1 1 0 3 3

LGU NGA LWD SUC

2011

GOCC

Report Card Survey Result Per Region, Per Sector, 2011

Legend:

E       -   Excellent
G       -  Good
A       -  Average
F       -   Failed
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1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Region

F E G A F E G A F E G A F E G A F

1 15 3 3 8 1 4

2 1 6 4 2 2 1 5

7 14 5 5 2 19 6 4

1 20 7 9 3 15 2 19

2 5 1 5 3 2 3

5 10 2 2 3 10 1 8

2 5 5 7 1 8 2 3

2 3 12 5 1 1 10 4

1 14 2 4 4 2 2

3 10 6 2 4 5

3 4 2 3 1 3 3

11 2 1 3 4 3

1 4 1 9 5 2 5

5 1 4 2 6 1

1 13 5 3 9 2

3 28 12 14 23 10 2

3 0 0 2 0 33 176 53 80 17 132 35 70 0 1 0 0

2012

LGU NGA GOCC LWD

Report Card Survey Result Per Region, Per Sector, 2012

Legend:

E       -   Excellent
G       -  Good
A       -  Average
F       -   Failed
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E

1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Region

F E O G A F E O G A F E G A F

9 9 5 4 21 2 2

3 8 1 6 3 12 3

13 7 2 2 15 27 11 7

11 31 3 5 10 3 49 11 14

5 10 1 8 3 26 2 2

11 1 11 1 1 9 28 5 4

3 1 11 1 1 2 1 25 9 8

4 6 2 2 4 17 4 1

1 7 1 1 1 22 4 1

2 1 12 1 5 2 20 3 3

4 1 6 3 2 3 21 4 3

3 1 7 3 2 16 2 2

1 9 4 2 16 6 2

2 1 8 1 25 4 2 2 4

6 5 17 2

2 2 17 2 1 12 2 55 8

0 73 8 158 20 13 95 28 397 77 54 0 2 4 0

2013

GOCC NGA SUC

Report Card Survey Result Per Region, Per Sector, 2013

Legend:

E       -   Excellent
G       -  Good
A       -  Average
F       -   Failed



     Part 7: Annexes     71

E

1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Region

E O G A F E O G A F E

9 13 1 7 25 3

10 6 12 17 1

30 20 2 19 39 5

20 37 2 9 45 11 7

10 15 1 8 21 2 3

17 11 8 28 4 4

6 20 4 1 26 3 4

10 1 15 2 1 23 10 1

4 10 1 2 21 3

3 1 14 2 4 2 23 2 2

5 9 1 6 9 4

5 1 10 1 1 21 7 1

4 10 12 2 3

3 1 7 2 4 8

8 5 4 1 15 4

16 32 16 71 5 6

0 160 4 234 10 4 101 5 400 70 35

2014

GOCC NGA

Report Card Survey Result Per Region, Per Sector, 2014

Legend:

E       -   Excellent
G       -  Good
A       -  Average
F       -   Failed
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E

1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Region

E O G A F E O G A F E O G A F E

8 16 7 1 27

1 14 5 13 17

1 6 40 15 1 17 41 3 1

7 2 5 21 39 3 1 13 51 7

3 16 14 11 22 1

4 3 21 12 12 27 2 2

4 1 1 1 11 14 1 1 3 30 3 2

1 3 13 16 3 30 3 1

1 8 9 4 19 4

2 1 2 9 15 3 26 1

4 2 8 9 1 15 1 1

1 1 10 11 1 27 2

3 1 7 1 6 1 13 1

7 2 2 2 11 1

1 9 5 5 18 1

6 1 11 1 26 1 32 3 24 1 67 2 4

35 5 0 36 4 1 228 4 220 8 2 120 2 441 31 12

GOCC NGALGU 

2015

Report Card Survey Result Per Region, Per Sector, 2015

Legend:

E       -   Excellent
G       -  Good
A       -  Average
F       -   Failed
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E

1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Region

E O G A F E O G A F E O G A F E O G A F

E

1 41 2 3 3 4 15 1 1 1

27 1 17 4 3 2

1 10 3 57 7 15 5 4 10 2 36 4 2 2

2 1 74 3 38 9 1 31 1 7 1 1

1 10 1 26 5 6 1 4 1 15 1 1 2

2 1 34 2 4 2 3 4 15 1 1 11 2

2 31 2 2 6 11 1 1 1

1 10 2 13 2 7 1 2 3 4

1 12 6 4 3 4 1 1

36 4 1 5 2 7 1 1 1

1 4 4 21 4 9 1 1 8 2

1 1 39 7 1 4 1 1 3 1 1

1 19 6 6 1 1 6 2 1 1

8 1 20 4 2 1 1 1 1

8 18 1 1 1 2 1 2

4 10 1 31 2 3 15 17 2 3

12 84 13 486 57 103 35 0 64 1 0 21 2 164 13 13 0 0 25 17 11

LGU SUC

2016

GOCC LWD

Report Card Survey Result Per Region, Per Sector, 2016

Legend:

E       -   Excellent
G       -  Good
A       -  Average
F       -   Failed
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1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Region
E O G A F E O G A F zero 

respond

ent

E O G A F zero 

respon

dent

1 1 2 10 1 1 12 1 4 1

1 1 6 1 6 10 1 1

2 1 7 10 1 2 20 3 5

1 5 2 4 2 1 12 4 3 2 20 5 8 4

2 2 1 8 2 2 9 5 2 1

1 2 10 2 9 4 3 2

1 1 2 10 2 1 7 4 12

4 4 4 3 1 9 2 5

1 1 4 2 1 7 5 3

4 2 11 2 16 2 1

1 1 1 6 1 2 9 1 3

3 2 10 1 1 1 11 6 1

4 3 1 1 5 2 4 1

1 1 1 1 2 1 5 2

3 1 1 5 5 2

3 3 2 1 4 26 1 1 26 13 15

11 1 1 22 7 9 39 2 129 17 12 1 21 0 177 60 71 14

2017

LGU GOCC NGA

Report Card Survey Result Per Region, Per Sector, 2017

Legend:
E       -   Excellent
G       -  Good
A       -  Average
F       -   Failed
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Report Card Survey Results Per Descriptive Rating,
 2010-2017

Descriptive Rating 2010 2011 2012 2013 2014 2015 2016 2017

Excellent

Very Good

Outstanding

Good

Adequate

Acceptable

Failed

**zero respondents

Total

1

10

7

17

4

11

50

22

133

205

137

497

50

309

90

150

599

168

36

557

101

67

929

261

9

634

80

39

1,023

353

6

697

43

15

1,114

140

15

739

88

127

1,109

61

3

328

84

92

15

568

**zero respondents refer to surveyed agencies without transacting clients during the actual conduct of the RCS
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CSC-SEA

2010 2011 2012 2013

GOCC LGU
Sub-
Total

Region
GOCC LGU NGA

Sub-
Total

GOCC NGA
Sub-
Total

GOCC NGA
Sub-
Total

1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Grand Total

2

2

1

1

1

2

1

2

1

9

1

1

1

2

1

2

1

2

11

1

1

1

3

1

1

1

1

3

7

1

1

1

3

2

2

1

1

2

1

1

3

13

1

2

3

1

1

1

9

1

5

1

5

2

1

1

1

1

1

3

22

1

1

5

3

8

3

1

1

2

1

1

1

3

31

7

3

9

6

4

5

2

1

3

1

1

1

43

2

5

5

1

1

6

1

2

1

2

2

3

5

36

9

8

14

7

5

11

3

1

2

4

3

1

2

3

6

79

Legend:

GOCC  - Government Owned and Controlled Corporations
LGU     - Local Government Unit
NGA    - National Government Agency
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Grand 
Total

2014 2015 2016 2017

GOCC NGA
Sub-
Total

GOCC NGA
Sub-
Total

GOCC LGU
Sub-
Total

GOCC NGA
Sub-
Total

5

8

17

7

4

6

4

2

3

1

1

2

4

3

5

9

81

4

4

2

3

1

1

1

2

1

3

3

25

5

12

21

9

7

7

5

2

4

1

3

2

4

4

8

12

106

6

13

4

1

7

1

4

3

2

3

1

1

1

2

5

54

1

1

6

14

4

1

7

1

4

3

2

3

1

1

1

2

5

55

4

2

6

2

1

3

2

4

1

2

9

1

1

1

1

2

1

1

1

3

15

31

61

24

16

34

13

12

8

8

15

7

7

12

14

30

307

Recipients  Per Sector, Per Region, 2010-2017
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Number of Agencies that Passed in

2010 2011 2012 2013

GOCCLGU

Region

1

2

3

4

5

6

7

8

9

10

11

12

Caraga

ARMM

CAR

NCR

Total

Sector Sector Sector Sector

SUCNGA GOCCLGU SUCNGALWD GOCCLGU SUCNGALWD GOCCLGU SUCNGALWD

2

2

2

2

3

2

2

7

1

2

2

2

2

1

32

3

3

2

2

2

2

12

9

17

19

1

10

9

8

10

13

5

11

4

13

7

9

157

3

2

4

17

3

6

3

2

1

6

6

2

4

1

60

1

6

1

4

1

1

14

8

4

10

2

20

12

7

9

6

7

11

1

3

2

8

15

125

1

1

2

4

2

2

9

5

27

20

5

14

11

11

6

6

4

7

7

8

11

33

184

1

1

19

7

26

28

8

17

12

20

16

13

9

13

6

6

19

43

262 0 0

18

11

22

45

16

24

16

12

9

15

14

11

14

3

6

23

259 0

32

21

53

73

39

42

37

27

27

30

30

23

24

38

24

77

597

6

6

Legend:

GOCC  - Government Owned and Controlled Corporations
LGU     - Local Government Unit
NGA    - National Government Agency
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2014 2015 2016 2017

Sector Sector Sector Sector

GOCCLGU SUCNGALWD GOCCLGU SUCNGALWD GOCCLGU SUCNGALWD GOCCLGU SUCNGALWD

0

23

16

52

59

26

28

26

26

14

20

15

17

14

11

13

48

408 0

35

30

63

65

31

40

34

36

27

27

15

29

14

14

24

92

576 0

1

7

7

3

2

3

1

3

2

1

1

1

13

45

24

19

56

63

30

33

26

29

17

24

17

21

14

11

14

62

460 0

24

19

56

63

30

33

26

29

17

24

17

21

14

11

14

62

460 0

44

45

77

80

42

37

33

12

19

40

33

48

26

33

27

44

640

7

4

9

9

5

5

6

2

3

6

2

6

2

2

32

100

15

3

52

33

17

20

12

7

4

10

8

4

8

4

3

200 0

2

2

2

1

13

2

5

2

2

2

2

2

1

2

2

42

1

2

2

7

2

1

1

4

1

5

5

31

12

7

17

19

9

12

14

11

8

13

8

11

8

3

4

31

187 0

14

17

25

27

16

15

11

11

13

20

12

18

7

3

10

39

258 0

ARTA-RCS per Region, 2010-2017
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MC No. 12, s. 2008

MEMORANDUM CIRCULAR

TO : ALL HEADS OF CONSTITUTIONAL BODIES; DEPARTMENTS, BUREAUS AND AGENCIES OF THE 
NATIONAL GOVERNMENT; LOCAL GOVERNMENT UNITS; GOVERNMENT OWNED AND CONTROLLED 
CORPORATIONS WITH ORIGINAL CHARTER; AND STATE UNIVERSITIES AND COLLEGES

SUBJECT : Republic Act No. 9485 and its lmplementing Rules and Regulations

Republic Act No. 9485, otherwise known as "An Act to Improve Efficiency in  the Delivery of Government Service to the Public 
by Reducing Bureaucratic Red Tape, Preventing Graft and Corruption, and Providing Penalties Thereof' or the Anti-Red Tape Act of 
2007, was signed into law by President Gloria Macapagal-Arroyo on June 2, 2007.

Pursuant to Section 16 of the Anti-Red Tape Act of 2007, the Civil Service Commission has promulgated the Implementing Rules 
and Regulations (IRR) of the said Act through CSC Resolution No. 081471 dated July 24, 2008. The IRR was published in the Philippine 
Star on August 21, 2008 and took effect on September 5, 2008. Attached is the IRR (Annex A).

Under the said law, each office or agency is tasked to perform the following within one (1) year from effectivity of the IRR, in 
cooperation with the CSC, the Development Academy of the Philippines, and agency clientele:

1. Identify its frontline services;
2. Undertake reengineering of transactions. This includes limiting the number of signatories to a maximum of five (5) 

signatures, and providing for the period within which applications or requests are acted upon which shall not be longer 
than five (5) working days for simple transactions and ten (10) working days for complex transactions; and

3. Set up service standards to be known as the Citizen's Charter, including forming a task force to prepare said Charter, to be 
presented on a billboard or other prominent announcement at the office handling the processes and services explained 
therein.

Crucial to the crafting of the agency Citizen’s Charter is the identification of the agency’s frontline services. As defined under the 
law, “frontline service” refers to “the process or transaction between clients and government offices or agencies involving applications 
for any privilege, right, permit, reward, license, concession, or for any modification,  renewal  or extension of the enumerated 
applications and/or requests which are acted upon in the ordinary course of business of the office or agency concerned.”

Frontline services include those services (1) with regular face-to-face interaction with the public; (2) which are highly demanded 
or highly needed; (3) which receive the most number of complaints; or (4) which have immediate impact to the public/community.

Pursuant to Section 2 (b) of Rule II, “Citizen’s Charter’’ refers to an official document, a service standard, or a pledge, that 
communicates, in simple terms, information on the services provided by the government to its citizens. It describes the step-by-step 
procedure for availing a particular service, and the guaranteed performance level that clients may expect for that service.

Annex B shows an excerpt from the Citizen’s Charter of a local government unit pertaining to Granting ofNew, and Renewal of 
Existing, Business Permits.

An electronic copy of the IRR is available at www.csc.gov.ph.

Please monitor the CSC website for updates on the Anti-Red  Tape Act.

        (Sgd.) RICARDO L. SALUDO
               Chairman

September 16, 2008
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Re: IMPLEMENTING RULES AND REGULATIONS
 Republic Act No. 9485 (Anti-Red Tape Act of 2007)
x-----------------------------------------------------------------x

RESOLUTION NO. 081471

WHEREAS, Article II, Section 27 of the Constitution provides that the State shall maintain honesty and integrity in the public 
service and shall take positive and effective measures against graft and corruption;

WHEREAS, there is an urgent need to establish an effective system that will eliminate bureaucratic red tape, avert graft and 
corrupt practices and improve the efficiency of delivery of government frontline services;

WHEREAS, in response to the urgent need to eliminate red tape and improve frontline service delivery, the Thirteenth Congress 
enacted on June 2, 2007 Republic Act No, 9485, otherwise known as the “Anti-Red Tape Act of 2007;”

WHEREAS, RA No, 9485 aims to promote transparency in government with regard to the manner of transacting with the public 
by requiring each agency to simplify frontline service procedures, formulate service standards to observe in every transaction and 
make known these standards to the client;

WHEREAS, Section 16 of the same law mandates the Civil Service Commission, in coordination with the Development Academy 
of the Philippines (DAP), the Office of the Ombudsman (O:MB) and the Presidential Anti-Graft Commission (PAGC), to promulgate the 
necessary rules and regulations to implement said Act;

WHEREAS, the CSC together with the DAP, 0MB and PAGC, conducted a series of consultative meetings with various 
stakeholders to gather comments and recommendations as well as to discuss possible issues in the implementation of the “Anti-Red 
Tape Act of 2007;”

NOW THEREFORE, the Commission RESOLYES to adopt the implementing rules and regulations of RA No, 9485, as follows:

RULE I. COVERAGE

SECTION  1.  These Rules shall apply to all government offices and agencies including local government units and 
government-owned or controlled corporations with or without original charter that provide frontline services as defined in the Act. 
Those performing judicial, quasi  judicial and legislative functions are excluded from the coverage of the Act, however, their respective 
frontline services are deemed included.

RULE II. INTERPRETATION

SECTION  1.  These Rules shall be interpreted in the light of the Declaration of Policy found in Section 2 of the Act:

“It is hereby declared the policy of the State to promote integrity, accountability, proper management of public affairs and 
public property as well as to establish effective practices aimed at the prevention of graft and corruption in government. Towards 
this end, the State  shall maintain honesty and responsibility among its public officials and employees, and shall take appropriate 
measures to promote transparency in each office or agency with regard to the manner of transacting with the public, which shall 
encompass a program for the adoption of simplified procedures that will reduce red tape and expedite transactions in government.”

SECTION  2.  Definition of Terms. For purposes of these Rules, the following terms shall mean:
(a) “Action” refers to the written approval or disapproval made by a government office or agency on the application or 

request submitted by a client for processing.
(b) “Citizen’s Charter” refers to an official document, a service standard, or a pledge, that communicates, in simple terms, 

information on the services provided by the government to its citizens. It describes the step-by-step procedure for 
availing a particular service, and the guaranteed performance level that they may expect for that service.
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(c) “Citizen” with reference to the Citizen’s Charter refers to the clients whose interests and values are addressed by 
the Citizen’s Charter and, therefore, includes not only the citizens of the Republic of the Philippines, but also all the 
stakeholders, including but not limited to, users, beneficiaries, other government offices and agencies, and the transacting 
public.

(d) “Complex Transactions” refers to requests or applications submitted by clients of a government office which necessitate 
the use of discretion in the resolution of complicated issues by an officer or employee of said government office, such 
transaction to be determined by the office concerned.

(e) “Fixer” refers to any individual whether or not officially involved in the operation of a government office or agency 
who has access to people working therein and whether or not in collusion with them, facilitates speedy completion of 
transactions for pecuniary gain or any other advantage or consideration.

(f) “Fixing” refers to the act that involves undue facilitation of transactions for pecuniary gain or any other advantage or 
consideration.

(g) “Frontline Service” refers to the process or transaction between clients and government offices or agencies involving 
applications for any privilege, right, permit, reward, license, concession, or for any modification, renewal or extension of 
the enumerated applications and/or requests which are acted upon in the ordinary course of business of the office or 
agency concerned.

(h) “Irrelevant requirements” refers to any document or performance of an act not directly material to the resolution of the 
issues raised in the request or needed in  the  application submitted by the client.

(i) “Officer or Employee” refers to a person employed in a government office or agency required to perform specific duties 
and responsibilities related to the application or request submitted by a client for processing.

(j) “Published Materials” refers to printed, computer-generated, or photocopied materials, and procedural manuals/
flowcharts, made available to the public or uploaded in the official government websites, containing the basic information 
on accessing frontline services.

(k) “Report Card Survey” refers to an evaluation tool that provides a quantitative measure of actual public service user 
perceptions on the quality, efficiency and adequacy of different frontline services, as well as a critical evaluation of the 
office or agency and its personnel. It is an instrument that also solicits user feedback on the performance of public 
services, for the purpose of exacting public accountability and, when necessary, proposing change.

(I). “Simple Transactions” refers to requests or applications which only require ministerial actions on the part of the public 
officer or employee, or that which present only inconsequential issues for resolution by an otficer or employee of said 
government office.

RULE III. RE-ENGINEERING OF SYSTEMS AND PROCEDURES

SECTION  1.  Within one (1) year from effectivity of the Rules, each office or agency shall:
a) Determine which processes or transactions constitute frontline service;
b) Undertake reengineering of transaction systems and procedures, including time and motion studies, if necessary; and 

after compliance thereof,
c) Set up their respective service standards to be known as the Citizen’s Charter.

SECTION  2.  The reengineering process shall include a review for the purposes  of streamlining of the following:
a) Steps in providing the service;   d)      Processing time; and
b) Forms used;     e)      Fees and charges.
c) Requirements;

There shall also be a review of the location of the offices providing frontline services and directional signs to facilitate transactions.

SECTION  3.  In the evaluation of official forms, government offices and agencies rendering frontline services shall limit the 
number of signatories to a maximum of five (5) signatures of officers or employees directly supervising the evaluation, approval or 
disapproval of the request, application, or transaction.

The head of government office or agency shall prescribe, through an appropriate office order, the rules on the proper authority 
to sign in the absence of the regular signatory, as follows:
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(1) If there is only one official next in rank, he/she shall automatically be the signatory;
(2) If there are two or more officials next in rank, the appropriate office order shall prescribe the order of priority among the 

officials next in rank within the same organizational unit; or
(3) If there is no official next in rank present and available, the head of the department, office or agency shall designate an 

officer-in-charge from among those next lower in rank in the same organizational unit.

RULE IV. CITIZEN’S CHARTER

SECTION  1.  The Citizen’s Charter shall include the following information:
(a) Vision and mission of the government office or agency;
(b) Identification of the frontline services offered, and the clientele;
(c) The step-by-step procedure to obtain a particular service;
(d) The officer or employee responsible for each step;
(e) The maximum time to conclude the process;
(f) Document/s to be presented by the client, with a clear indication of the relevancy of said document/s; 
(g) The amount of fees, if necessary;
(h) The procedure for filing complaints in relation to requests and applications, including the names and contact details of 

the officials/channels to approach for redress;
(i) Allowable period for extension due to unusual circumstances; i.e. unforeseen events beyond the control of concerned 

government office or agency; and
(j) Feedback mechanisms, contact numbers to call and/or persons to approach for recommendations, inquiries, suggestions, 

as well as complaints.

SECTION  2.  The Citizen’s Charter shall be in the form of information billboards which should  be posted at the main 
entrance of offices or at the most conspicuous place, and in the form of published materials written either in English, Filipino, or in 
the local dialect.

SECTION  3.  The head of office or agency shall constitute a task force to prepare a Citizen’s Charter pursuant to the 
provisions of the Act and these Rules, taking into consideration the stakeholders, users and beneficiaries of the frontline services, and 
shall conduct consultative formulation and refinement of the provisions of the Charter.

The participation of non-government organizations and other concerned groups shall be encouraged. The head of office or 
agency shall formally issue and release the Charter and shall monitor and periodically review its implementation.

Offices and agencies with existing service standards shall evaluate these standards to ensure compliance with the provisions 
of this Rule.

SECTION  4.  The office or agency shall review the Citizen’s Charter whenever necessary,  but  not less than once every two 
years.

SECTION  5.  The assistance of the Civil Service Commission and the Development Academy of the Philippines may be 
requested for purposes of complying with Rules III and IV.

SECTION  6.  The activities in Rules III and IV shall be monitored by the Civil Service Commission through its Regional Offices 
and Field Offices for re-evaluation and benchmarking.

RULE V. ACCOUNTABILITY OF HEADS OF OFFICES AND AGENCIES

SECTION  1.  The head of the office or agency shall be primarily responsible for the implementation of these Rules and 
shall be held accountable to the public in rendering fast, efficient, convenient and reliable service. All transactions and processes are 
deemed to have been made with the permission or clearance from the highest authority having jurisdiction over the government 
office or agency concerned. In case of failure to comply with these  Rules, appropriate charges may be filed against the head of office 
or agency under existing  law and rules, before the appropriate forum.



84     Part 7: Annexes

RULE VI. ACCESSING FRONTLINE SERVICES

SECTION 1.  All offices and agencies are enjoined to undertake on a continuing basis programs  to promote customer 
satisfaction and improve service delivery, and other similar activities for officers and employees in frontline services.

SECTION  2.  Acceptance and Denial of the Applications and Requests.
(1) All officers or employees shall accept written applications, requests, and/or documents being submitted by clients of the 

office or agency.

(2) The responsible officer or employee shall acknowledge receipt of such application and/or request by writing or printing 
clearly thereon his/her name, the unit where he/she is connected with, and the time and date of receipt.

(3) The receiving officer or employee shall perform a preliminary assessment of the request so as to promote a more expeditious 
action on requests, and shall determine through a cursory evaluation the sufficiency, of submitted requirements for a 
request or application, taking into consideration the determined response time for the transaction.

(4) All applications and/or requests in frontline services shall be acted upon within the period prescribed under the Citizen’s 
Charter, which in no case shall be longer than five (5) working days in the case of simple transactions and ten (10) working 
days in the case of complex transactions from the time the request or application was received.

(5) Depending on the nature of the frontline services requested or the mandate of the office or agency under unusual 
circumstances, the maximum time prescribed above may be extended. For the extension due to the nature of frontline 
services, the period for the delivery of frontline services shall be indicated in the Citizen’s Charter, which shall not be more 
than five (5) working days for simple transactions, and not more than ten (10) working days for complex transactions. The 
office or agency concerned shall notify the requesting party in writing of the reason for the extension and the final date 
of release of the frontline service/s required.

 In case the applicant disagrees, he/she may resort to the grievance or complaint mechanisms prescribed in the Citizen’s 
Charter.

(6) No application or request shall be returned to_ the client without appropriate action. In case an application or request is 
disapproved the officer or  employee  who  rendered  the  decision  shall send a formal notice to the client within five (5) 
working days from  the  receipt  of the  request and/or application, stating therein the reason for the disapproval including 
a list of specific requirement/s which the client failed to submit.

 Any denial of request for access to government service shall be fully explained in writing, stating the name of the person 
making the denial and the grounds upon which such denial is based. Any denial of request is deemed to have been made 
with the permission or clearance from the highest cuthority having jurisdiction over the government office or agency 
concerned.

(7) This Section shall also apply to government offices or agencies which allow computer-)Jased access to frontline services.

SECTION  3.  Working Schedule. - Heads of offices and agencies which render frontline services shall adopt appropriate 
working schedules to ensure that all clients who are within their premises prior to the end of official working hours are attended to 
and served even during lunch break and after regular working hours. Offices and agencies may consider  providing  frontline services  
as early as seven (7) in the morning until as late as seven (7) in the evening to adequately attend to clients. The frontline services must 
at all times be complemented with adequate staff by adopting mechanisms such as rotation system among office personnel, sliding 
flexi-time, reliever system especially in peak times of the transaction, or  providing  skeletal  personnel  during  lunch  and snack time.

To ensure the uninterrupted delivery of frontline services, the  heads  of  offices  and agencies shall adopt the appropriate 
mechanisms within six (6)  months  from the  effectivity  of these rules.

SECTION  4.  Identification Card. - All officers or employees transacting with the public shall be provided with an official 
identification card which should be worn during office hours. The information on the identification card should be easy to read, such 
that the officials and employees concerned can be identified by the clients. For certain agencies where an identification card is not 
provided, the officers and employees must wear nameplates or other means of identification.
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SECTION  5.  Public Assistance Desk. - Each office or agency shall establish a public assistance/complaints desk in all their 
offices, where an officer or employee knowledgeable on frontline services shall at all times be available for consultation and advice. 
The desk shall be attended to even during breaktime.

The office or agency shall institute hotline numbers, short message service, information communication technology, or other 
mechanisms by which the clients  may  adequately  express their complaints, comments or suggestions. It may  also  institute  one-
stop  shops  or  walk-in service counters. Special lanes may be established for pregnant women, senior  citizens,  and  persons with 
disabilities.

SECTION  6.  Automatic Extension of Licenses, Permits, and Authorities.  -  If  a  government office or agency fails to 
act on an application and/or request for renewal of a license, permit or authority subject for renewal within the prescribed period, 
said permit, license or authority shall automatically be extended until a decision or resolution is  rendered  on  the  application  for 
renewal. In this instance, the applicant shall be informed prior to the expiration of the  original period that more time is required to 
evaluate the application or request.

No automatic extension or renewal shall apply to an expired permit,  license,  or authority. No automatic extension or renewal 
shall also apply when the permit, license or authority covers activities which pose danger to public health, public safety, public morals 
or to public policy including, but not limited to, natural resource extraction activities.

RULE VII. REPORT CARD SURVEY

SECTION  1.  The Civil Service Commission, in coordination with the Development Academy of the Philippines, shall conduct 
a survey to obtain feedback on existence and effectiveness of, as well• as compliance with the Citizen’s Charter, and how the office 
or agency is  performing insofar as frontline services are concerned. The survey shall also be used to obtain information and/
or estimates of hidden costs incurred by clients to access frontline services which may include, but is not limited to, bribes and 
payment to fixers. The Civil Service Commission may tap other government agencies, educational institutions such as Association of 
Schools of Public Administration, non-government organizations, or other concerned individuals or groups  and may utilize existing 
government programs, and support systems.

The evaluation tool may be linked with the program of the Civil Service Commission to:
(1) provide critical evaluation of the office or agency, and its personnel; (2) check clients satisfaction, operational efficiency 

and areas vulnerable to corruption; (3) highlight best practices; (4) provide incentives for excellent service delivery; and (5) 
give recommendations for improvement in problem areas and inefficiencies in frontline services.

The Civil Service Commission shall publicize the results in an annual report card survey and furnish the government agency 
concerned the result of the survey assessment, evaluation and/or observations. Such assessment, evaluation and/or observations shall 
also be incorporated in the agency’s annual report and shall be considered in the improvement, revision, modification, enhancement, 
or amendment of its Citizen’s Charter and/or frontline services.

The Report Card Survey may include the following: (1) the service provider - personal disposition of the employee providing the 
servke sought of; (2) the quality of service - how the service was provided to the client; and (3) the physical working condition - how 
the physical setup/lay-out of the office affects the performance, efficiency, and accessibility of the service provided.

RULE VIII. DISCIPLINARY ACTION

SECTION  1.  After compliance with the substantive and procedural due process, the following shall constitute violations of 
the Act and its Rules together with their corresponding penalties.

(a) Light Offense - (1) Refusal to accept application and/or request within the prescribed period or any document being 
submitted by a client;

(2) Failure to act on an application and/or request or failure to refer back to the client a request which cannot be acted upon 
due to lack of requirement/s within the prescribed period;

(3) Failure to attend to clients who are within the premises of the office or agency concerned prior to the end of official 
working hours and during lunch break;
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(4) Failure to render frontline services within the prescribed period on an application and/or request without due cause;
(5) Failure to give the client a written notice on the disapproval of an application or request; and
(6) Imposition of additional irrelevant requirements other than those listed in the first notice under Rule VI, Section 1 (6).

The term “prescribed period” shall refer to the period specified under the Citizen’s Charter, or in the absence thereof, the period 
provided for under Rule VI, Section 1 (4) hereof.

Penalties for light offenses shall be as follows:

First  Offense  - Thirty (30) days suspension without pay and mandatory attendance in Values Orientation Program;

The Civil Service Commission and the Office of the Ombudsman shall promulgate a Values Orientation Program which shall 
include anti-red tape and anti-fixing workshops suitable for this purpose.

Second Offense - Three months suspension without pay; and

Third Offense - Dismissal and perpetual disqualification from public service.

(b) Grave Offense - Fixing and/or collusion with fixers in consideration of economic and/or other gain or advantage.

Penalty - Dismissal and perpetual disqualification from public service.

SECTION  2.  The finding of administrative liability under the Act and its Rules shall not be a bar to the filing or criminal, civil 
or other related charges under existing laws arising from the same act or omission as herein enumerated.

SECTION  3.  Criminal Liability  for Fixers. -  Fixers  shall suffer the penalty  of imprisonment not exceeding six years or a 
fine of not less than Twenty thousand pesos (P20,000.00) but not more than Two hundred thousand pesos (P200,000.00) or both fine 
and imprisonment at the discretion of the court.

SECTION  4.  Administrative Jurisdiction and Procedure. - The Civil Service  Commission (CSC) and the Office of the 
Ombudsman shall have administrative jurisdiction over non  presidential appointees, while the Office of the Ombudsman and the 
Presidential Anti-Graft Commission (PAGC) shall have administrative jurisdiction over presidential appointees. Their respective 
procedures as determined by appropriate laws, rules and issuances shall be ob erved regarding any violation of the provisions of 
these Rules.

RULE IX. IMMUNITY

SECTION  1.  Any public official or employee or any person having been charged with another under the Act and who 
voluntarily gives information pertaining to an investigation or who willingly testifies therefor, shall be exempt from prosecution in 
the easels where his/her information and testimony are given.

SECTION  2.  The discharge of co-respondent/accused to be a witness may be granted and directed by the investigating 
body or court upon the application or petition of any of the respondent/accused-informant and before the termination of the 
investigation: Provided, That:

(a) There is absolute necessity for the testimony of the respondent/accused-informant whose discharge is requested;
(b) There is no other direct evidence available for the proper prosecution of the offense committed, except the testimony of 

said respondent/accused-informant;
(c) The  testimony of said respondent/accused-informant can be substantially corroborated in its material points;
(d) The respondent/accused-informant has not been previously convicted of a crime involving moral turpitude; and
(e) Said respondent/accused-informant does not appear to be the most guilty.
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Evidence adduced in support of the discharge shall automatically form part of the records of the investigation. Should the 
investigating body or court deny the motion or request for discharge as a witness, his/her sworn statement shall be inadmissible as 
evidence.

SECTION  3.  If the respondent-informant granted immunity fails or refuses to testify or to cdntinue to testify, or testifies 
falsely or evasively, or violates any condition accompanying such immunity without just caus , as determined by the office or agency 
concerned, his/her immunity shall be cancelled and he/she shall be prosecuted criminally and/or administratively.

RULE X. FINAL PROVISIONS

SECTION  1.  The activities embodied in these Rules shall be charged to the office or agency’s regular budget.

SECTION  2.  An oversight committee composed of the Civil Service Commission, as head, and the Office of the Ombudsman, 
the Presidential Anti-Graft Commission, and the Development Academy of the Philippines, as members, shall ensure the immediate, 
swift and effective implementation of the Act and its Rules.

SECTION 3.  These Rules may be amended or modified as necessary.

SECTION  4.  If any provision of these Rules shall be declared invalid or unconstitutional, such declaration shall not affect 
the validity of the remaining provisions.

SECTION  5.  These Rules shall take effect fifteen (15) days following its publication in a newspaper of general circulation.

Quezon City, JUL 2 4 2008
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