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CITIZEN’S CHARTER: A POLICY TOOL IN
IMPROVING FRONTLINE SERVICE DELIVERY AND ACCOUNTABILITY
I.

Introduction
One of the major public reform initiatives that have been introduced in the politico-

administrative system at the turn of the 21st century is the implementation of the Anti-Red Tape
Act of 2007 (ARTA).1 The law aims to improve efficiency in the delivery of government service
to the public by reducing bureaucratic red tape and preventing graft and corruption. In essence,
the ARTA introduces innovations, strategies, and mechanisms to improve the delivery of
frontline services both at the national and local levels through simplified transactions, feedback
mechanisms, elimination of red tape and fixing activities (lagay system), and professionalizing
the bureaucracy. These novel strategies and mechanisms take the form of the following: the
Citizen’s Charter (CC), the Report Card Survey (RCS), accessing frontline services,
reengineering systems and procedures, and accountability of heads of offices and agencies and
disciplinary action.
It is in this context that this Study delves into the major contributions of the Citizen’s
Charter since its implementation in 2007. In particular, an evaluation of the extent of the
compliance by the National Statistics Office (NSO)2 and the National Bureau of Investigation
(NBI) to the CC from 2007-2015 is made with respect to the issuance of birth certificates by the
former, and the latter, on the issuance of NBI clearances.

1

Republic Act No. 9485 or “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.”
2

The National Statistics Office (NSO) retains its name as one of the major statistical agencies under the
Philippine Statistics Authority (PSA). Republic Act Number 10625 or “The Philippine Statistical Act of
2013, An Act Reorganizing the Philippine Statistical System, Repealing for the Purpose Executive Order
Number One Hundred Twenty-One, Entitled “Reorganizing and Strengthening the Philippine Statistical
System and for Other Purposes” – creates the Philippine Statistics Authority (PSA) that shall comprise
the PSA Board and offices on sectoral statistics, censuses and technical coordination, civil registration
and central support and field statistical services. The PSA shall be constituted from among the existing
personnel of the major statistical agencies engaged in primary data collection and compilation of
secondary data, i.e. the National Statistics Office, the Technical Staff of the National Statistical
Coordination Board, the Bureau of Agriculture Statistics, and the Bureau of Labor and Employment
Statistics” (http://www.psa/gov.ph/content/philippine-statistical-act-2013).
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II.

Statement of the Problem

The NSO-Civil Registration Department (NSO-CRD) and NBI-Information and
Communications Technology Department (NBI-ICTD) are two offices of the Philippine
Government mostly visited by people from all walks of life for purposes of securing birth
certificates and NBI clearances, respectively.

These documents are vital pieces of evidence being the most reliable and valid
identification that establish the birth of a person in the case of a birth certificate and a proof that
person is cleared from a criminal offense for the NBI clearance. The said government certified
documents are the topmost requirements needed for employment or for travel abroad. In this
aspect, the issuance of birth certificates by NSO and NBI clearance by the NBI are the agencies’
most availed of frontline service with a daily average of 5,000 to 6,000 clients (Interview with
Thelma Makahanding of NSO-East Avenue and Emelyn Aoanan of NBI-Taft 2014). As
compared to other agencies providing frontline services, the NSO and NBI are considered as
“transaction intensive agencies” in this Study. “Transaction intensive agencies” are agencies that
are frequently visited by citizen-clients from all walks of life who have no choice but transact
with these agencies for their requirements.

Through the years, these agencies have been subjected to many criticisms on efficiency
and effectiveness of its frontline services, like inefficiencies and delays in the issuance of birth
certificates and NBI clearances.3 The long queues have been a problem of transacting citizenclients every time they need to secure these documents for purposes of employment or for travel
abroad. So far, no important or systematic study of the effectiveness of ARTA has been made.
Thus, this Study aims to evaluate the ARTA as a way of complementing what the CSC has done
on the program.

Aside from the NBI and NSO, a rapid appraisal was also conducted to secure preliminary
information from six “highly density or commercial transaction intensive” government agencies
3

These are based on newspaper accounts and the explanatory note of legislative proposals on Citizen’s
Charter filed in Congress between 1997-2007.
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to see the patterns of implementation of the ARTA, and provide a better appreciation of how
these government agencies implemented the CC apart from experiences of the NSO and NBI.

These six agencies with a high volume of transactions with clients/users of their services
include: 1) the Bureau of Internal Revenue, 2) the Government Service Insurance System, 3) the
Home Development Mutual Fund or Pag-ibig, 4) the Land Transportation Office, 5) the
Philippine Health Insurance Corporation, and 6) the Social Security System. In these agencies,
one focal person (in charge of implementing the ARTA/CC in their respective offices) compose
the respondents. In the rapid appraisal, the respondents were asked a short-list set of four openended questions, sent to them by email and retrieved from also by email.

The value of the rapid appraisal will contribute with great significance to the literature on
the Citizen’s Charter on how national government agencies responded to the mandate and how
these agencies introduced innovations that led to the improvement of FSD in the country.

III.

Objectives of the Study

The imperative of raising the standards of FSD form the nucleus of public sector reform.
Public sector reform is a mechanism that introduces innovations in terms of modernization,
transformation, and professionalism for the improvement of institutions and processes. These
innovations as areas of reform are the common theme of every government’s agenda (PeranteCalina 2014:3). The continuing search for an effective and efficient delivery of public services is
the mainstream of public administration. Specifically, the following are the objectives of the
Study:
1. To assess selected government agencies’ understanding and manner of implementation of
the CC.
2. To identify the responses of citizen-clients on the implementation of the CC that details
the procedures in delivering frontline services in the NSO and NBI,
3. To evaluate the extent of compliance by the NSO and NBI of the CC from 2007-2015, as
provided under the ARTA, and present the agencies’ reform initiatives, and
4. To identify the contributions of the Study to the discipline of Public Administration.
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The enactment of ARTA as a policy measure has a legitimate role in improving the FSD
system of the country. Efficiency and effectiveness are twin norms that are highly essential
toward achieving a government free of red tape. Absent this concept on efficiency and
effectiveness, the Philippine government will suffer in its dysfunctions or will become a
dysfunctional state due to lingering corruption, bureaucratic red tape and inefficiency.

IV.

Methodology

Mixed method research design is employed in the study of the compliance of two
selected agencies, which are engaged in transaction intensive service delivery.

The mixed

methodology combines several approaches of collecting and analyzing data, integrating
quantitative and qualitative ways of analyzing and interpreting data in just a single study.
Incidentally, the mixed method, as articulated by Creswell (2003: 18) provides a better
understanding of the research problem. Mixed methods use a combination of collecting,
analyzing, and integrating quantitative and qualitative research in a single study or a longitudinal
program of inquiry (2003:18). Moreover, the use of any methods together helps correct for the
inevitable biases and deficiencies that affect one method (Reichardt & Cok, 1979: 23).

Mixed methodology is also seen in the use of the library research method, the rapid
appraisal of six government agencies, the perception survey, and the interviews of key
informants, all of which constitute various means of collecting data in the field. Furthermore,
mixed methods are also demonstrated in the employment of both qualitative and quantitative
methods of data analysis and interpretation. Finally, the Study is used to probe deeper into the
extent of CC implementation in the two particular cases of the NSO and the NBI.

The logic or succession of this research starts with library research, followed by the
procurement of archival materials and documents among the covered agencies. Afterwards,
rapid appraisal (RA) was done, the perception survey using a questionnaire addressed to clients
of the NSO and the NBI, and, finally, the key informant interviews (KII) of focal persons in
charge of CC implementation at the NSO and the NBI were conducted. The instruments used
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are described further in this section (See Figure 1 for the research design which is divided into
stages).

The rapid appraisal aimed to determine how six high-density or commercial transactionintensive government agencies implemented the CC and what reforms they had undertaken to
improve CC implementation. The questionnaire on the perception of NSO and NBI clients had
the objective of determining the level of awareness of these clients on the CC, the extent of
implementation based on the respondents’ experiences, simplification of transactions,
elimination of red tape and fixing, ease/comfort during transaction, complaints and redress
systems resorted to, and their level of satisfaction on the implementation of the CC. On its part,
the KII aimed to find out the implementation of the CC by the NSO and the NBI with focus as
much as possible on the participation of the clients/citizens/users and the reengineering of
systems and processes through the use of the information technology (IT).

The output from archival/library research was the review of related literature, but which
also feeds into the overall findings and analysis. The output from the RA, the perception survey,
and the KII all contribute to the overall findings and analysis.

Figure 1. Research Design of the Study
Stages
Archival research: documents review
and analysis
Rapid appraisal of six high-density or
commercial transaction-intensive
agencies
Questionnaire survey on the
perception of clients of the NSO and
the NBI
Key informant interview of focal
persons in charge of implementing
ARTA and the CC in the cases of the
PSA and the NBI

Outputs
Review of related literature

Findings and analysis

Correlation Analysis
Test for Significant Difference
Qualitative Analysis
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V.

Contextualizing the CC as the Reform Framework
The very essence of the CC is to minimize bureaucratic red tape, set the standards and

redefine the public service delivery that will provide an enabling framework for an investmentfriendly environment with citizen-clients at the forefront. But how are the standards being set by
the CC?
Drewry (2005) observed that the Charter appeal is universal because “Charters exist in
unitary states with highly centralized systems of governments (presidential type of government);
they are also found in countries with federal arrangements (parliamentary form of government)
and or strong traditions of localized public administration” (Drewry, 2005). It can be noticed
that countries mostly implementing the CCs are democratic governments that honor citizens with
their rights vis-à-vis the government. Strong authoritarian governments or communist countries
still have to show CCs that anchor on the same pubic service principles as the democracies.
The appeal of the CC in democracies got a strong momentum given the scholarly work
and publications of political analysts and public administrators themselves. The CC came into
prominence in the 1990s and flowered in the 2000s, a salute to the work of scholars who
promoted theories of the New Public Management (NPM), and its successor, the New Public
Service (NPS).
In analyzing the elements of the CC as originally drafted by the government of the United
Kingdom, one can perceive NPM principles but in another perspective, it can also be viewed also
along the lines of Denhardt and Denhardt’s (2007) New Public Service (NPS) in that both
frameworks talk about citizens. The only difference is on the degree of treatment. NPM
considers citizens as customers while under the NPS theory, it is all about the citizens rather than
the customers. Correspondingly, both theories aim for efficiency, effectiveness, accountability,
transparency, performance management improvement, and preventing corruption and
bureaucratic red tape.
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Moreover, the reform environment has been barraged by calls for good governance with
accountability, transparency, and participation as the main pillars. Lane (1997) pointed out that
accountability pays increased attention to human rights, due process, and transparency of rules.
Alfiler (citing Chadler and Plano, 19982) states “accountability relates to corruption and
bureaucratic red tape, that when there is accountability, the incidence of corruption and red tape
is lessened.” Thus, accountability is vital in the delivery of government services. In the context
of CC, mechanism on accountability has been strengthened by making public officials liable to
the citizen-clients they serve when the delivery of FS is not complied with in accordance with the
charter. Another aspect of the CC is the transparency of the processes and procedures wherein
citizen-clients may avail of the redress mechanism in case of non-compliance.
Simultaneously, there has been a growing demand worldwide for quality service, which
could only be achieved if governments initiate the reengineering of process, and procedures. This
contributes to performance, effectiveness, and efficiency.
“Reengineering,” as defined by Hammer and Champy (1993:32-34), is the “fundamental
rethinking and radical redesign of business processes to achieve dramatic improvements in
critical contemporary measures of performance such as cost, quality, service and speed.” While
Hale and A.C. Hyde (1994:127) described it as “revisualizing and redesigning an organization’s
core work processes to accomplish significant and rapid improvements operating and support
costs, service levels and cycle of work completion time, product and quality innovation, and
employee responsibilities for service and organizational goals.” According to Carlos (2006:15),
reengineering questions fundamental organizational assumptions and involves radical changes in
organization, processes, and human resources.

Reengineering may also result in the

reformulation of a government agency’s mission, mandate, and vision. Reengineering also
involves the reconfiguration of existing structures through abolition, mergers, conversion or
creation of agencies. Finally, reengineering may involve consolidation of related functions of
government agencies for more effective and efficient delivery of services.
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VI.

The Philippine Experience: The Painstaking Process
The CC is one of the five innovative strategies and mechanisms under the ARTA (RA

9485); the other forms include the Report Card Survey (RCS), accessing frontline services,
reengineering systems and procedures, and accountability of heads of offices and agencies and
disciplinary action. The ARTA aims to improve efficiency in the delivery of frontline services
through simplified transactions, feedback mechanisms, elimination of red tape and fixing
activities (lagay system), and professionalizing the bureaucracy. Legislated only in 2007 by the
13th Congress (2004-2007) under President Gloria Macapagal-Arroyo’s term, the ARTA has a
long history before its passage. In 1987, lawmakers began to introduce House measures to
minimize bureaucratic red and poor service delivery to citizen-clients but only in 2007 that the
legislative initiative was enacted.
However, there are other legal frameworks that support the improvement of FSD. These
include RA 6713 (Code of Conduct and Ethical Standards for Government Officials and
Employees) and RA 3019 (Anti-Graft Law). These two laws aimed to reduce inefficiency in
government and do away with graft, corruption, and red tape. The CSC had its initiatives. These
include the DART (Doing Away with Red Tape), Mamayan Muna, Hindi Mamaya, and the
Public Service Delivery Audit (PASADA). All these programs targeted the eradication of red
tape and thus, promote efficiency in public service delivery.
In relation to other country experiences, the Philippines was only able to have a
legislation on the CC in 2007 whereas many already had theirs in 1990s. The UK initiative was
launched in 1991. The Philippine counterpart only saw the light of day in 2007, or 16 years after.
With the implementation of RA 9485, the CSC was made as the lead agency mandated to
prescribe requirements on how to craft, display/post, and implement the CC. It also conducts the
evaluation of the CC implementation by government agencies through the RCS. To ease the
transition, the CSC also conducts relevant training orientations regarding the ARTA and its
components. The CC as the first component of the ARTA requires all government agencies to 1)
identify the frontline services it offers to citizen-clients; 2) provide information on the services it
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delivers; and describe the step-by-step procedures for availing a particular service, the
documentary and other requirements of said service, as well as the performance level that the
citizen-clients expect from the service.
For 2014, the Philippine Statistics Authority (PSA), through the Statistical Survey
Review and Clearance System (SSRCS), conducted the ARTA RCS with a target of 1,243
government offices all over the country. Covering the period from April to October 2014, the
survey rated the FSD of 1,023 service offices of nine government agencies, namely: Bureau of
Internal Revenue (BIR), Government Service Insurance System (GSIS), Home Development
Mutual Fund (HDMF), Land Registration Authority (LRA), Land Transportation Office (LTO),
Philippine Statistics Authority-National Statistics Office (PSA- NSO), Philippine Health
Insurance Corporation (PhilHealth), Professional Regulation Commission (PRC), and the Social
Security System (SSS).
The results indicated that 984 or 96 percent of the government offices obtained passing
scores. A total of 636 or 62.17 percent of the 1,023 service offices were rated “Good”; 258 or
25.22 percent received an “Excellent” rating; 80 or 7.82 percent were rated as “Acceptable”; and
10 or less than one percent rated “Very Good/ Outstanding. On the other hand, the frontline
services of 39 offices or four percent of the total agencies covered obtained “Failed” ratings
(CSC ARTA-RCS Report 2014, retrieved from csc.gov.ph/). Notably, the ARTA-RCS has made
a remarkable improvement in the anti-red tape campaign.
The CC implementation is expected to bring in more positive results that is, more
agencies getting excellent ratings. This is because it has been made a pre-requisite for the
following awards or incentives: 1) DILG’s conferment of the Seal of Good Housekeeping to
LGUs; and 2) the Performance-Based Bonus (PBB) based on President Benigno Aquino’s
Executive Order No. 80 which adopts a performance-based incentive system for government
employees.
The lead implementer of the ARTA, the CSC, is itself making the best of its resources to
help government agencies improve their CC performance. Among its innovations are 1) the on-
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line feedback; 2) the use of radio via DZRB as feedback channel; and 3) the Contact ng Center
ng Bayan, a helpdesk facility. The CSC reports that the CC implementation is 95% compliance.
Still, there are some negative observations. Though the CC is displayed on big billboards, clients
still ask at the counters. The displays have gone from black and white, to colored, and to
electronic, but even if displayed as such for the clients, they still ask for clarifications. The CSC
also receives some feedback like the long lines, website information does not match at the
transaction areas, displays are difficult to see, and uncomfortable waiting areas (i.e. lack of air
condition facilities, and electric fans, unavailability of comfort rooms).
VII.

The Six High-Density or Commercial Transaction Intensive Agencies: ARTA-RCS
Excellent awardees
As part of this Study, a rapid appraisal of six agencies was conducted to secure

preliminary data, see patterns of ARTA implementation, and provide a better appreciation of
how these government agencies implemented the CC. As topnotchers in the 2014 ARTA-Report
Card Survey, it is just apropos to learn what innovations and extra-mile activities these agencies
undertook to be considered as excellent FS providers. The (1) Bureau of Internal Revenue (BIR),
(2) the Government Service Insurance System (GSIS), (3) the Home Development Mutual Fund
(HDMF) or Pag-ibig Fund, (4) the Land Transportation Office (LTO), (5) the Philippine Health
Insurance Corporation, and (6) the Social Security System are the respondent agencies.

The CC implementation of these agencies has set the standards for FSD. The Bureau of
Internal Revenue, for example has continuously instituted reform initiatives to provide reliable
and efficient services to the clients. The regular review of the CC every two years and the ISO
certification are just few of the agency’s mechanisms to enhance FSD. The CC as viewed by the
BIR is a tool to communicate vital information to the public by laying-down standardized and
streamlined procedures in availing of a particular service.

While GSIS’s notion on the CC relates to the improvement of FS as well as the
satisfaction of the clients, it is a bible of commitment to its members and pensioners that all
requests and transactions in the agency be acted upon within the allowed turn-around-time
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(TAT). Aside from the mandated strategies that the law provides, the agency initiated a 24/7
GSIS Contact Center, and an enhanced Transaction Monitoring System (TMS), a facility that
allows the users to view the current status of their queries and claims. This allows easy
monitoring and report generation.

The Serbisyong Pag-ibig and the Bigger, Better, Faster slogans of the HDMF or Pag-ibig
Fund has given a rich context for CC to be implemented successfully as their commitment to
service delivery standards. The creation of 10 housing hubs, presence of branches nationwide,
and additional posts worldwide made the agency’s FSD bigger. And it is getting better with its
ISO certification that institutionalized Customer Feedback Management System, availability of
contact points engagement such as website, call center, e-mail, chat, and Facebook page;
adoption of Integrity Pledge of the commitment to use ethical business practices and good
corporate governance; and enhanced programs (i.e. modified and enhanced Pag-ibig II
Membership Program, housing loan program, reduced housing loan insurance premiums and
lower interest rate for multi-purpose and calamity loan). The FSD is faster through improved
queuing system, online application, accredited payment and remittance centers.

Inclined to continuously improve the agency’s FSD, the LTO initiated the Do-It-Yourself
or DIY scheme that reduced the turn-around-time from six weeks to three days involving eight
steps to three steps, respectively. Another innovation is the integrated sales reporting and initial
registration that reduced the 13 steps to only eight steps now and the settlement of apprehension
cases from two hours and 49 minutes to 45 minutes for admitted cases. The LTO takes an active
role in following strictly the service standards of the agency.

The CC helped standardize and streamline PhilHealth services. The CC implementation
helped clients understand PhilHealth services better; made PhilHealth more transparent; and
ensured that services are the same in Metro Manila as those in Aparri or in Samar. Among the
agency’s reform initiatives are the accreditation of various collecting agencies (i.e. banks, LGUs,
malls, bayad centers, etc.); establishment of Point-of-Care (POC) Membership especially for
marginalized poor who can directly go to partner hospitals for membership and availment of
benefits; and membership information via on-line services.
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Meanwhile, the SSS has also implemented reform initiatives such as the elimination of
the Servicing Branch Policy that was replaced by the File Anywhere Policy; establishment of
160 branch offices, 73 service offices, and 31 representative offices for a total of 264 new offices
in new locations for the year 2015 alone; and adoption of a streamlined Branch Tellering System
that posts members’ records on the same day. For SSS, the CC implementation is a document
that spells out the service standards or pledge of an agency on the FS it provides to its clients,
thus, the FSD of SSS really improved and enhanced client satisfaction.

To recapitulate, the patterns of implementation of the CC by the Paragons of Excellence
and the six “high-density or commercial intensive” government agencies imply that there is
indeed considerable impact on FSD considering the magnitude of the innovations and reform
initiatives that said agencies have undertaken. Their respective Citizens’ Charters have set higher
standards of service delivery and propelled these agencies to sustain the efforts through the
mechanisms that each agency has institutionalized which include the provision for ICT;
memorandum of agreements with LGUs, banks, malls, and bayad centers for opening more
contact points, and organizational reforms that facilitated streamlined processes and procedures,
(i.e. ISO certification, memorandum order, etc.).

The Implementation of the CC in the NSO and the NBI
The next succeeding paragraphs will discuss the innovations made by the National
Statistics Office (NSO) and the National Bureau of Investigation (NBI) as the focus of this Study
as well as those of the Civil Service Commission (CSC) as the lead implementing agency of
ARTA. The NSO and NBI are agencies considered as transaction-intensive agencies with most
availed of frontline services – the birth certificate and the NBI clearance, respectively. Both
agencies receive around 5,000 to 6,000 clients a day.

The CSC as the lead agency in the implementation of the CC has a key role in pushing
for FSD improvement and reform. The CSC’s approach in implementing the CC is always a topdown exercise. Ms. Ma. Luisa Agamata, Director IV of the CSC Public Assistance and
Information Office (PAIO) emphasized that the CC implementation is not uniform, particularly
12
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the CC displays whereby some agencies use small to big billboard displays, some adopt a
technical language orientation, while others make use of small letter prints. As such, the CC
information is not readable. This statement was validated by this Study, which holds true in most
agencies. However, her contention that the Filipinos themselves are not a reading people may not
be true. Clients still tend to seek the assistance of FS providers and even security guards because
the instructions are not readable and friendly to the eyes of the citizen-clients due to heavy and
technical wordings. The best communication strategy is to make uniform statements in bold
letters that are interesting to read on. The claim of Agamata on the non-reading behavior thus
justified the adoption by the Commission of certain innovations, including among others: (1)
online feedback mechanism; (2) Contact Center ng Bayan (CCB); and (3) Radyo ng Bayan over
DZRB. Admittedly, the implementation of the CC is a painstaking process for the CSC as the CC
seems difficult to understand because it is a foreign concept that is not much understood in the
Filipino culture. However, the foregoing mechanisms have gradually introduced the CC in the
community for the citizen-clients to appreciate its objectives.

The NSO even before the CC implementation has made reform initiatives in its
organizational processes and procedures but with the passage of the ARTA, it has strengthened
its mechanisms for FSD. The NSO’s CC implementation for the most part of the discussion
pivots around the intensive use of the ICT. One ICT improvement was the application of the
business process management that paved the way to the opening of 40 outlets nationwide making
transactions turn-around-time to only 30 minutes as compared to two hours before. The quick
release system as part of the IT improvement makes releases more efficient with turn-aroundtime of four to five minutes. Other notable features include the Census Serbilis Centers on-line
application, Helpline Plus via 737-1111; e-census via www.ecensus.com.ph; Batch Request
System (BREQS) offline; Civil Registration Value Added Service (CRVAS); and electronic
endorsement. Likewise, the NSO has a Memorandum of Agreement (MOA) with the embassies
of the United States and Australia in relation to the quick means of releasing civil registry
documents that they would request from the NSO. Besides the MOA, the said embassies as well
as other clients can channel their requests through email, phone, teleserv, and BREQS. The Shoe
Mart (SM) malls, the SSS, PNP, and LGUs have availed of the facility of the NSO, which is the
batch processing or BREQS.
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Dr. Liza Bersales, the government’s National Statistician and Civil Registrar General of
the National Statistics Office (now Philippine Statistics Authority), pointed out that the IT
system is a great help in improving CC implementation. Under the Civil Registry System
Information Technology Project (CRS ITP), the IT department of the NSO has practically
reengineered all previous processes from the issuance of official receipts to the searching process
and eventual release of the document. This enabled the system to cope with the continued
increase in the volume of transactions within the target service time. To improve the CC, the
agency has initiated on further reforms such as 1) making continuous changes to improve CC
implementation; 2) monitoring turnaround time to see if procedures are followed, and if not to
determine the causes; 3) employees are required to attend a seminar on public ethics and
accountability; and 4) conducting a quarterly client satisfaction survey (CSS).

However, as to active citizen participation, the agency exhibited ways and means for the
clients to elevate their concerns through the public assistance desk, Radyo ng Bayan, and
caravans. These mechanisms are not exactly the active citizen participation that this Study is
looking for.

The ARTA implementation at the NBI begun in 2009 following the creation of the Task
Force NBI Citizen’s Charter. The NBI implemented the CC by redesigning its old frontline
service system that existed for 26 years which was basically a manual system. The agency’s CC
has helped streamline processes and procedures in the issuance of NBI clearance and other
frontline services by setting up satellite offices in strategic areas such as shopping malls;
completing its IT system; providing online services; and the sporting of new equipment and
building purposely dedicated for frontline service. Mr. Roland Demetria, NBI’s ARTA Officerin-Charge and former personnel officer, emphasized that red tape inside the NBI has been
minimized due to CC implementation. Aside from the IT innovations introduced in the NBI, the
agency also developed a client satisfaction survey handled by the agency’s Gender and
Development Office. But what stands out in the success of its CC implementation is the support
and leadership of the NBI Director, Demetria added. The NBI like the NSO has also put up
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suggestion boxes and public assistance desks to solicit clients’ comments and suggestions
regarding the manner by which the agency’s frontline services are being delivered.
One significant finding of the interviews at the NBI was that there is no active citizen
participation, which is deemed an essential input if CC implementation has to be improved.
Active citizen participation ensures that clients have a voice in the crafting of the CC; the manner
that it is displayed/posted/publicized; and its monitoring and review. Only insiders craft,
implement, and monitor the CC at the NBI.
Such non-active citizen participation goes against the idea propounded by the Study’s
conceptual framework. In that framework, citizens need to be consulted and their participation be
included and insured for the CC to be more than adequately implemented. The question,
however, is that while clients do not know the ARTA/CC, in general, they respond that they are
satisfied with the services of the NBI. According to one of the three interviewed NBI officials
this reflects a passive attitude.
Succinctly, the CC implementation of both agencies has always been a top-down
approach. Reengineering-wise, the two agencies have been doing their best to ensure the
streamlining of processes and procedures to make FSD accessible anytime and anywhere. In a
related vein, the use and development of ICT is maximized that adds value to FSD as discussed
earlier. The mechanisms introduced by the NBI and NSO are remarkable contributions in
promoting accountability and transparency as well as in encouraging citizen participation
through the feedback mechanism.
VIII.

The Perception of NBI and NSO Clients on the CC Implementation
In this section are the responses of the clients who were interviewed right after they have

availed of the services of the two agencies covered by the case study, namely, the NSO and NBI
as discussed in Chapter six. A total of 150 client respondents were surveyed for each agency but
only 131 from NSO and 128 from NBI responded completely so the rest of the data were
considered invalid.
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The survey covered 259 respondents (131 from NSO, 128 from NBI). Most respondents
were 18 to 25 years old (52%), Male (66%), single (69%), and college graduates (42%). In
almost all question items, there is no difference between the responses of NSO and NBI
respondents. On other words, the respondents have the same level of awareness of the CC and
level of satisfaction. It was further found that the level of awareness and extent of CC
implementation have a positive significant correlation which means that the higher the clients’
level of awareness of the CC, the higher their level of perception of the extent of CC
implementation. Furthermore, the level of awareness as well as the extent of implementation
have a positive significant correlation with the level of clients’ satisfaction. If clients are more
aware and perceive greater extent of CC implementation, the higher their level of satisfaction of
FS of the agencies under study.
Such findings direct both agencies to increase the level of awareness of their respective
citizen-clients. Knowledge of the CC may lead to increase understanding and the more the
clients perceive that the CC implementation is done excellently; the more the clients are satisfied
with the services.
IX.

Conclusions
The enactment of the Anti-Red Tape Act of 2007 is an innovative legislative initiative to

promote good governance. The ARTA has introduced a comprehensive host of mechanisms that
improve and expedite the delivery of frontline services to contribute to efficiency and
effectiveness. Major reforms were underscored by the CSC through the conferment of awards to
agencies espousing best practices. In general, transacting business in the public sector is being
improved, accessible, and transparent compared before when the ARTA was not passed into law.
However, there are still areas that need to be strengthened especially on the issues posed in this
Study. It is also crucial to note that compliance with the law is far different from implementing
what has been complied with. It is observed that there is a high rating in the compliance
requirement but it turns out that some government agencies fail to execute the very intent of the
framework.
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Based on the findings, the Study concludes and confirmed the hypotheses raised earlier.
•

On the level of awareness on the CC implementation among NSO and NBI
clients, both have the same level of awareness. Their perceptions are not different
from each other.

•

However, the higher the level of awareness of clients on the CC, the higher the
level satisfaction with the services of the agencies.

•

Moreover, the higher the level of satisfaction of services, the higher the level of
appreciation of the extent of the CC implementation.

The KII, which interviewed focal persons at the NSO and the NBI confirmed likewise the
following hypotheses:
•

The more successful the CC implementation, the higher the satisfaction of clients.
This shows that when the CC implementation is a success, it likely generates
client satisfaction.

•

The more the citizens actively participate in the implementation of the ARTA, the
more improved the FSD and the more clients are satisfied. This means that if
citizen’s participation in the ARTA is active, the FSD of agencies would likely
improve.

•

The more that the implementation of the CC is supported by the ICT, the more
efficient and effective the FSD when accompanied by the ICT. Remarkably, the
more use of ICT in CC implementation enables the NSO and the NBI to deliver
more efficiently and effectively.

•

The higher the extent of implementation of the CC, the more responsive it is to
clients’ needs and expectations. As implementation of the ARTA becomes intense
and full, the more that clients’ needs are responded to.

•

The higher their understanding of the CC, the more their commitment to its
implementation. As such, if government frontline service personnel understand
the ARTA, the more likely they are committed to pursue and sustain the ARTA.

Thus, this Study contends that the implementation of the CC has further improved the
FSD of the NSO and the NBI. The agencies’ resolve to enhance the FSD has led them to
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introduce major reform measures and innovations such as the use of the ICT particularly in the
processing operations as seen in more established service outlets, and other access points for the
clients. The use of the ICT paved the way to reengineered operations processes that made the
system go faster and reduced turnaround time to fewer steps and to lesser waiting time for the
clients, thus, red tape and graft and corruption were minimized.
Likewise, the implementation of the CC under the ARTA was established to be more
responsive to client needs and expectation. The NBI and the NSO provided for complaint desks,
comfortable waiting areas with attending frontline service personnel who were trained and are
familiar with the quality of services to be rendered. Accordingly, the focal persons of the two
agencies have said that the CC is a way to provide faster services clients with the end of view of
making the clients satisfied of the services provided and delivered to them. This shows that the
two agencies have done extra mile in making FSD satisfactory to clients, which made them
achieved the rating of excellence under the ARTA-RCS and given awards for that matter. Their
performance as service deliverers are in line with the theory of the New Public Service (NPS) put
forward by Denhardt & Denhardt about the prime importance of the citizens in public services.
What can be concluded is that where the leadership of the CC implementation is active or
supported, the CC is maintained and sustained. Where the leadership does not have the
enthusiasm for the support of the CC, then eventually the program will perish. In short,
leadership is important and is key in sustaining the program, project or activity, like the CC. This
is especially so when these programs address public concerns. The leadership at the top must
provide the resources and support so that the middle-level and bottom-level implementers have
the enthusiasm to give their all-out participation.
The implementation experience of the CC in the Philippines does not really include only
citizen-clients. The CC has been crafted by insiders, the staff of government agencies without
the participation of the citizens or clients from the beginning. It is only through suggestion
boxes that feedback from the clients comes into the picture. The active participation of citizens,
as the NPS would like to tell public administrators, is not present.
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Then there is the fact that there are instructions and processes displayed on the billboards,
and TV monitors in front of the clients for them to read while they are waiting and sitting for
their turn. Study shows that many still ask for what steps to follow. This means that citizenclients prefer to get information from security guards or frontline service personnel.
There is also the observation about fixing activities. At the NBI, despite the online
registration, which is provided for free, some clients still patronize the online vendors outside the
NBI premises. The same thing happens outside the NSO where vendors ask passersby to avail of
the registry documents with them. This may be an example of Filipino culture again. Filipinos
want to avoid long lines, to shorten and cut waiting time maybe.
Another Filipino behavior is that despite some small or minor problems in processing
documents, in general, they remain satisfied with the services offered to them. They may be
delayed and they may experience long lines, but at the end they are still satisfied with the
services of a government agency. It may reflect an accepting, accommodating, uncomplaining
attitude towards the government, or governmental authorities/officers, because this was the way
Filipinos have been brought up as blind obedient followers of powerful politicians or rich people.
The resolve of the two agencies to render excellent FSD under the principles of
accountability, and transparency have pushed them to introduce reform measures and
innovations. Thus, the implementation of the CC in most general terms have made remarkable
contributions in the delivery of frontline services that are more efficient, effective, professional,
and less tedious, resulting to lesser red tape.

X.

Recommendations
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Based on the empirical data, the Study suggests the following recommendations that will
strengthen the implementation and monitoring of the Citizen’s Charter under the ARTA
framework:
A. Policy Recommendations at the Organizational Level
As to practical and strategic aspects, the Study recommends that Civil Service
Commission as the lead agency in implementing and monitoring the CC, considers the
following:
1. Close Coordination and Appointment of Governance Auditor. Though it is
publicized that the CSC strictly monitors the CC implementation, there are
some aspects, which may not have been seen by the CSC during their surprise
visits. It is apropos to assign a CC officer in every agency to independently
audit FSD based on the complaints and suggestions of the citizen-clients. In
this sense, the accountability of heads of offices and agencies is emphasized
and in case of non-compliance, they can be sanctioned.
2. Continuous Capacity Building. Both citizens and FS providers must be
continuously educated and informed of the new trends that could possibly
emerge in the future. The citizen-clients may be educated and trained through
massive information campaign before and during the transaction. One
example that may be implemented is the use of a 45-seconder audio-visual
presentation in the waiting area – this must be the first step. They may be
made aware also of the provisions and implications of the ARTA (RA 9485)
and the Code of Conduct and Ethical Standards for Government Officials and
Employees (RA 6713). These laws must also be reiterated to FS providers. A
question and answer booklet may be of help. It is crucial that in implementing
change in the processes and procedures, the implementers must also possess
the required capacity, skills and knowledge based on public ethos.
3. Changing Mindsets and Values, and Discipline in the Bureaucracy.
Implementing reforms in the bureaucracy is challenging. Technocrats and
bureaucrats are most of the time comfortable with a status quo affair.
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Changing mindsets as well as behavior is difficult in general, especially in a
country where there is still a strong overlap of traditional social systems with
modernization efforts” (Brillantes and Perante-Calina, 2013). As pointed out
by Pant (2007:82), reforming values and mindsets refers to the molding of the
individual and collective perspectives or paradigms of public officials in line
with the demand of the changing context. It is also called reforming the
“culture.” Thus, in institutionalizing FSD and making it sustainable, it is best
that both the government and the citizenry must imbibe a culture of discipline,
adaptability, and openness to cope with the changing demands of time. This
can be done through continuous education and capacity building.
4. Two-way Communication Process. Communication plays a vital role in
initiating reforms in the public sector. No matter how many reforms are
introduced when it is not properly communicated, such reforms are futile.
Communication must be a two-way process between the government and the
citizen-clients. This can be done through consultation, dialogues, etc. The
CSC should also prescribe uniform standard communication information
materials (i.e. billboards, posters, notices, etc.) that are interesting to read on
and attractive to the eyes of the citizen-clients. Communication materials must
also use simple and not technical language. The simpler the better.
Information graphics are useful tools, too. Communication or public
assistance desks must also be visible with approachable frontline service
personnel.
5. Window for Active Citizen Participation. The CC innovations should embody
best practices on the following aspects: a) engagement of the citizens in the
formulation and implementation of services that have great impact on them; b)
active interaction and collaborative efforts between public administrators and
the citizens in establishing a platform for an improved administrative system
and in introducing new trends on how to improve public service delivery; and
(c) creation of an independent task force that will monitor compliance of the
law composed of members from the academia, civil society organizations, the
media institutions, the private sector, and the public sector.

Part

of

the
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institutionalization is the measure to educate and train the citizenry to learn to
appreciate the efforts of their government and of government officials and
employees to obtain their support and participation. The citizens need to be
encouraged, guided, and welcomed to be the government’s partner in the
improvement of government services. Thus, a citizen-client manual on CC is
necessary. Likewise, each agency should create a CC Team with at least five
members from the private sector, CSOs/NGOs, academia, business sector and
media.
6. Provision of Enhanced ICT and Information System. The government remains
as a single user and collector of information. Computerization alone and
installation of web portal will not result to efficiency and effectiveness of
FSD. There must be a vital way in designing the processes and procedures
such as streamlined digitization of information and agile information system
to create an infrastructure highway that would lessen further turnaround time
and reduce documentary requirements in government transaction. This will
involve investment in technology and people who will act on facilitating the
needed information for the public (i.e. internal and external management,
public administration, regulation, public services, and among others).
Employing an electronic service satisfaction button at the end of every
transaction; installation of electronic window mechanisms that will obtain
immediate comments and suggestion; and creation of call centers that will
entertain complaints, suggestions, inquiries and comments 24/7 per agency
would be very helpful. Another long-term recommendation is to go paperless
but this means that vital agencies requiring standard/basic documents must
employ interconnectivity of the ICT systems and procedures. In relation to
this, one ID pass system would be an ideal tool for agencies like, the NBI, the
NSO, the Department of Foreign Affairs (DFA), and the Philippine National
Police (PNP) to check the validity of documents. This will pave the way to
full digitization system.
7. Appropriate Physical Lay-Out. The design of buildings must take into account
the movement of the clients lining up and waiting from one step to the next
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step. In the case of the NBI Clearance Building, for example, the ground floor
is where the payment and releasing lines are located. But before the release of
the document, the client must go to the second floor (for females) or the third
floor (for males) for the biometrics, and then go down again to the ground
floor for the release of the document. This is an awkward design because
people climb up and down or repeat their movements. Looking at the NSO’s
building, it can be described as a huge “bodega” space that is not so
comfortable for clients because it is not well air-conditioned and the comfort
rooms as well are not clean. There are instances that some of the clients
collapsed due to a hot room temperature. These building conditions must be
looked into and budget be appropriated to improve the services and the
environment. After all, the citizen-clients are paying for the services and the
services must grow as fast as the money these citizen-clients spend. Vendors
nearby these agencies and all other agencies must also be prohibited to
dissuade fixing activities.
B. Policy Recommendations for Legislation
1. Earmarked Revenues. Earmarking or dedicating revenues particularly for
public service delivery will remarkably contribute in the improvements of the
facilities of agencies with FSD, like the NBI and the NSO.
2. Amendments to RA 9485. The amendment must provide a system for the
engagement of citizens in the full cycle of CC implementation and
monitoring; and a funding support for the use of ICT, including the
digitization of vital documents.

C. THEORETICAL ASPECT
The Study has contributed to the need to emphasize the NPS theory of
Denhardt & Denhardt. Public administrators need to instill in their minds that the
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government exists for the people and not for the employees and government officers
working in government agencies. In a democracy like ours, this is imperative if the
government indeed is a government by the people, for the people, and of the people.
Public administrators should take responsibility in designing mechanisms that will
enhance citizen participation to enhance community decision-making. The Citizen’s
Charter should be interpreted as a charter of the citizens. It must be the citizens who
should have crafted this along with the public administrators. The burden and the
challenge are now with the public administrators. The absence of citizen participation
in the crafting and implementation of the CC is an opportunity for the legislators to
revisit the provisions of the ARTA taking into consideration the studies made,
perception surveys, and also the new developments in technology.
Succinctly, if active citizen participation and the use of ICT are vital
components of intervention for the improvement of the ARTA implementation, then
the inclusion in the ARTA of these two components as discussed in the conceptual
framework has to be institutionalized. Thus, it is recommended that the Anti-Red
Tape Act or Republic Act 9485 be revisited to look at its strengths and weaknesses to
accommodate possible revisions attuned to present circumstances and anchor its
provisions with the principles of Denhardt and Denhardt on New Public Service,
particularly in redefining the role of public managers and the citizenry.
D. The CC-FSD Framework: The Study’s Contribution
At the turn of the 21st century, citizens demand for faster delivery of public
services and value for money. Excellent FSD is the ultimate call of citizen-clients which
means reduced turnaround time, courtesy, friendliness, smiling FS personnel, and
innovative systems and procedures.
The Study found excellent compliance of most governments agencies to ARTACC and they should not rest on their laurels. The need to continuously innovate is a key
to a successful and sustainable CC. Thus, this Study contributes a framework on how to
add more vigor and agility to the implementation of the CC.
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A robust CC-FSD framework (see Figure 1 below) is necessary towards an
excellent FSD. The following components such as 1) active citizen participation; 2) use
of ICT; 3) employment of NPS theory; and 4) applying the ARTA as the legal framework
are vital in achieving the rationale of the CC. The five components will result to
continuous innovations being the fifth component.

Figure 1. CC-FSD Framework.
Continues
Innovations
ARTA

New Public
Service

Active Citizen
Participation

Use of ICT

The citizen participation is the most distinct characteristic of a democracy,
according to Aristotle (Easton 1996). The Philippines being a democratic country, active
citizen participation in the CC implementation cannot be brushed aside. At most,
consultation with the citizens is what agencies usually do. The level of citizen
participation is only up to ladder of consultation (see Arnstein’s Ladder of Citizen
Participation). The citizen-clients should have a voice in the decision making process to
consider that there is active citizen participation. If the CC is indeed a charter of citizens,
the choice must be left to the citizens as taxpayers. However, organization practices limit
participation of clients and leave their voices in the suggestion boxes. And this is not
what the CC envisions.
The use of the ICT by government agencies is yet on a limited level. Digitization
is not fully employed due to lack of budgetary requirement. Maximizing the benefits of
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the ICT may enhance citizen participation and make them more interested in the ease it
provides. The government must appropriate funding, adopt and make use of the ICT in
providing excellent FSD.
The third component is grounding the CC implementation on some theoretical
foundation. The NPS framework strengthens citizen participation as enshrined in the
principle that the public should be regarded as citizens, not customers. Customers pay
and at the mercy of service providers while citizens pay but they have the voice or choice
to select services. The NPS framework must be introduced to FS personnel, public
managers and administrators; and be incorporated in the charters. This will give the
citizen-clients ownership to the CC.
The ARTA as the legal framework is the fourth component that this Study has
substantially discussed. The law was enacted to provide a mechanism called the CC but it
has flaws that need to be strengthened by other components.
Continuous innovations being the fifth component will pave the way to an
effective CC-FSD. If public managers together with key stakeholders, the citizens will
collaborate, innovations will blossom towards an effective CC
Thus, the framework hopes to form part of a more improved CC implementation
with its five components integrated and intact.
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