
Republic of the Philippines 
DEPARTMENT OF FINANCE 

Roxas Blvd. corner P. Ocampo St., 1004 Manila 

 
 
30 April 2024 
 
 
HON. ERNESTO V. PEREZ 
Director General 
Anti-Red Tape Authority (ARTA) 
4th & 5th Floor, NFA Bldg., NFA Compound 
Visayas Ave., Brgy. Vasra 
Diliman, 1128 Quezon City 
 

Subject : DOF Client Satisfaction Measurement (CSM) CY 2023  
 
 
Dear Secretary PEREZ: 
 
Pursuant to the requirements of Republic Act No. 11032, or the ‘Ease of Doing Business 
and Efficient Government Service Delivery Act of 2018’ and its Implementing Rules and 
Regulations (IRR), and ARTA Memorandum Circular No. 2022-05, which mandates all 
agencies to submit the CSM Report covering the previous year on or before the last 
working day of April, this is to respectfully submit the Department of Finance (DOF) 
CSM Report for the period of 01 January to 31 December 2023. 
 
Rest assured that we remain fully committed to supporting and pursuing actions to 
improve and implement the ease of doing business and efficient service in the DOF. 
 
Thank you. 
 
 
Very truly yours, 
 
 
NIÑO RAYMOND B. ALVINA 
OIC Undersecretary, PDMSG 
Chairperson, CART 
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I. 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. 083.2022, “Institutionalization of a Standard 
Citizen/Client Satisfaction Survey (CCSS)”. 

 
II. Scope: 
 

The DOF conducted a CCSS throughout the year from January to December 2023. 
 
The respondents are the internal and external customers, clients, claimants, and 
representatives from private and public offices who are transacting with the services 
identified in the DOF Citizen’s Charter 2023, 5th Edition.  
 
These respondents represent clients from the nine (9) offices that have documented 
processes in the DOF Citizen’s Charter: 

 

SERVICES ENROLLED IN THE CITIZEN’S CHARTER 
(2023 5th Edition) 

Corporate Affairs Group – Corporate Operations Office (CAG-COO) 

1 Issuance of Comments on GOCC Requests for Tax Subsidy 

2. Issuance of Recommendation on GOCC Requests to Open/Maintain an Account with 
Banks other than Authorized Government Depository Banks 
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SERVICES ENROLLED IN THE CITIZEN’S CHARTER 
(2023 5th Edition) 

International Finance Operations Office (IFOO) 

1 Provision of Technical Guidance on Foreign Funded Project 

International Finance Policy Office (IFPO) 

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

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

1 Borrowing Records  

2 Issuance of Certified Copy and Photocopy of Current Records 

3 Issuance of Certified Copy and Photocopy of Non- Current records 

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

1 Issuance of Travel Authority (Personal Travel) 

2 Issuance of Travel Authority and Endorsement to DFA/OP 

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

1 Issuance of Tax Certificates on Tax Deducted from Suppliers and Remitted to BIR. 

Central Management Information Office (CMIO) 

1 Preventive Maintenance 

2 ICT Services Administration 

3 Incident Management 

4 Systems Development 

5 ICT Equipment Management 

Revenue Generation and Local Finance Group (RGLFG) 

1 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 

2 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 

3 Review of Rulings of Commissioner of Internal Revenue 

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

1 Granting of Tax Exemption on Importations  



 

 
 

DOF Harmonized CSM Report 2023 (1st Edition) 
Page 4 of 10 

 
For this report, the DOF has still used three (3) versions of survey forms as follows: 

 

1. Feedback form based on the Memorandum for the Institutionalization and 
Implementation of the DOF Feedback and Complaints Mechanism for CY 2021 dated 29 
January 2021 (Annex A). 

 

The following are the five (5) criteria used to evaluate the service/s rendered by the 
Department. 

 

a. Technical Skills – ability to answer queries, provide options and resolve issues. 
b. Courtesy and Behavior – courteous during discussion 
c. Transparency and Ease of Doing Business – transparent and simple processes 

that aid in the delivery of services. 
d. Timeliness of the Service – ability to render the service based on standard 

time. 
e. General Rating – how the respondents would overall rate the service/s 

received. 
 

2. Customized Feedback Survey Format. The CMIO has a fully automated feedback 
mechanism through the IT Helpdesk System. The system automatically sends out 
feedback form once the transaction is closed and marked complete. 

 

3. Citizen/Client Satisfaction Survey (CCSS) Form based on Department Order 083.2022 
“Institutionalization of a Standard Citizen/Client Satisfaction Survey (CCSS)” dated 5 
October 2022 based on ARTA MC 2022-05 (Annex B).  

 

The CCSS captures the total client experience, expectation, and satisfaction in the 
delivered public service using the following quality dimensions: 

 

a. Responsiveness – the willingness to help, assist, and provide prompt service to 
citizens or clients. 

b. Reliability – the provision of what is needed and what is promised, following 
the policy and standards, with zero to a minimal error rate.  

c. Access and Facilities – the convenience of location, ample amenities for 
comfortable transactions, use of clear signages and modes of technology. 

d. Communication – the act of keeping citizens and clients informed in a language 
they can easily understand, as well as listening to their feedback. 

e. Costs – the satisfaction with timeliness of billing, billing process/es, preferred 
methods of payment period, value for money, the acceptable range of costs, 
and qualitative information on the cost of each service. 

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

g. Assurance – the capability of frontline staff to perform their duties, product, 
and service knowledge, understanding citizen or client needs, helpfulness, and 
good work relationships. 
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h. Outcome – the extent of achieving outcomes or realizing the intended benefits 
of government services. 

III. 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 following the transaction. 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. 
 
The rating scale used for the CCSS, are as follows: 

 
1. The five (5) criteria in the Memorandum for the Institutionalization and 

Implementation of the DOF Feedback and Complaints Mechanism for CY 2021 are 
categorized into five (5) point Likert scale: 

a. Excellent (5) - exceptional and extremely effective performance. Shows 
mastery and exceeds the expectations of the clients; 

b. Very Satisfactory (4) – above average and more adequate performance. 
Demonstrates the full range of skills appropriate for handling the situation and 
the desired result or outcome is obtained; 

c. Satisfactory (3) – acceptable and sufficient performance. Meets the criteria on 
a standard level and matches the expectations of the customers; 

d. Fair (2) – weal and less than the acceptable performance. Insufficient execution 
and minor problems exist. 

e. Poor (1) – Unacceptable and below criteria performance. Demonstrates 
deficiencies and major problems leading to the dissatisfaction of the clients. 

 
2. The customized CCSS of CMIO has the following rating: The quality of CMIO-rendered 

services will be evaluated based on clients' overall satisfaction, from Excellent, Very 
Satisfied, Satisfied, Fair to Poor. Following the resolution of IT-related request/s, 
respondents will promptly receive an email notification encouraging them to give 
feedback. 

 
3. For consistency of report generation based on Department Order 083.2022, 

“Institutionalization of a Standard Citizen/Client Satisfaction Survey (CCSS)”, a 5-point 
Likert Scale is used with an additional “Not Applicable, (N/A)” category; 

 
 

Very 
Satisfied 

Satisfied 

Neither 
Satisfied 

nor 
Dissatisfied 

Dissatisfied 
Very 

Dissatisfied 
Not 

Satisfied 

5 4 3 2 1 
N/A 

4.50–5.00 3.50–4.49 2.50–3.49 1.50-2.49 1.00-1.49 
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IV. Results of the Harmonized CSM for FY 2023: 
 

1. Feedback form based on the Memorandum for the Institutionalization and 
Implementation of the DOF Feedback and Complaints Mechanism for CY 2021 dated 
29 January 2021. 

 

From January to December 2023, nine offices within the Department of Finance (DOF) 
effectively employed feedback and survey mechanisms to gather insightful client 
perspectives. 
 

In the initial quarter, the International Finance Operations Office (IFOO) and 
International Finance Policy Office (IFPO) solicited client feedback using the old 
feedback form effective in 2021. However, as part of ongoing improvements, these 
offices have transitioned to the latest DOF feedback forms starting from the 2nd 
Quarter of the year to conform with the latest guidelines from the Authority. 

 

Table 1: IFOO and IFPO 1st Quarter Feedback Report Average Ratings Qualitative 
Rating January-March 2023 IFOO IFPO 

Technical Skill 4.63 4.75 Excellent 

Communication 4.88 4.75 Excellent 

Courtesy and Behaviour 5.00 4.75 Excellent 

Personal Appearance 4.75 4.75 Excellent 

Transparency and Ease of Doing Business 4.75 4.75 Excellent 

Timeliness of the Service 4.63 4.63 Excellent 

Office Environment 4.50 4.75 Excellent 

General Rating 4.75 4.63 Excellent 

Total Average of Ratings 4.73 4.72 Excellent 
 

As shown in Table 1, eight respondents engaged with the Client/Citizen Satisfaction 
Survey (CCSS) administered by IFOO and IFPO during the 1st Quarter. Notably, a 
respondent lauded the professionalism of IFPO, stating, "In general, they exhibit 
commendable professionalism in handling our transactions." Similarly, IFOO garnered 
commendations such as: 

 

➢ The meeting yielded valuable advice on the way forward for a new umbrella 
bilateral agreement. 
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➢ The IFG team is a great team to work with. I appreciate the support of the team.  
 
The average ratings for IFOO and IFPO stand at 4.73 and 4.72, respectively, earning 
both a qualitative rating of "Excellent." 

2. Feedback based on the Customized Survey Form 
 

The Central Management Information Office (CMIO) developed their customized 
electronic feedback forms, which were employed until July 2023. Shown in Table 2 is 
the satisfaction rating of 98.82% (4.94), denoting excellent service quality. 

 

Table 2: CMIO Feedback (January to July 2023) 

Total Transactions Total Feedback % Feedback Rate 

4,199 1,353 32.22% 

  

5 - Excellent 1,166 86.18% 

4 - Very Satisfied 171 12.64% 

3  - Satisfied 13 0.96% 

2 - Fair 3 0.22% 

1 -  Poor 0 0.00% 

Total Feedback 1,353  

Overall Rating 4.94 98.82% 
 

Commencing August 2023, CMIO transitioned to the institutionalized Citizens/Clients 
Satisfaction Survey (CCSS), aligning with the directives outlined in DO 083.2022. This 
transition signifies the DOF's dedication to standardizing feedback mechanisms to 
augment consistency and efficiency. 

 

3. Survey Rating 
 
Satisfaction Rating is computed using the formula provided by ARTA wherein the 
percentage of respondents that rated ‘Agree’ and ‘Strongly Agree’ less those with ‘N/a’ 
all over the total respondents for all SQDs. A question that was answered with two (2) 
or more check marks was considered invalid. 
 

(‘Strongly Agree’ + ‘Agree’) 

Total SQD Score – ‘N/A’ 
 

4. Count of CC and SQD Results  
 

While the DOF ensures the updated Citizen’s Charter is prominently displayed, 
including on front desks and electronic billboards, the client survey regarding CC 
awareness was not integrated into existing formats. However, CC awareness was 
incorporated into the recently approved DOF Satisfaction Survey through Department 
Order 019-2024 dated 29 February 2024. 

 

x 100 Satisfaction Score =  



 

 
 

DOF Harmonized CSM Report 2023 (1st Edition) 
Page 8 of 10 

 
 
 
 
 

 
Table 3 offers insights into client satisfaction across various Service Quality Dimensions 
(SQDs). Most respondents express high satisfaction levels, as evident from the positive 
ratings for responsiveness, reliability, communication, integrity, assurance, and 
outcome. While the access and facility and cost dimensions received relatively lower 
rating in some offices, it is crucial to note that most of DOF services are provided at no 
cost or facilitated online. Therefore, these lower ratings may be attributed to 
respondents inadvertently rating these dimensions instead of marking them as “Not 
Applicable (N/A). Despite these challenges, overall client satisfaction remains high at 
4.837%, reflecting the DOF's commitment to service excellence. 

 

  

Table 3: Overall Rating per SQD 

SQDs 
Strongly 

Agree 
Agree 

Neither 
Agree nor 
Disagree 

Disagree 
Strongly 
Disagree 

N/A 
Total 

Response Rating 

Responsiveness 12,927 289 7 2 3 0 13,228 4.995 

Reliability 12,896 311 17 1 3 2 13,230 4.991 

Access and Facilities 12,218 252 9 1 2 743 13,225 4.434 

Communication 12,834 361 11 1 4 5 13,216 4.990 

Costs 11,910 233 16 2 2 896 13,059 4.306 

Integrity 12,930 262 20 1 3 5 13,221 4.987 

Assurance 12,931 280 12 1 3 1 13,228 4.993 

Outcome 12,900 307 14 1 3 2 13,227 4.992 

Overall 10,1546 2,295 106 10 23 1,654 105,634 4.837 

Table 4: Respondents, Office Satisfaction Scores, Average SQD Rating per Office 

Offices Respondent 
Office 

Satisfaction 
Score 

SQD Rating 
Qualitative 

Rating 

CAG - COO 14 98.95% 4.78 Outstanding 

IFOO  49 98.81% 4.76 Outstanding 

IFPO  17 98.41% 4.53 Outstanding 

CRMD 133 99.81% 4.97 Outstanding 

HRMDD 423 99.94% 4.91 Outstanding 

Accounting 198 98.35% 4.89 Outstanding 

CMIO  2,078 99.31% 4.91 Outstanding 

RO 11,694 99.92% 4.98 Outstanding 

RGLFG 1 - - - 

Overall 14,607 99.19% 4.84 Outstanding 
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Table 4 The table above shows the total scores and its equivalent rating from various 
offices of the department, reflecting their performance in meeting client expectations. 
The data reveals exceptionally high satisfaction scores and ratings, indicating 
outstanding service delivery across the department. This is evident in the 
department’s overall score of 99.19%, equivalent to an Outstanding rating of 4.85. 
Notably, the RO stands out with the highest number of respondents and being a 
frontline office, which comprises 80% of the total respondents of the department, 
showcasing significant satisfaction level and active client participation through 
feedback. An overwhelming 99.92% of the 11,694 RO respondents expressed 
outstanding satisfaction with the services, resulting in an impressive average rating of 
4.98 across the SQDs. 
 

Despite a smaller number of respondents, the CAO - CRMD also demonstrated 
commendable engagement in soliciting feedback, with 133 respondents providing 
valuable input. Achieving an impressive Office Score of 99.81% and an average rating 
of 4.97 or a qualitative rating of Outstanding across SQDs. 
 

Conversely, the RGLFG recorded the lowest number of respondents, signaling limited 
involvement in the feedback mechanism, which is consistent with their documented 
request for exemption due to “the service provided is a quasi-judicial function of the 
Department. The taxpayer’s recourse if they disagree with the decision of the 
Department of Finance (DOF) is to appeal to the Court of Appeals. On the other hand, 
if they agree with the ruling, they will go to the Bureau of Internal Revenue to enforce 
DOF’s decision on their appeal.” 

 

 
 
 

 
RO, as the primary frontline of the DOF, serves many clients and has achieved the 
highest ratings on all SQDs. This outstanding performance reflects the office's 
commitment to delivering exceptional service and ensuring the utmost satisfaction of 
its clients. 
 

Table 5: Summary of Service Quality Dimension (SQD) Results per Office 

Offices 
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CAG - COO 4.79 4.69 4.75 4.75 4.67 4.92 4.93 4.75 4.78 

IFOO 4.77 4.74 4.69 4.82 4.71 4.79 4.82 4.77 4.76 

IFPO 4.44 4.56 4.33 4.67 4.33 4.56 4.67 4.67 4.53 

CRMD 4.98 4.98 4.95 4.97 4.94 4.96 4.96 4.98 4.97 

HRMDD 4.91 4.90 4.91 4.90 4.90 4.91 4.91 4.90 4.91 

Accounting 4.87 4.87 4.89 4.90 4.84 4.92 4.92 4.89 4.89 

CMIO 4.90 4.92 N/A 4.91 N/A 4.92 4.92 4.91 4.91 

RO 4.99 4.98 4.98 4.98 4.97 4.98 4.99 4.98 4.98 
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The CAO - CRMD office excels in ensuring the availability and accessibility of records 
and promptly fulfilling client requests for Certified True Copies (CTCs). This indicates 
clear communication and efficient responsiveness to client needs, contributing to its 
top ratings across all SQDs. The office's high ratings in responsiveness, reliability, 
access and facilities, communication, costs, integrity, assurance, and outcome reflect 
its commitment to providing outstanding service that exceeds clients’ expectations. 
 
However, IFPO received a relatively lower average rating compared to other offices 
across all SQDs, with an overall score of 4.53. Despite this, it is essential to recognize 
that the office still demonstrates strengths, especially in communication, assurance, 
and outcome.  
 

 

IV. Continuous Agency Improvement Plan for FY 2023: 
 

1. Continuous review of processes and feedback mechanisms to identify areas for 
improvement.  

2. Constantly meet the CART and/or the CART Focal persons about the result of the 
analysis of processes and feedback.  Consequently, refine the processes, if needed, to 
better meet the expectations of the clients. 

3. Provide necessary support and resources for offices transitioning to standardized 
feedback forms.  

4. Monitor and evaluate the effectiveness of the feedback/survey mechanism on an 
ongoing basis. 

5. Implement an awareness program for frontliners and focal persons to further enhance 
their skills and capabilities in delivering excellent service and handling complex client 
inquiries. 

6. Integrate technologies to streamline processes, improve efficiency, and provide 
personalized services tailored to the needs of individual clients. 

7. Further improve accessibility to DOF services by expanding digital channels, enhancing 
website usability, and providing comprehensive online resources to assist clients in 
accessing information and services remotely. 

8.  Continuous communication with ARTA on guidelines or circulars for better 
implementation of the DOF. 
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Republic of the Philippines

DEPARTMENT OF FINANCE
Roxas Boulcvard Comer Pablo Ocampo. Sr Strcct

Manila I 0O,t

All Heads of Offices/Divisions/Units
De rtment of Finance

q

o o

t

MEMORANDUM

FOR

C&,r
FROM S. BELTRAN

MSG Undersecretary & Chairman, DOF-OSEC Task Force on
Citizen's Charter

SUBJECT: lnstitutionalization and lmplementation of the DOF Feedback and
Complaints Mechanism lor CY 2021

DATE: 29 January 2021

Pursuant to the ISO 9001 .2015 Quality Management System Standards
particularly Section 9.'1.2 on the Customer Satisfaction and in compliance with

Republic Act No. 1 1032 and its lRR, as recommended by the lnter - Agency Task
Force on the Harmonization of National Government Performance, Monitoring,

lnformation and Reporting Systems (IATF AO25), all offices are required to
implement and institutionalize the new Feedback Form using the five (5) point

rating scale, and the Complaint Form effective February 01,2021.

All Feedback Forms collected every end of the month shall be forwarded to the
Office of CFMO Director Ma. Lourdes V. Dedal, DOF TFCC Secretariat Head, on

or before the fifth day of the following month together with the Customer Feedback
Summary Report. On the other hand, the Complaints Forms received may be

addressed to Ms. Maria Carmela P. Romerosa, HRMDD Chief Administrative
Officer, for evaluation and appropriate action.

Thank you for your usual cooperation

Please be informed that the AO25 IATF recommended that the DOF and all its
units to have a Client Satisfaction feedback mechanism for each of its
services to measure the satisfaction level of citizens/clients that the DOF serves.

This will be included in the evaluation of the requirements on the grant of
Performance Based Bonus (PBB) of the Department.
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ANNEX A



At Republlc ol the Philippines
Depanmenl of Fanance

DOF Building Roxas Aoul€vad corner Pablo Ocampo, SR Sl. Manila 1 004

DOF FEEDBACK FORM

Control No. DOF-FF-CFMO{12021 41

Transacting Personnel or Office /

Kawani o Tanggapang Nakatransaksyon: Oal"J Petsa

Direction / Panuro:
P ease evaluate the staff/office you have transacted with by checking (r') the box thal crrresponds to your .aling. I Suiin ang

t.\anit/tanggapan na naglingkod sa inp sa pamamagitan ng paglalagay ng tsek (4 sa kahon na tutugma sa inyong matua.

5- Excellent 4-Very Satisfactory 3- Satisfactory 2-Fat '| - Poor

1. Technical Skill/ Ieknikal na Kaalaman
Ability to answer queries, provide options and resolve issues.
Kakayahang sumagot sa nga katanungan at magmungkahi n9 iba't-tbang paraan upang matugunan ang

Do you have any comments, suggestions, queries, and commendation? (Optional) / Mayr@n ba kayong komento, mungkahi,
katanungan o papui? (MaaritQ hindi sagutan)

lf you want us to communicate with you on this matter, please answer the follo' ing I Kung nais ninyong ipakipag-usap sa amin
{g inyong nga komento, mungkahi, katanungan o papui, pakisuyong sagutan ang mga sumusunod:

'la'nel Pangalan

Addressi/ ?lrara,
Contact Number/ Ielepono _
EmailAddress:

Contacl lnfomaton of NationalFe€dbacks and
Complaints cenle6 of the Philippines:

ARTAr complainl@arta.gov ph

r,aRTA (2782)
PCC:8888 CCB:0908-881-656s(SMS)

l/we agree and consent that the Department of Finance (DOF) may collect and process my/our personal information that l^xe
drsclose rn connection with my/our offcial transaclions wilh the DOF.

l/We acknowledge that the personal information refe6 to my/our full name/s, addresges and contacl number/s and the same shall
be used by the DOF sobly for official purposes.

4 3 2 15

2, Courtesy and Behaviou,. / Pagpapakita ng Paggalang at Kagandahang-Asal
Courteous during discussion.
Magalang al maayos na pakikitungo.

3. Transparency and Ease of Doing Business / Eukas at llrabilis na Paglilingkod
Transparent and simple processes that aids in lhe delivery of service.
Bukas. malinaw. payak at nabihs na paraan upang mathahd ang kaukulang pagltlingkod

4. Timelin$s of the Setvice / Napapanahong Pagtugon
Ability to render the seNice based on standard time.
Kakayahang tumugon al naihatid ang paglilingkod na naayon sa pinangakong araw at otas

5. ln general, how would you rate our service? / Sa pangkalahatan, anong grado ang nararapat sa
a m i ng nag i ng pagli I i ngkod?

IIIIII

Manila,
(Date)

coat d XuiSar:
DOf - FF - OFfICE -
i,O].IA&YEAR - IIEM I{UM8ER

lf you want to file complaints, Please use the "Complaint Fom" I Para sa reklamo, pakisuyong WLtan ang "Complalnt Fom"

Type of Service / K/ase n9 Serb/syo:



Sepubhc of lhe Phrhpprnes

Deparlmenl ol Frnance
DOF Building. Roxas Eoulevard corner Pablo Ocampo. SR St Manila 1004

DOF COMPLAINT FORM

Fofi" I Kung wala kayong reklamo, pakisuyong sagutan ang "Feadback Form"

Transacting Personnel or Office /
Kawani o Tanggapang Nakatransaksyon Date / Pelsa

Type of Service / K/ase ng Serbisyo:

Direction / Panufo: Please feel free to narrate your complaints and concerns. I Pakisuyong ilahad ang inyong reklamo

lf you want us to communicate with you on this matter, please answer the following I Kung nais ninyong ipakipag-usap sa amin ang
inyong mga rcklamo pakisuyong sagutan ang mga sumusunod:

Namel Pangalan._
Addressl Tirahan:

Contact Number/ feEpono
Email Address:

Conlacl lnformatron of National Feedbacks
and Compla nls Centers ofthe Philippines

ARTA: comolarnis@aria oov oh

1-ARTA (2782)
PCC 8888 CCB:0908-881-6565 (SMS)

/we agree and consent that the Department of Finance (DOF) may collect and process my/our personal infomation that l/we disclose
in conneclion with my/our official transactions wath the DOF

l/We acknowledge that the personal information refers to my/our full name/s, address/es and contact number/s and the same shall be
used by the OOF solely for ofilcial purposes.

Manrla,
(Date)

control Numberi

IIOF - CF OFF Ct

\,ION ] N&YLAR . ITEM NUMBE

Cont.ol No DOF-CF'CFMO'01 2021 i



Customer Feedback Summary Report (Template):

Contact

Number

Email

AddressskiI
Name Address

Inlormation of the ResDondent

Control

Number

Transading
Date

T,?e of
setvice

Criteria

Comments
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