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PREFACE



Mandate
The University shall primarily provide advanced instruction and
professional training in education, engineering, science and
technology, arts and humanities, computer and forestry, and other
relevant fields of study. It shall also undertake research, extension
services and production activities in support of the socioeconomic
development of Bataan and provide progressive leadership in its areas
of specialization. (Section 2, Republic Act 9403)

Vision
A leading university in the Philippines recognized for its proactive
contribution to Sustainable Development through equitable and
inclusive programs and services by 2030

Mission
To develop competitive graduates and empowered community
members by providing relevant, innovative and transformative
knowledge, research, extension and production programs and services
through progressive enhancement of its human resource capabilities
and institutional mechanisms
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Service Pledge

The Bataan Peninsula State University Officials,
Teaching and Non-Teaching Personnel commit to:

Be responsive to the needs of the clients;

Perform the services we pledged to do;

Serve the public with promptness, courtesy and efficiency, and
Undertake measures to address all complaints and put matters right
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LIST OF FRONTLINE SERVICES

Registrar

e Enrollment Procedure for Freshmen
Re-issuance of Lost ID Card
Replacement of Dilapidated ID Card
Issuance of Transcript of Records
Issuance of Transfer Credentials

Medical and Dental Clinic
¢ Issuance of Medical Certificate for On-the-Job Training
e Claim of Group Accident and Health Protection Program (GAHPP)
Benefits
e Claim of Charity Benefits

Library
e Issuance of Library Card
e Re-issuance of Lost Library Card
¢ Replacement of Dilapidated Library Card

Admission and Guidance
e Application for BPSU College Admission Test (BPSU-CAT)
e Issuance of Certificate of Good Moral Character for Transferring Student
e Issuance of Certificate of Good Moral Character for Other Purposes
e Application for Scholarship

Cashier
e Refund for Dropping a Program
e Issuance of Statement of Account

BPSU Citizen’s Charter



NOILOVSNVYHL 40 N3

2010 s.Jensibay

‘sulW G

: /€1 wloj o gg| wio(})

wlo}

Juswssassy(/) YO(9)
wuoy uonesysibies-aid(s)
‘edojenusa umolq 6uoj ()
(g1 xg'1) eanjoid | ()
‘9)eoINBD YpIq OszNV

[uuosIad
s Jeljsiboy

sjuswalinbal Jayjo pue

¥O PayoENE Y)M WO} Jusw

-SS9SSY JIUgNS pue 820
sJelsibay 8y} 0] pesoo.d

2010 SJaIyseD

so9) JO
a|npayos 993

‘sulW G

wioy Juswssassy/(|)

[suuoslad
sJ81ysen

S99} 180 pue uonin| Aed

2010 sJelsibay

suiw 0}

¢ /€] wloy o gg| wlio4

wJoy uonedjsibal-aid(g)
‘adojenua umouq Buoj (1)
(gL xg'L) aimoid | (€)
‘9)e0lIHad YMIq szMww
I

[duuoslad
s Jelsibay

sjuswialinbal ywgns
pue juswisijug Jo} 8910
sJelnsibay 8y} 0} pesooid

2010 s,ueaq

suiw G|

: /€1 wloyJo gg| wio(})

adojaaua umouiq Buoj (1)
(g1 xg7L)aumpod | (€)
‘8)eolIe YyuIg OSN(Z)

(

ueaq

ueaq
0] Ssjuswalinbal Jussaig

99140 4O UOKEDOT

094

uoneing
winwixep

paJiinbay sjuawnosoq

J19ISNOdSTA

NOS¥3dd /301440

d3ls IN3IMO

d3als

usawysal4 10} aInpadso.id juawjjoiuy

BPSU Citizen’s Charter



NOILOVSNVdHL 40 dN3

"ooq 60oj
ay) ubis pue YO1 aAle09Yy 9
9010 s.Jelisibay 'suIWl G 1diaoa puuos.ad Wﬁﬁ%ﬁﬁﬂ%ﬂ ,%F__\w M;mcm S
; ! : : jeoyjo yum Adoo sl Jesjsibay
pajnpayos 8y} uo uinyay
sfe dweyg ouLoSIad ‘dweys Aleyuswinoop
90110 s Jelisibay P Aeyuswnoo( ‘1disdal _ pue ‘ydiaoal jeloyjo|
Bupiom g s Jelisiboy
[BIO1O Ylm w0y 1sanbay yum wuoj 3senbal ywgng
9210 sJalyse)|abed; 0009 d ‘suIl G ‘wuoy y3senbaus dn pajji4 Jaiysen ‘99 Ol Aed| ¢
. . . [duuosiad w0y
201 selisibay sulw g wuoy ysenbal dn paj|i4 s Jensiboy 1senbes ywqns pue dn-fj4 Z
5010 S ensIBoY SUIW G soueIes|) [puuosiad ‘wloj 1sanbai ainoas )
; ! : : s Jeljsibay pue adueles|o Juasald
uoneling J19ISNOdS3d
921440 JO uol3ed0T] 994 winwixep palinbay sjusawnooq NOS¥3d /301440 d3l1s LN3IMD d3is

Sp.0239Yy Jo }dLIosuel] JOo aduenss|

BPSU Citizen’s Charter



NOILOVSNVYHL 40 N3

"ooq 60| ay} ubis pue

[enjuspal) Jajsuel] aAI909Y g
dwejs Aleyusw

‘901 sJelisibay - ‘sulw Qg 1diaoa [puuos.ad -noop pue ‘ydigdal [eloIo| ¢

i ' : : [B101J0 yim wioy) ysenbay s Jensiboy : -

UM wloj 1sanbai yugng

o110 sJalysen|abed; 00°09 d sulw g w.oy ysenbaus dn pajji4 Jsiysen [EnuapeIsy 1ojsuel) Aeg e

2010 sJelisibay sulw G ‘woj }senbau dn pajji4 [puuos.ad ULo} Z
i ' : : : s Jensiboy 1senbal jwgns pue dn-|ji4

500 S ENSIBoY SuIW G soueIes|) [puuosiad ‘wloj 1sanbal ainoas ]
i ' : : s Jensibay pue aoueles|d Juasald

uoneinqg 379ISNOdS3Y
92130 j0 uoljeodoT] 994 wnwixepy paiinbay sjuswnooq NOS¥3d /321440 d3ls LN3IND d3l1s

s|eljuapals Jajsuel] Jo aduenss|

BPSU Citizen’s Charter



NOILOVSNVHL 40 dN3

sndwe)

urel\ ‘8OO SIW - ‘suw 0} 1di203. [Erolj0 yels SIn 04O SINl 0} pasoold| G
UNIM WLIO} 8OUBNSSIaY
‘wooy |ealuyos | : :
0010 S.JBISED 00z dud ‘SUIW G wlo4 aouenssiay (] Jalysen sa4 qlfed| v
9280 - ‘SUIW G SS0| JO JIAEPIe paubls |duuosIad Ssol
s JensiBay : it : s JesjsiBay JO JIABPIYY paubis ywugng
9010 S9OINIBS i . 9010 SIOINISS ss0| JO
SAenSIUILIPY Su S Lo} dn paiii4 SAjelSIUIPY | WABPYe Hwgns pue dn iy ©
901JJO SOINIBS $s0| 8y} bulureidxe 9010 SOJINIBS
m>.;m:w_:_8v< - ‘sulw G J91197(2) ‘uonensibal m\h;mbm_c_.Ev,q W0} SSO| JO JIABpIYe 8IN23g| |
T jo ejeoyieg (1) T
uoljein
9040 Jo uopeoo]  eeg wnixey | POINboy swuswnoog | TIEISHOASIE dals N3O dals

d] 3so o aouenss|-0y

BPSU Citizen’s Charter



NOILOVSNVYdHL 40 dN3

sndwe)
utey ‘9o SIN 1digoal |erolo
‘wooy |ealuyos | - ‘'sulw QL UJIM WJO0) 80UBNSSIDY 1e1s SIN 20110 SJIN 01 peadold e
92O SJdIysed s0sad 002 sulw G wlo- aouenssiay | Jalysen 994 | Aed Z
uonelisibal Jo ayeoad [uuosiad
2010 sJensibay - ‘sulw g (2) ai parepidenall) s Jelsibay WJ0- 92UBNSSIaY 8IN28S L
uonjeing J19ISNOdS3
92110 jO uoneso 994 wnuwixep paiinbay sjuswndoq | NOS¥3Id/ADI440 d3l1s IN3ITO d3l1s

pied gl pajepide|iq jo Juawade|day

BPSU Citizen’s Charter



NOILOVSNVYHL 40 aN3

“ooqbo| ay} uo ubis
pue 8)edlIHad/UoIIBUILEXS

olulD sndwe) uiw | apIY UlWpPY/asINN
[eoipaw paubis 8y} 91809y
olulD sndwen ‘sulw QL ueldIsAyd uoneuluexs e
1ul : ~ |eoaipaw obiapun
oD sndwe) ‘sulw 0l asinN suissesse Z
o : yjesy obiapun
uoneJisiba LU0} S1EIYISD
olulD sndwe) Ui | Heqsiooy aply UlWpYy/asinN Juoljeuiwexs |eoipaw dn| |
40 21E0RIIRY 10 dI 1004os [} pue Juswalinbal Juasaid
uoneinqg 379ISNOdS3d
921140 jJO uoljed07 994 winwixep paiinbay sjuswnooqg NOS¥3d /391440 d3l1s IN3ITO d3is

Buiuied] qor-ayj-uQ .o} a}eslilian [edIpa JO aouenss|

BPSU Citizen’s Charter



NOILOVSNVHL 40 dN3

90O s.Jvlyse)d - wie|n Ucmz_.wwsm.:w_mw‘_ Jaiysed 90O S JBIYSED €
10 91E0IL50 /l 8y} Je Jjouaq sy} wieln
wlo.
olulD sndwen - SYoaM ¢ asINN o) NWgns vaﬂﬂ_ﬂw Z
uoda. 991j0d
Janieleu () ‘ybnog
saulipaw ‘siiiq [eydsoy
olulD sndwe) - 'sulw QL Jo 1diegal [eroiyQ |eulbuo 9sINN sjuswalinbal jussald| |
(€) ‘oyeoye0 yjesp
/1e21paN () ‘uonessibal
J0 e1eoyiueo q (1)
uopeing 379ISNOdS3Y
993l 0 uolj}edo 99 aJinbay sjusawinoo
140 jo uoneso 4 wnwixeyy | PPAINPeY ) d | NOSN3d /351440 d3als IN3IMD dals

sjysuag (ddHV9D)

weaboud uoI}9930id YjjedaH pue juapiddy dnous jo wie|)

BPSU Citizen’s Charter



NOILOVSNVHL 40 dN3

ans

90140 s Jalysen

90140 sJolysen - wie|D pue uonedsisibal Jalysen e
40 8jeoyILd /q| 8y} Je Jyauaq ay} wiern
i w0} ddHVO
oy sndwen SYoaM ¢ 9sInNN oy1 wgns pue dn g Z
uoneusibal Jo a1eoa0
(€) ‘bnoq saurpipaw
oluln sndwe) - ‘sulw Q| ‘s||iq [exdsoy jo asInNN sjuswalinbal juasald| |
HO leuibuo (z) ‘@1eoliao
uyreap/jesipaly (1)
uoljein
99140 JO uones0] 994 E:P_xmﬂ_,_ painnbay sjuswnsoq zw._mw___wuwmn_ow_wwo d31s IN3ITD d3als

sjjouag Ajuey9 jo wie|n

BPSU Citizen’s Charter



NOILOVSNVYHL 40 N3

Ateigiq sndwen - - |jouuosiad Aleiqi ‘pJeod Aleuqi| 8y} anIeoay| ¢
pIED Aeiq| N ‘[ouuosJad
. eiql| 8y} 0} ywgns
Areuqgr] sndwe) - sulw G| pue }9ays uoijewojull |puuosiad Aseiqi] . e z
wapnjs paysijdwodoe usul pieo Aleiq)| pue 19eys
: uoljewJoyul uspnjs dn |ji4
(poresouab soindwod
Aeiq] sndwe) - sulw g MMH%MJWA@W_MMM mM_MDwW Jouuosiad Aseiqi ‘sjuswalinbal jussald| |
cozmbw_.mmw_ 0 81edIa)
uoljean
eoy0 Jo uoneso e E:u__xmm,_ painbay syuswinooq zw.m_ww___wum_n_ow_wwo daLs IN3MD daLs

pied Aleiqi jJo aosuenss|

10

BPSU Citizen’s Charter



NOILOVSNVdHL 40 dN3

Aseugr] sndwe pdeo
an 9 Aleiql| pajeuiwe| aAI909Y g
‘[ouuosiad
Areiqi sndwe) sulw g [ouuosiad Aleiqi Atelaqi ayy o) jugns| ¢
pue pJeo Aseiqi| 1no |14
‘louuosiad
Areiqi sndwe) - sulw g aimoid | x| "od (1) suo | [puuosiad Aleiqi Aleiqiayj0}ssoq| ¢
10 ynepiyy paubis Jwqgng
S90INIBS
SAlieisIiuIWpY ‘le1o10
Aeiq] sndwe) - ‘sulw g H0Oo/al 40 1opoaild pazuoyine Aq paubis wioy ¢
: : SJeIo0Ssy/S8oIMBS | (o T T o e aAe
SARRASIUIWPY 7 40 JABDPIYY 8y} H
10 JoyoalIg
Areiqi sndwe) 00°09d sulw g HOoo/al [ouuosiad Aleiqi 99} Ajjeuad Aed| |
uojjeinqg 3719ISNOdS3d
29I 0 uoI}ed0 29 alinbay sjpuswnoo
140§ 1}ed07] E] winwixep palinbay s} a NOS¥3ad /301440 d3ls IN3ID d3is

pies Aieiqi }so Jo aouenss|-ay

BPSU Citizen’s Charter

11



NOILOVSNVHL 40 dN3

jdieoal

Areiq] sndwe) Aleuoisinoid pue pied|
Aielqi| pajeulwe| aAlR09Yy

Aeiq] sndwe) 00°0S d sulw g jouuosiad Aleiq 99} Juswaoe|dal Aed| ¢
. wJoj Juswaoe|dal pue pied

Aeiq] sndwe) sulw g jouuosiad Aleuq| AJB1qI| JWQNS PUE IO [j1 Z
. ainjoid x| -od (1) suo pJeo Aleiqi|

Aseiqiq sndwed - sulw ¢ . |Jouuosiad Alelq) L
psed Aeuql pabewep/p|o pabewep/p|o Joapuaiing

uoneing 3719ISNOdS3d
92130 jO uoljeso] 934 wnwixep paiinbay sjuswnooq NOS¥3d /321440 d3l1s IN3INO d3l1s

pied Aieiaqi pabewe( jo Juswase|day

12

BPSU Citizen’s Charter



NOILOVSNVHL 40 N3

Hels

-dis

OO UaISSILPY UOIEWJIUOD 3U) DAI909Y v
pue aoueping
jels .
2010 UoISSIWpY suIw Z 03110 UOISSILIPY wJoy uoneoldde ¢
pue aoueping pUB SoUEPING ywqgns pue dn |ji4
1diaoaul [eiolo
() ‘4e10B1EYD [RIOW POOD
J0 912011499 Jo Adooojoyd
(¢) ‘ozis podssed
9010 UoISSIWpY s9031d om) (g) ‘spJooal HEIS
: N sulw g : 9010 UoISSIWPY ‘'sjuswaldinbal jussald| ¢
pue asueping Jo 1duosuel] Jo jediduld
pue aoueping
[00YOS By} WoJ) Sapels) :
Jo uoneoyay Jo (pien
uodal) gg | wlio4 jsaje|
40 Adooojoyd payiue (1)
2010 slalysen 00°052d sulw G Jalysen ‘99 Buissaooid Aed| |
uoljein
30130 Jo uopeso e84 E:.w:_xmm,_ paiinbay sjuawnsog zw._wwwuwmn_nmww__o daLs IN3MD daLs

}sa] uoissiwpy abajjo) NSdg 10} uonesijddy

BPSU Citizen’s Charter



NOILOVSNVHL 40 dN3

"J81ysed ay}
0} Ado9 |euibuo
jwgns pue
wuoj panosdde| ¢
Adooojoyd
‘swuoy uoneoldde
panoidde ainoag
20140 skep 1jeis ‘wJoy uoneodde
uolssiwpy - BUBLOM ¢ 9010 UOISSIWPY paysiidwoooe| ¢
pue asueping : pue aoueping | ywgns pue dn |14
ddV WoJ} UOIBOIIa -Je|0ydS SUBISIOA /d4Y @
|ediouiid 8y} wou} UoedIIUSD
-ueliojejn|es /UelojoIpaeA |ooyos ybiHe
juepuewwod
U} WOJ) UOHEDYILD -IEJOYOS DLOY @
JBSIAPY |BdnjnD /10}0811g SHodg
WwioJ} UoI1edI1Iad -1e|oyds |elnyn) pue suodg e
80140 sopelb JO uoIjedlIaD -1B|0YdS JIWBPeIY @ yes
: SJie)y uapn)s Jo a210 ‘sjuswalinbal
uoIssiupy - suwg WO UOBOINEO ~IBJOYIS UOREDANd /SO o| O HO UOISSIWPY wuesalg| *
pue asueping JswAoidwe Jo ayeoymeo| PUE 8UEPIND
sjuaied -aahkojdw3 NSdg 10 Jejoyos abajialLd e
pauiaduod
N7 WOoj UOKEDYHSD -1ejoyds DI @
1S0Q wouy uonedyIed -iejoyos 1S0d @
pauladuod
D7 WOl UOKEOLILISD -1ejoyds H7|J @
‘aumyoid x| (g) @1yl (1)
29140 uoneing b . 319ISNOdS3Y
4O UOIRE207 994 wnwixep palinbay sjuswnaoq —\,_mmum_w__w_% d3lsS IN3IND |d3lSs

diysiejoyoss 1o} uonyesijddy

14

BPSU Citizen’s Charter



NOILOVSNVYHL 40 N3

Jayoeleyd

[eJow poob jo s1eoyiudd| g

aAI903l pue Joogbo| ubig
[enuapald ueIs
9010 UoISSIWPY . Jajsued} Jo |essiwsIp .
DUE B0UEPING sulw G olqeIouoy (7) ‘dwers mo_wmmcoﬂ_ww__ﬂhv< sjuswalinbal uesald| |
Arejuawinoop (1) auo () P PINS
uoije.in

3010 jo uoneso|  va wnumey | PRAnbey swewinaog zwwwwuwmm%wwo d3LS IN3MD dals

Juapn}g Buliiajsuel] Jo4
Jajoeiey) |eIO|\ POOS) JO 3}eI1}11I9) JO doUBNSS|

BPSU Citizen’s Charter



NOILOVSNVHL 40 dN3

‘punyel 8y} 8AI908l

i 19IUSED pue JayonoA ayj ubig €
(punyas ayy
9AI9231 ||IM BAleJUSSaIdal .
e age0 u) ‘q wEmE:ooav paJinbal
2010 S Jalysen - sajnuIW G s.oneuesaidal pue Jene| Jaiysen . smr_wu HMMME chcm Mwu z
uonezuoyine (¢) ‘qnis paInpay W 19d
wrerd (g) “a’l spuano (1)
uoneussibal
ske 40 9jeolIBD (¢) “1dieoal
9010 sJelysen - mc_éoﬂ ¢ jeoio (g) ‘Jesnsibay Ja1ysen ‘sjuswalainbal jussald| |
: ay) pue uea( ay} Aq
paubis wio4 buiddoiq (1)
uoneing 3719ISNOdS3Y
921440 JO uoljed0T] 994 wnwixep paiinbay sjuswnsoq NOS¥3d /301440 d3ls IN3ID d3l1s

weuboud jo Buiddoiq 10} s9a4 uollin] Jo punjay

16

BPSU Citizen’s Charter



NOILOVSNVYL 40 dN3

90140 s.dalyse)n Jalyse) ‘UOIJEeOIINAD By} OAI9D9Y| €
90140 sdalysen \Eo.o uw | Jalyse) "99) uonjeoyiuao Aed| g
Jod 00°05d
a9l S Jalyse - ‘sSulw co_Hm._Hw_mm._ Jalyse ‘sjuswalinbal Juasal
IBO s.Jelysed wg 10 S1EoWILeN 10 | lyseo ) I ) d 1
uone.ng 319ISNOJSaN
821140 40 uoed0T 994 WnuIXe paiinbay sjuswinosoq NOSN3d /351440 d3Ls INTITD dals

JUNOJJY }JO JUBWA}E)S JO ddUBNSS]

BPSU Citizen’s Charter

17



APPENDICES



Republic of the Philippines
Congress of the Philippines
Metro Manila

Thirteenth Congress
Third Special Session

Begun and held in Metro Manila, on Monday, the nineteenth day of February, two thousand seven.

Republic Act No. 9485 June 02, 2007

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

Be it enacted by the Senate and the House of Representatives of the Philippines in Congress assembled:

SECTION 1. Short Title. - This Act shall be known as the "Anti-Red Tape Act of 2007".

SEC. 2. Declaration of Policy. - 1t 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 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.

SEC. 3. Coverage. - This Act shall apply to all government offices and agencies including local government units and
government-owned or -controlled corporations that provide frontline services as defined in this Act. Those performing
judicial, quasi-judicial and legislative functions are excluded from the coverage of this Act.

SEC. 4. Definition of Terms. - As used in this Act, the following terms are defined as follows:

(a) "Simple Transactions" refer to requests or applications submitted by clients of a government office or agency
which only require ministerial actions on the part of the public officer or employee, or that which present only
inconsequential issues for the resolution by an officer or employee of said government office.

(b) "Complex Transactions" refer 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.

(c) "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 agency or office concerned.

(d) "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.

(e) "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.

() "Irrevelant requirement" refer 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.

(g) "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.



SEC. 5 Reengineering of Systems and Procedures. - All offices and agencies which provide frontline services are hereby
mandated to regularly undertake time and motion studies, undergo evaluation and improvement of their transaction systems
and procedures and re-engineer the same if deemed necessary to reduce bureaucratic red tape and processing time.

SEC. 6. Citizen's Charter. - All government agencies including departments, bureaus, offices, instrumentalities, or
government-owned and/or controlled corporations, or local government or district units shall set up their respective service
standards to be known as the Citizen's Charter 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, that detail:

(a) The procedure to obtain a particular service;

(b) The person/s responsible for each step;

(c) The maximum time to conclude the process;

(d) The document/s to be presented by the customer, if necessary;
(e) The amount of fees, if necessary; and

(f) The procedure for filing complaints.

SEC. 7. Accountability of the Heads of Offices and Agencies. - The head of the 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 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.

SEC. 8. Accessing Frontline Services. - The following shall be adopted by all government offices and agencies:

(a) Acceptance of Applications and Request - (1) All officers or employees shall accept written applications, requests,
and/or documents being submitted by clients of the office or agencies.

(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.

(b) Action of Offices - (1) All applications and/or requests submitted shall be acted upon by the assigned officer or
employee during the period stated in the Citizen's Charter which shall not be longer than five working days in the case
of simple transactions and ten (10) working days in the case of complex transactions from the date the request or
application was received. 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
nature of frontline services or the mandate of the office or agency concerned the period for the delivery of frontline
services shall be indicated in the Citizen's Charter. The office or agency concerned shall notify the requesting party in
writing of the reason for the extension and the final date of release for the extension and the final date of release of the
frontline service/s requested.

(2) 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 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.

(c) Denial of Request for Access to Government Service - 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
authority having jurisdiction over the government office or agency concerned.

(d) Limitation of Signatories - The number of signatories in any document shall be limited to a maximum of five
signatures which shall represent officers directly supervising the office or agency concerned.

(e) Adoption of Working Schedules to Serve Clients - 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.

(f) Identification Card - All employees transacting with the public shall be provided with an official identification card
which should be visibly worn during office hours.

(g) Establishment of Public Assistance/Complaints Desk - Each office or agency shall establish a public assistance/
complaints desk in all their offices.



SEC. 9. Automatic Extension of Permits and Licenses. - - 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:
Provided, That the automatic extension shall not 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.

SEC. 10. Report Card Survey. - All offices and agencies providing frontline services shall be subjected to a Report Card
Survey to be initiated by the Civil Service Commission, in coordination with the Development Academy of the Philippines,
which shall be used to obtain feedback on how provisions in the Citizen's Charter are being followed and how the agency is
performing.

The Report Card 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.

A feedback mechanism shall be established in all agencies covered by this Act and the results thereof shall be incorporated
in their annual report.

SEC. 11. Violations. - After compliance with the substantive and procedural due process, the following shall constitute
violations of this Act 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

(4) Failure to render frontline services within the prescribed period on any 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.

Penalties for light offense shall be as follows:

First Offense - Thirty (30) days suspension without pay and mandatory attendance in Values Orientation Program;
Second Offense - Three (3) 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.
SEC. 12. Criminal Liability for Fixers. - In addition to Sec. 11 (b), fixers, as defined in this Act, shall suffer the penalty of
imprisonment not exceeding six years or a fine 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.

SEC. 13. Civil and Criminal Liability, Not Barred. - The finding of administrative liability under this Act shall not be a
bar to the filing of criminal, civil or other related charges under existing laws arising from the same act or omission as
herein enumerated.

SEC. 14. Administrative Jurisdiction. - The administrative jurisdiction on any violation of the provisions of this Act shall
be vested in either the Civil Service Commission (CSC), the Presidential Anti-Graft Commission (PAGC) or the Office of
the Ombudsman as determined by appropriate laws and issuances.

SEC. 15. Immunity; Discharge of Co-Respondent/Accused to be a Witness. - Any public official or employee or any
person having been charged with another under this Act and who voluntarily gives information pertaining to an



investigation or who willingly testifies therefore, shall be exempt from prosecution in the case/s where his/her information
and testimony are given. The discharge 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 responden/accused-informant has not been previously convicted of a crime involving moral turpitude; and

(e) Said responden/accused-informant does not appear to be the most guilty.

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.

SEC. 16. Implementing Rules and Regulations. - The Civil Service Commission in coordination with the Development
Academy of the Philippines (DAP), the Office of the Ombudsman and the Presidential Anti-Graft Commission (PAGC),
shall promulgate the necessary rules and regulations within ninety (90) days from the effectivity of this Act.

SEC. 17. Separability Clause. - If any provision of this Act shall be declared invalid or unconstitutional, such declaration
shall not affect the validity of the remaining provisions of this Act.

SEC. 18. Repealing Clause. - All provisions of laws, presidential decrees, letters of instruction and other presidential
issuances which are incompatible or inconsistent with the provisions of this Act are hereby deemed amended or repealed.

SEC. 19. Effectivity. - This Act shall take effect within fifteen (15) days following its publication in the Official Gazette or
in two (2) national newspapers of general circulation.

Approved,

JOSE DE VENECIA JR. MANNY VILLAR
Speaker of the House of Representatives President of the Senate

This Act which is a consolidation of Senate Bill No. 2589 and House Bill No. 3776 was finally passed by the Senate and
the House of Representatives on February 8, 2007 and February 20, 2007 respectively.

ROBERTO P. NAZARENO OSCAR G. YABES
Secretary General Secretary of Senate
House of Representatives

Approved: JUN 02, 2007

GLORIA MACAPAGAL-ARROYO
President of the Philippines
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FEEDBACK FORM

Paki Check kung: PAPURI () KOMENTO ()
Departamento o Opisinang Tinutukoy

Pangalan ng Empleyado (o Guro)

REKLAMO ( )

Ano po ang inyong PAPURI / KOMENTO / REKLAMQO?

Kailan po nangyari?

Ano po ang gusto ninyong gawin namin?

Pangalan
Address

Phone Number

E-mail Address

Lagda
Petsa

Nais nyo po ba ng sagot na nakasulat?

(Oo) ¥  (Hindi)

(Ang feedback form na ito ay maaaring ihulog sa suggestion box o dalhin sa opisina ng

Administrative Services )
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