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Overview:

The Department of Finance (DOF) is the government’s steward of sound fiscal policy. It
formulates revenue policies that ensure funding of critical government programs,
promote welfare among our people, accelerate economic recovery, and lay the
foundation for a stable economy.

The DOF envisions that the effective and efficient pursuit of its critical mandate—revenue
generation, resource mobilization, debt management, and financial market
development—shall provide the solid groundwork for building a stronger economy.

The establishment of the DOF on 24 April 1897 by the Philippine Revolutionary
Government predates that of the Philippine Republic. Since then, the DOF has undergone
various structural and functional overhauls and has remained a key department under
the national government.

As an oversight agency, the DOF see to that its Client/Customer Satisfaction Survey (CCSS)
complies with the following:

a. Republic Act No. 11032 otherwise known as the “Ease of Doing Business and Efficient
Government Service Delivery Act of 2018” and its IRR;

b. Clause 9.1.2 of the ISO 9001:2015 Quality Management System (QMS) states, "The
organization shall monitor customers' perceptions of the degree to which their needs
and expectations have been fulfilled. The organization shall determine the methods for
obtaining, monitoring, and reviewing this information.”; and

c. DOF Department Order No. 019.2024, “Institutionalization of the DOF Feedback
Mechanism”

Il. Scope:

The DOF conducted surveys throughout the year from January to December 2024.

The respondents are the internal and external customers, clients, claimants, and
representatives from private and public offices transacting with the services identified in
the DOF Citizen’s Charter 2024, 6! Edition.

These respondents represent clients from the ten (10) offices/divisions that have
documented processes in the DOF Citizen’s Charter:

Table 1: SERVICES ENROLLED IN THE CITIZEN’S CHARTER (2025 1*t Edition)

1. Corporate Sector and Strategic Infrastructure Group (CSSIG) formerly Corporate
Affairs and Strategic Infrastructure Group (CASIG)

(a) | Granting of Approval on Government-Owned and Controlled Corporation (GOCC)
Requests to Open or Maintain an Account with Banks Other than the Authorized
Government Depository Banks

2. International Finance Operations Office (IFOO)
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Table 1: SERVICES ENROLLED IN THE CITIZEN’S CHARTER (2025 1° Edition)

(b) [ Provision of Technical Guidance on Foreign Funded Project

3. International Finance Policy Office (IFPO)

(c) | Provision of Technical Guidance (Position, Comments, Inputs, Recommendation)
on Finance -Related Concerns

4. Central Administration Office - Central Records Management Division (CAO-CRMD)

(d) | Borrowing Records

(e) | Issuance of Certified Copy and Photocopy of Current Records

(f) Issuance of Certified Copy and Photocopy of Non- Current records

5. Central Administration Office — General Services Division (CAO-GSD)

(g) | Collection of Payment and Issuance of Official Receipt

(h Issuance of Job Request Form

(i) Request for Vehicle Reservation through Vehicle Reservation System (VRS)

6. Central Administration Office - Human Resource Management and Development
Division (CAO-HRMDD)

(j) Issuance of Travel Authority (Personal Travel)

(k) | Issuance of Travel Authority and Endorsement to DFA/OP

7. Central Administration Office — Procurement Management Division (CAO-PMD)

) Procurement of Goods through Competitive Bidding

8. Central Financial Management Office (CFMO), specifically the Accounting Division
through the Cash Unit of the CAO-General Services Division

—_—

m) | Issuance of Tax Certificates on Tax Deducted from Suppliers and Remitted to BIR.

—_—

n) | Actual Inspection of Delivered Items

w0

. Central Management Information Office (CMIO)

(o Request for User Account Management Service

(p) | Request for Back-up and Recovery

(q) | Request for Equipment Management

(r) Request for Database Administration Service

(s) | Request for Information and Communication Technologies (ICT) Assistance for
Meetings/Events

(t) | Request for Network Connectivity

(u) | Request for ICT Projects

10. Revenue Generation and Local Finance Group (RGLFG)

(v) | Appeal of Denial of Accreditation and Registration as Tax Agents/Practitioners with
Respect to Their Tax Practice and Representation under Section 6(G) of the
National Internal Revenue (NIR)

(w) | Petition for Reconsideration of Suspension/Cancellation of Accreditation and
Registration as Tax Agents/Practitioners with Respect to Their Tax Practice and
Representation under Section 6(G) of the National Internal Revenue Code (NIRC)

(x) | Review of Rulings of Commissioner of Internal Revenue

(y) | Automatic Review of Actions of the Commissioner of Customs
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Table 1: SERVICES ENROLLED IN THE CITIZEN’S CHARTER (2025 1** Edition)

(z) | Provision of technical Guidance (Position, Comments, Inputs, and
Recommendations) on Tax and Customs Policy Administration matters
(Government to Government (G2G))

(aa) | Provision of technical Guidance (Position, Comments, Inputs, and
Recommendations) on Tax and Customs Policy Administration matters
(Government to Client (G2C))

11. Revenue Office (RO) which includes Customs and Tariff Division (RO-CTD), Internal
Revenue Division (RO-IRD), and RO-Mabuhay Lane

(bb) i Granting of Tax Exemption on Importations

The survey utilized the standard Citizen/Client Satisfaction Survey (CCSS) Form, based on
Department Order No. 019-2024, titled "Institutionalization of the DOF Feedback
Mechanism," dated 28 February 2024, aligned with ARTA Memorandum Circular No.
2022-05, and subsequently with ARTA Memorandum Circular No. 2023-05.

The CCSS, particularly the DOF Department Order 019-2024, captures the total client
experience, demographic questions, three (3) Citizen’s Charter questions, and eight (8)
questions related to the following Service Quality Dimensions (SQD):

a. SQD 0. Overall Customer Experience - | am satisfied with the service that | availed.

b. SQD 1. Responsiveness — | spent a reasonable amount of time on my transaction.

c. SQD 2. Reliability — The office followed the transaction’s requirements and steps
based on the information provided.

d. SQD 3. Access and Facilities — The steps (including payment) | needed to do for my
transaction were easy and simple.

e. SQD 4. Communication — | easily found information about my transaction from the
office or its website.

f. SQD 5. Costs — | paid a reasonable amount of fees for my transaction. (If service was
free, mark the ‘N/A’ column

g. SQD 6. Integrity — | feel the office was fair to everyone, or “walang palakasan”, during
my transaction.

h. SQD 7. Assurance — | was treated courteously by the staff, and (if asked for help) the
staff was helpful.

i. SQD 8. Outcome — | got what | needed from the government office, or (if denied)
denial of request was sufficiently explained to me.

The services DOF surveyed are the following:

TABLE 2: TOTAL NUMBER OF RESPONSES VERSUS TOTAL TRANSACTIONS

Total
EXTERNAL SERVICES Responses Fiaasasttees
Granting of Tax Exemption on Importations 8,399 26,054
Provision of Technical Guidance on Foreign Funded Project 33 55
Provision of Technical Guidance (Position, Comments, 54 107
Inputs, Recommendation) on Finance -Related Concerns
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Granting of Approval on Government-Owned and
Controlled Corporation (GOCC) Requests to Open or

Maintain an Account with Banks Other than the ¢ .
Authorized Government Depository Banks
Appeal of Denial of Accreditation and Registration as Tax
Agents/Practitioners with Respect to Their Tax Practice 0 0
and Representation under Section 6(G) of the National
Internal Revenue (NIR)
Petition for Reconsideration of Suspension/Cancellation of
Accreditation and Registration as Tax Agents/Practitioners
with Respect to their Tax Practice and Representation 0 0
under Section 6(G) of the National Internal Revenue Code
(NIRC)
Review of Rulings of Commissioner of Internal Revenue 0 12
Automatic Review of Actions of the Commissioner of 0 4
Customs
Provision of Technical Guidance (Position, Comments,
Inputs, and Recommendations) on Tax and Customs Policy 0 .
Administration matters (Government to Government
(G2G))
Provision of Technical Guidance (Position, Comments,
Inputs, and Recommendations) on Tax and Customs Policy 0 0
Administration matters (Government to Client (G2C))
EXTERNAL/INTERNAL SERVICES Responses TOta|.
Transaction

Borrowing Records 7 282
Issuance of Certified Copy and Photocopy of Current 591 777
Records
Issuance of Certified Copy and Photocopy of Non- Current
records 29 146
Collection of Payment and Issuance of Official Receipt 104 367
Issuance of Travel Authority (Personal Travel) 12 187
Issuance of Travel Authority and Endorsement to DFA/OP 35 681
Procurement of Goods through Competitive Bidding 15 15
Issuance of Tax Certificates on Tax Deducted from

; . 405 592
Suppliers and Remitted to BIR
INTERNAL SERVICES Respanses Total.

Transaction

Issuance of Job Request Form 0 45
Request for Vehicle Reservation through Vehicle 443 1,075
Reservation System (VRS)
Actual Inspection of Delivered Items 185 205
Request for User Account Management Service 78 483
Request for Back-up and Recovery 11 55
Request for Equipment Management 501 1,932
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Request for Database Administration Service 17 54
Request for Information and Communication Technologies
. ! 81 282
(ICT) Assistance for Meetings/Events
Request for Network Connectivity 20 126
Request for ICT Projects 0 1
OVERALL TOTAL 11,016 33,544

In aggregate, 11,016 clients were able to answer the survey, among the population of
33,544. This resulted in a 32.84% response rate for 2024.

One of the offices that have no feedback for its services for 2024 is from the ROG. The
ROG is responsible for reviewing and drafting recommendations to the Secretary.
Requests for review of BIR and BOC Rulings, and the subsequent issuance of responses in
the form of DOF Opinions, are processed through the Records Section of the Office of the
Secretary. Respectively, all outputs involving technical guidance are subject to the
clearance of the Office of the Secretary and are officially released by its Records Section.

To preserve the anonymity and independence of the opinions, personnel involved in
drafting such documents are generally not permitted to engage directly with clients. As a
result, it is difficult to closely monitor feedback facilitation, particularly when the opinion
rendered is unfavorable to the requesting party. This challenge is further compounded by
the procedural requirement that reviews and issuances of opinions must be completed
within forty (40) working days, owing to the rigorous technical evaluations involved.

Ill. Methodology, Rating Scale and Scoring System

For in-person clients, surveys were distributed and retrieved by the DOF CART focal person
or designated employee instantly from the feedback box at the end of the day to
immediately address relevant concerns. Survey forms and collection boxes were also

accessible at the frontline window. For virtual clients, an email containing the electronic
survey form or Google Form link was dispatched promptly post-transaction and/or along

with the requested document.

For the 8 SQD questions, with SQD 0 (Overall Customer Experience), were scored using
the 5-point Likert Scale.

TABLE 3: 5-POINT LIKERT SCALE
Scale Rating
5 Strong Agree
4 Agree
3 Neither Agree nor Disagree
2 Disagree
1 Strongly Disagree
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The Overall score for each SQD is computed based on the following formula as per ARTA
MC 2023-05.

Number of ‘Strongly Agree’ answers + Number of ‘Agree’ answers

Overall Score =
Total Number of Respondents — Number of ‘N/A’ answers

The interpretation of the results is as follows:

TABLE 4: DESCRIPTIVE RATING
Percentage Rating
95.0% - 100% QOutstanding
90.0% - 94.9% Very Satisfactory
80.0% - 89.9% Satisfactory
60.0% - 79.9% Fair
Below 60.0% Poor

IV. Results of the Harmonized CSM for FY 2024:
A. Demographic Profile (%)

The data in Tables 5 to 7 provide a detailed demographic and categorical profile of
respondents interacting with the Department of Finance (DOF), segmented by age, sex,
region, and customer type, for both external and internal services. This helps
contextualize the insights into user engagement patterns that may influence service
delivery performance and client satisfaction.

TABLE 5: AGE AND SEX

External Internal Overall
19 or lower 33.33% 0.00% 0.09%
20-34 46.78% 16.88% 23.84%
35-49 68.99% 12.97% 9.71%
50-64 21.66% 17.83% 23.26%
65 — higher 0.00% 28.57% 0.22%
Did not specify 5.52% 0.07% 42.89%
Female 64.83% 23.87% 18.13%
Male 9.82% 25.82% 81.53%
TABLE 6: REGION External Internal Overall
Region |
Region Il
Region Ill 0.06% 0.06%
Region IV-A 1.16% 1.16%
MIMAROPA 0.07% 0.07%
Region V
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Region VI

Region VII 0.08% 0.08%

Region VIII 0.06% 0.06%

Region IX

Region X

Region XI 0.02% 0.02%

Region XII

Region XIlI

NCR 59.22% 59.22%
CAR

BARMM

Did not specify

TABLE 7: CUSTOMER TYPE External Internal Overall
Citizen 15.16 0% 15.16%
Business 61.17% 0% 61.44%
Government 6.71% 15.36% 22.78%
Did not specify - - 0.62%

From the Table 5, the largest proportion of overall feedback came from respondents who
did not specify their age, accounting for 42.89%, followed by the 20-34 age group at
23.84%, and the 50-64 group at 23.26%. These figures suggest that while the DOF is
engaging a diverse clientele, a substantial gap in age disclosure limits the ability to fully
analyze generational satisfaction or needs. Notably, younger respondents (19 and below)
represented a very minimal share at 0.09%, indicating limited interaction from this age
bracket, likely due to the nature of services offered.

In terms of sex assigned by birth, male respondents constituted a dominant share of the
overall rating, contributing 81.53%, while females accounted for only 18.13%. This gender

gap may reflect the respondent pool for internal surveys or the specific demographics of
external clients, such as government liaisons or procurement officers, who are more likely

to be male based on the feedback composition.

Interestingly, internal feedback was almost equally distributed between males (25.82%)
and females (23.87%), suggesting a balanced internal workforce interaction with DOF
services.

The regional breakdown in Table 6 of external respondents indicates a significant
concentration of engagement in the National Capital Region (NCR), which contributed
59.22% of responses. This is expected given the central location of DOF office in Manila.
Other regions like Region IV-A, Region VII, and MIMAROPA had marginal representation,
each contributing below 1.2% of external feedback. The data highlights a major geographic
disparity, with most other regions either unrepresented or having negligible shares.

When classified by customer type in Table 7, the data shows that business clients
constituted the majority of external respondents at 61.17%, followed by citizens at
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15.16%, and government clients contributing 6.71% to external feedback and 15.36% to
internal services. This aligns with the DOF’s core mandates, which include taxation, fiscal
policy, and regulatory functions—areas that naturally interface heavily with the business
and government sectors.

B. Count of CC and SQD Result

The data in Table 8 evaluates clients’ awareness, visibility, and perceived usefulness of the
Citizen’s Charter (CC) based on responses collected during the first quarter of 2024. The
analysis identifies levels of public familiarity, accessibility, and functional impact of the CC
on service transactions. A very remarkable proportion of the respondents are familiar with
the CC and are convinced that it is very visible and has helped them very much.

A large majority (96.84%) of respondents are both aware of what a Citizen’s Charter is and
have seen this office’s Citizen’s Charter. Minimal respondents either learned about the CC
only upon visiting the office (likely around 1.28% based on 89 responses) or remain
completely unaware (approximately 0.39% based on 27 responses). High familiarity and
physical exposure are critical indicators of compliance with transparency and
accountability measures under RA 11032 (Ease of Doing Business Act).

TABLE 8: CITIZEN’S CHARTER ANSWERS Responses | Percentage
CC1. Which of the following describes your awareness of the CC?
12.1 know what CC is and | saw this office’s CC. 6,713 96.84%
13.1 know what a CC is but | did not see this office’s CC. 103 1.49%
14.1 learned of the CC only when | saw the office’s CC. 89 1.28%
15.1 do not know what a CC is and | did not see this office’s CC. 27 0.39%
CC2. If aware of CC, would you say that the CC of this was ...?
1. Easy to see. 6,581 94.43%
2. Somewhat easy to see. 316 4.53%
3. Difficult to see. 24 0.34%
4. Mot visible at all. 13 0.19%

CC3. If aware of CC, how much did the CC help you in your

transaction?
1. Helped very much 6,634 95.55%
2. Somewhat helped 249 3.59%
3. Did not help 15 0.22%

94.43% of respondents said the CC was easy to see, confirming strong compliance with
the requirement to display the Charter in conspicuous areas. Only 0.53% (combined
responses for “difficult to see” and “not visible at all”) reported challenges, which are
statistically negligible but still actionable. Best practices require that Citizen’s Charters be
posted in conspicuous, accessible, and readable locations as mandated by ARTA
regulations. While the overwhelming majority affirm ease of access, the 0.53%
dissatisfaction rate should be addressed through a targeted review of physical location.
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A notable 99.14% of clients indicated that the CC was helpful (95.55% “helped very
much”, 3.59% “somewhat helped”), confirming its value as a service transparency tool.
The CC is functioning as an effective service guidance document, in line with ARTA-
prescribed formats and content standards. For the small minority who found it unhelpful,
offices may provide customer assistance desks to walk clients through service steps; and
ensure that transaction flowcharts and client feedback mechanisms are easily accessible
and updated.

TABLE 9: OVERALL RATING PER SQD

' Neither
Strongly Agree z ~ Strongly Total Overall

Agree Reree ! nor Disagree Disagree /A Responses (%)

Disagree
sQD o 8,787 329 12 2 17 66 9,213 98.19%
sQb1 10,782 416 28 14 21 40 11,301 97.24%
sQb 2 10,854 391 17 - 17 24 11,303 98.45%
sap 3 10,007 302 14 1 16 959 11,299 91.06%
sQD 4 10,686 383 31 1 17 183 11,301 95.92%
sQD 5 8,763 185 21 il 1 2,328 11,299 89.94%
sQb 6 10,891 355 18 - 12 26 11,302 98.51%
sQD 7 10,509 352 15 1 13 14 11,304 98.58%
SQD 8 10,875 366 12 2 15 23 11,293 99.52%
Overall 92,554 3,079 168 22 129 3,663 99,615 96.15%

Table 9 provides insights into client satisfaction across various Service Quality
Dimensions (SQDs). The majority of respondents expressed high satisfaction, as reflected
in the Outstanding ratings for dimensions such as responsiveness, reliability,
communication, integrity, assurance, and outcome. While relatively lower scores were
observed in the dimensions of Access and Facilities and Costs in some offices, it is
important to note that most services offered by the Department of Finance (DOF) are
provided free of charge or facilitated online. As such, the lower ratings in these areas may

be attributed to respondents inadvertently rating these dimensions instead of selecting
“Not Applicable (N/A).”

Among all dimensions, SQD 8 (Outcome) received the highest rating at 99.52%, indicating
that the vast majority of respondents were highly satisfied with the overall result of the
services they received. SQD 7 (Assurance) followed closely with a score of 98.58%,
suggesting that the services were consistently delivered with courtesy and
professionalism, meeting client expectations. Similarly, SQD 6 (Integrity) achieved a strong
rating of 98.51%, reinforcing the positive perception of the DOF’s service quality.

In contrast, SQD 5 (Costs) registered the lowest rating at 89.94%. Although a significant
number of respondents expressed satisfaction, the 2,328 “N/A” responses suggest that
this score may be justifiable, given that most DOF services are provided at no cost. This
likely contributed to confusion or uncertainty in how to rate this dimension.

Likewise, SQD 3 (Access and Facilities) received a score of 91.06%, which, although still
within the “Very Satisfactory” range, indicates potential for improvement. The 959 “N/A”
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responses imply that a notable portion of respondents either did not interact with this
aspect of service delivery or found it irrelevant to their experience, thereby influencing

the overall score.

C. Overall Score per Service

TABLE 8: OVERALL SCORE PER SERVICE

DOF SERVICES RATING
EXTERNAL SERVICES Overall Rating
Granting of Tax Exemption on Importations 99.82%
Provision of Technical Guidance on Foreign Funded Project 95.27%
Provision of Technical Guidance (Position, Comments, Inputs, Recommendation) on
Finance -Related Concerns BT
Granting of Approval on Government-Owned and Controlled Corporation (GOCC)
Requests to Open or Maintain an Account with Banks Other than the Authorized 90.63%
Government Depository Banks
EXTERNAL/INTERNAL SERVICES
Borrowing Records 100.00%
Issuance of Certified Copy and Photocopy of Current Records 99.72%
Issuance of Certified Copy and Photocopy of Non- Current records 100.00%
Collection of Payment and Issuance of Official Receipt 99.88%
Issuance of Travel Authority (Personal Travel) 92.09%
Issuance of Travel Authority and Endorsement to DFA/OP 92.07%
Procurement of Goods through Competitive Bidding 100.00%
Issuance of Tax Certificates on Tax Deducted from Suppliers and Remitted to BIR 96.73%
INTERNAL SERVICES
Issuance of Job Request Form :
Request for Vehicle Reservation through Vehicle Reservation System (VRS) 97.67%
Actual Inspection of Delivered Items 97.82%
Request for User Account Management Service 98.50%
Request for Back-up and Recovery 100.00%
Request for Equipment Management 98.69%
Request for Database Administration Service 100.00%
Request for Information and Communication Technologies (ICT) Assistance for
Meetings/Events A0.80%
Request for Network Connectivity 95.79%
Request for ICT Projects -

DOF OVERALL RATING 97.68%

The data presented in Table 8: Overall Score per Service provides a comprehensive view
of DOF’s service delivery performance across various external, internal, and mixed
services. The DOF attained an overall rating of 97.68%, which falls under the
“Outstanding” category, based on the descriptive rating scale are considered exemplary.
This high overall performance indicates that the Department is consistently meeting or

surpassing client expectations in most of its service areas.

DOF Harmonized CSM Report 2024 (1 Edition)

Page 11 of 15




Within External Services, the "Granting of Tax Exemption on Importations" registered a
near-perfect score of 99.82%, preserving the efficiency and clarity of the Department's
procedures in this area. Similarly, the "Provision of Technical Guidance on Finance-Related
Concerns" achieved a commendable rating of 98.87%, while guidance on foreign-funded
projects received 95.27%, slightly lower but still within the Outstanding category. The only
external service that fell below the Outstanding threshold was the "Granting of Approval
on GOCC Requests to Open or Maintain Bank Accounts Outside of Authorized Government
Depository Banks," which scored 90.63%, placing it in the “Very Satisfactory” range.

In terms of services categorized as both External and Internal, several functions achieved
perfect scores. These include the "Borrowing Records," "Issuance of Certified Copy and
Photocopy of Non-Current Records," and "Procurement of Goods through Competitive
Bidding," all of which scored 100.00%, demonstrating full compliance with service
standards. The "Collection of Payment and Issuance of Official Receipt" and the issuance
of certified current records also performed strongly at 99.88% and 99.72%, respectively.
Meanwhile, services like the "Issuance of Travel Authority (Personal Travel)" and its
endorsement to the DFA/Office of the President received identical scores just above 92%.
The issuance of tax certificates relating to supplier withholding tax earned a 96.73% rating,
again within the Outstanding range.

With regard to Internal Services, a number of functions such as "Request for Backup and
Recovery," "Database Administration Service," and "ICT Assistance for Meetings or Events"
recorded perfect scores of 100.00%, indicating robust internal technical support systems.
Other internal services, including "Request for Equipment Management" and "Request for
User Account Management," scored between 97.67% and 98.69%, reaffirming the
efficiency of internal administrative and IT support. "Request for Network Connectivity"
recorded a slightly lower, yet still Outstanding, score of 95.79%. Notably, two internal
services—"Issuance of Job Request Form" and "Request for ICT Projects"—did not receive

any rating, suggesting either non-utilization or lack of data capture during the assessment
period, which should be addressed in future evaluations to ensure complete coverage.

Overall, DOF’s performance demonstrates a strong institutional capacity to deliver high-
quality services. The few areas that received lower scores, though still satisfactory or very
satisfactory, could benefit from targeted process reviews and client feedback analysis to
further elevate service standards and maintain excellence across the board.

. Results of the Agency Action Plan reported for FY 2024:

In FY 2024, the Department of Finance (DOF) sustained its commitment to strengthening
service delivery through the consistent implementation of the Agency Improvement Plan.
The CART Secretariat, in collaboration with focal persons and heads of offices, conducted
a comprehensive review of internal processes and client feedback mechanisms, as
elaborated in the DOF Department Order No. 019.2024, “Institutionalization of the DOF
Feedback Mechanism”. This analysis facilitated the identification and resolution of

DOF Harmonized CSM Report 2024 (1** Edition)
Page 12 of 15



operational bottlenecks, while client insights provided actionable recommendations that
informed process enhancements. In addition, the Secretariat encouraged other offices to
enroll their services and establish corresponding service standards and client
commitments.

Recognizing the need for greater efficiency and client-centered service delivery, the DOF
pursued the integration of technology across multiple service points. Enhancements to
existing platforms, including the CMIO Helpdesk System, were also expedited. ICT-related
services were reclassified into seven (7) major categories, as reflected in the 2024 DOF
Citizen’s Charter, to further clarify roles and responsibilities. These improvements helped
minimize confusion regarding procedural steps among internal clients and service
providers and were expected to optimize turnaround times. CMIO Helpdesk System is also
aligned with the newly classified service categories and included the integration of
immediate client feedback collection upon service completion. These improvements
supported a more responsive, data-driven approach to service management. Regular
engagements with CART members and focal persons were institutionalized, ensuring that
feedback and process evaluation results were systematically discussed.

Additionally, electronic billboards (TV Monitors) were installed to dynamically display the
2024 DOF Citizen’s Charter, improving client access to up-to-date service information.
Tablets were also provided to upgrade equipment and move away from using manual or
printed references. These tablets are now used to access both service information and
online feedback mechanisms via Google Forms, accessible through QR codes and
hyperlinks, thereby reducing reliance on paper-based processes and encouraging broader
client participation. To complement these efforts, CART performance dashboards were
deployed to enable service offices to better assess their performance relative to client
satisfaction benchmarks. Furthermore, feedback QR codes were installed on major
facilities and systematically implemented across the Department.

Collaboration enabled offices to refine customer engagement strategies and adjust service
standards based on client expectations and identified areas for improvement.
Complementing these efforts, the DOF invested in the capacity-building of frontliners,
technical staff, process owners, and CART focal persons through targeted training
initiatives focused on service quality enhancement, complex inquiry management, and
promoting a culture of responsiveness and professionalism. A series of orientation
sessions on the Anti-Red Tape Authority (ARTA) guidelines deepened participants’
understanding of RA 11032, related memorandum circulars, and the broader legislative
and regulatory framework. The CART Secretariat also conducted onsite visits to various
offices to verify compliance with RA 11032, validate the adoption of standardized formats,
and gather client impressions on the usability and accessibility of the new forms. Concerns
encountered during these activities were elevated to ARTA for consideration in the
potential revision of its guidelines.

The DOF maintained active coordination with ARTA to ensure that all initiatives remained
aligned with RA 11032 and evolving regulatory requirements. Regular consultations

DOF Harmonized CSM Report 2024 (1% Edition)
Page 13 of 15



VI.

facilitated the early adoption of updated policies, clarified compliance matters, and
significantly contributed to the Department’s continuous improvement efforts and its
broader goal of delivering efficient, accessible, and client-centered public service.

Continuous Agency Improvement Plan for FY 2025:

Building on the progress achieved in FY 2024, the Department will further intensify its
agency-wide continuous improvement initiatives in FY 2025 to institutionalize innovative
practices, deepen client engagement, and sustain operational excellence. The following
priority actions are identified:

1. Advanced System Enhancements and Integration Initiatives. System improvement
and full integration efforts will also be accelerated, particularly for key platforms such
as:

e DOF Central Electronic Travel Authorization System (CETAS), with development
initiatives focusing on streamlining backend processes concerning application and
approval of “Travel Authority” of personnel, automating routine transactions,
minimizing service friction points, and expanding self-service features.

e Administration of digital feedback survey developed by Enterprise Systems
Development Division (ESDD) of the CMIO, shall be deployed in 2025,
incorporating an enhanced user interface that will replace the current Google
Form, contingent upon full implementation. It will support system integration with
platforms such as CETAS and enable real-time email dissemination to clients, with
built-in reporting functionalities.

2. Strengthened Compliance and Responsiveness Mechanisms Based on ARTA

Guidelines. To ensure sustained regulatory compliance and responsiveness to national
policy directives, the DOF will maintain regular consultations with the Anti-Red Tape
Authority (ARTA), facilitating the early adoption of updated guidelines, proactive

revisions of Citizen’s Charter entries, and clarification of evolving compliance
requirements.

3. Upscaling of Client-Centric Service Delivery Training Program. Complementing

compliance efforts, the DOF will strengthen capacity-building initiatives by deploying
modular and specialized engagement activities for frontliners, technical staff, and CART
focal persons. These activities will emphasize human-centered design thinking, digital
client engagement, complex inquiry management, and adaptive communication
strategies, supported by onsite service coaching and peer-to-peer knowledge
exchanges to foster continuous professional development.

4. Continuous Innovation in Service Accessibility. Building on the digital advancements

made in FY 2024, the Department will further enhance access to services listed in the
updated DOF Citizen’s Charter and Feedback Mechanism by deploying mobile-
optimized platforms accessible via tablets.
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5. Display and Updating of Citizen’s Charter through Digital Platform. Building on the
success of the electronic billboard installations in FY 2024, the DOF will implement a
dynamic Citizen’s Charter updating system to ensure real-time display of approved
service improvements, while also incorporating infographic materials and relevant
announcements from ARTA.

Prepared by: Reviewed by:

DENNIS G. MENDOZA A
Intelligence Officer Ill, CMIO Director |{l,,CMIO

Secretariat Member Secretariat Head
GL . CASINO

Intelligence Officer Ill, CMIO
Secretariat Member

Endorsed by: Noted by:

Y Y,

“SARMIENTO NINO RAYMOND B. ALVINA
Agsistant Secretary, PDMSG OIC Undersecretary, PDMSG
Vice Chairperson, DOF CART Chairperson, DOF CART

DOF Harmonized CSM Report 2024 (1% Edition)
Page 15 of 15



