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EASE OF DOING BUSINESS AND
EFFICIENT GOVERNMENT SERVICE DELIVERY ACT 

R.A. 11032

ANTI- RED TAPE AUTHORITY

WHAT IS



Signed

May 28, 2018

June 02, 2018

Published 

the Official Gazette

Amendment to R.A. 9485: Anti - Red Tape Act of 2007

Effective

June 17, 2018

June 11, 2018

in two newspapers 
of general circulation

RA 11032 : A GAME CHANGER



IMPLEMENTING RULES AND REGULATIONS

2018
22 OCTOBER – Initial 

Submission to the Office of 
Executive Secretary

2019
15 APRIL – Public Hearing

17 JULY - IRR signing

20 JULY - Publication on 
two national circulation 

newspapers

22 JULY - Uploading on  the 
Official Gazette

4 AUGUST – Effectivity



"Sec. 3 . Coverage. – This Act shall apply to all government offices and
agencies including local government units (LGUs), government-owned or
controlled corporations and other government instrumentalities, whether
located in the Philippines or abroad, that provide services covering business
and nonbusiness related transactions as defined in this Act."

IRR:

“The provisions of the Act and these Rules and Regulations shall apply to all
government offices and agencies in the Executive Department including
local government unit (LGUs), government-owned or -controlled
corporations and other government instrumentalities, located in the
Philippines or abroad, that provide services covering business-related and
non-business transactions as defined in these Rules.” (Rule II, Section 1, IRR,
R.A. No. 11032)

COVERAGE OF THE LAW



PENALTIES AND LIABILITIES

Administrative liability with 
six (6) months suspension 
except for fixing/collusion

Dismissal from service, disqualification from 
holding public office, forfeiture of retirement 
benefits and imprisonment of one (1) year to 

six (6) years with a fine of Five Hundred 
Thousand Pesos (P500,000.00) to Two Million 

Pesos (P2,000,000.00).

FIRST OFFENSE
SECOND OFFENSE



VIOLATIONS UNDER THE ACT

a) Refusal to accept 
application

b) Additional 
requirements not in 
the Citizen’s Charter

d) Failure to give the 
written notice on a 
disapproval

c) Additional costs in 
the Citizen’s Charter

f) Failure to attend to 
applicants prior to the 
end of working hours and 
during lunch break; 

e) Failure to render govt 
services w/in the 
prescribed processing 
time

g) Failure or refusal to 
issue official receipts; and

h) Fixing and/or 
collusion with fixers



ZOOMING IN:

ARTA COMPLIANCES



Citizen’s Charter
Definition, Coverage, and Forms of Posting



It is an official document , a service standard or a pledge ,
that communicates, in simple terms, information on the
services provided by the government to its citizens
pursuant to Section 6 of R.A. No. 11032.

It is a contract between the client and the government
agency .

What is “Citizen’s Charter”? CITIZEN’S CHARTER



Coverage

• Shall apply to all government offices and agencies that provide services
covering business - related and nonbusiness transactions

(Section 1, Rule II of the IRR of R.A. 11032)

AGENCIES

▪ The Citizen’s Charter shall contain 
ALL services , which include the 
External and Internal services of 
the government agency or office

SERVICES

External services refer to government 
services applied for or requested by external 
citizens or clients or those who do not form 
part or belong to the government agency or 

office providing the service .

Internal services refer to government 

services applied for or requested by 

citizens or clients who are within the 

respective government agency or office , 

such as, but not limited to, its personnel or 

employees, whether regular or contractual.

CITIZEN’S CHARTER



Forms of Posting

INFORMATION 
BILLBOARD

HANDBOOK
WEBSITE

ENTRY

CITIZEN’S CHARTER
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Citizen’s Charter
CITIZEN’S CHARTER

• The head of the government agency/duly designated 
representative shall issue a CoC to ensure compliance of the 
agency to the mandates of RA 11032.

• Digitally signed COCs by the Head of the Agency or Local Chief 
Executive or their duly designated alternate signatories are 
accepted and will be deemed compliant

• To be submitted to the Authority using the new template 
provided under ARTA MC No. 2021 - 10

• The head of the government agency shall submit soft copies of 
the Citizen’s Charters (in text - searchable PDF format).

CERTIFICATE OF COMPLIANCE

SUBMISSION

• Annually submitted to ARTA on or before 31 March

• To be submitted every time there are changes/revisions/updated 
on CC Handbook. 



Committee on Anti - Red Tape (CART)

Legal Basis, Composition, and CART Submission



COMMITTEE ON ANTI - RED TAPE

AMENDMENT

ARTA MC No. 2023- 08 was issued and published on 01
December 2023.

The following Sections were amended :

Section 3 – Designation
Section 6.1- Composition
Section 6.2 – Duties, Responsibilities, and Functions
Section 6.3 - Compliance



COMMITTEE ON ANTI - RED TAPE

Section 3.1 – DESIGNATION

• Each agency/department, LGU, GOCC, SUC
or government instrumentality shall only
have one CART regardless the number of
bureaus, regional offices, field/satellite
offices

• the CART shall also include at least one
focal person for each bureau, regional
office, or field/satellite office .

• Attached agencies - shall have their own
separate and independent CART .

Focal persons shall at least hold a 
second level position and shall be 
designated by the Head of Agency



COMMITTEE ON ANTI - RED TAPE

Section 3.1 – DESIGNATION

LGUs : Only provincial, city/municipal government are required to form a
CART ; Barangays shall designate at least a focal person to be a member
of the city/municipal government CART ; LGU - CART shall designate at
least a focal person from their respective LGU - managed hospitals .

SUCs : Only the main campuses shall form their CART . The main campus
shall include at least one focal person per satellite campus .

Government hospitals under DOH: Required to have their own CART
separated from that of DOH- CART .



COMMITTEE ON ANTI - RED TAPE

Section 6.2 – Functions, Duties and Responsibilities

The CART shall ensure that the institution receive, respond, and comply with the requirements of R .A. 11032, its IRR and subsequent 
issuances by ARTA



Zero Backlog Report
Legal Basis, Scope and Coverage, and Submission Guidelines



Legal Bases

Section 2 of RA 11032 declares the State Policy to
promote integrity, accountability, proper
management of public affairs and public property
and establish effective practices aimed at efficient
turnaround of the delivery of government services
and the prevention of graft and corruption in
government

Section 4, Rule VIII of the Implementing Rules and
Regulations (IRR) of RA 11032directs the Authority to
issue a certificate of completeness, after
investigation and verification of the full
document submission and payment of applicant, and
order the concerned agency to issue the
approval, extension and/or renewal of the
license, clearance, permit, certification,
or authorization deemed automatically approved
(Section 10 of RA 11032)

Section 10 of RA 11032: Automatic Approval or
Automatic Extension of License, Clearance,
Permit, Certification, or Authorization of pending
transactions that went beyond its prescribed
processing time subject to compliance under the
law

Section 1Rule VI of the IRR of RA 11032mandated
all heads of agencies to implement a zero
backlog program

ARTA MC 2022- 02 The Authority reiterates
the DIRECTIVE that all government offices and
agencies shall conduct an inventory of all its
pending simple, complex, and highly -
technical transactions .

ZERO BACKLOG REPORT



Scope and Coverage

The Zero Backlog Program shall cover ALL internal and 
external programs (business and non - business - related 
transactions) that issue a certain type of license, certification, 
authorization, permit, clearance that fit the definitions laid out 
in Section 4, Rule I of the Implementing Rules and Regulations 
(IRR).

Salient Features of the ARTA MC No. 2022-02

ZERO BACKLOG REPORT



Guidelines for the Submission 
of the Zero Backlog Program

All government agencies and offices are
mandated to implement a Zero Backlog
Program pursuant to Section 1 Rule VI of
the IRR of RA 11032 to address current
and/or future pending transactions . This
program shall be a one- time submission
to the Authority, using the template
in Annex A, unless said Program will
necessitate changes as deemed
necessary

(Shown on picture is Annex A of the MC)

ZERO BACKLOG REPORT



All government agencies and offices are to submit the Template for Inventory of
Licenses, Permits, Certifications, Authorizations Clearances tagged as a
backlog before March 7 of every year .

As amended under MC 2023- 01, the coverage period in the reporting of the
inventory of all licenses, permits, certifications, authorizations, clearances
tagged as a backlog is from 01 January until 31 December of the previous year .

(Shown on picture is Annex B of the MC)

Guidelines for the Submission 
of the Zero Backlog Program

ZERO BACKLOG REPORT



• ANNEX A: Original deadline: 29 April 2022 
Note: Agencies that have not yet submitted
the Zero Backlog Program are strongly 
urged to submit it to the Authority

• ANNEX B or C : Submit on or before 07 
March 2026 

Note: The data coverage for the 2025 
compliance should be from January 01, 2025 to 
December 31,2025.

If there are no pending transactions and Zero
Backlog Program is not needed, all government
agencies and offices are required to submit their
Zero Backlog Certification as compliance with the
annual reporting

(Shown on picture is Annex C of the MC)

Guidelines for the Submission 
of the Zero Backlog Program

ZERO BACKLOG REPORT

SUBMISSION



IMPLEMENTATION OF 
THREE (3) SIGNATURE RULE 
UNDER REPUBLIC ACT 11032

 
 



PURPOSE

The Memorandum Circular is being
issued to establish the guidelines
implementing the requirement on the
limitation on the number of
signatories, for compliance by all
government offices and agencies
covered by RA11032.



A document evidencing the issuance or grant of any
privilege, right, reward, license, clearance, permit or
authorization or concession or any modification,
renewal or extension of the foregoing, as defined
under Rule 1, Section 4 of the IRR of RA 11032,
irrespective of the nature of the transaction.

WHAT IS A PRINCIPAL DOCUMENT?

Rule 1, Section 4 of the IRR of RA 11032



The definition of shall also be
extended to refer to the formal
document evidencing the action
rendered on any application or
request submitted by any applicant
or requesting party.

WHAT IS A PRINCIPAL DOCUMENT?



Full Signatures

the signatures shall represent the full signatures of the
officers assigned or stationed in the agency, office or
unit directly responsible for issuing, approving, and/or
signing any principal document.

THE SIGNATURES



Initials, not full signatures

initials of officers or employees should not be
affixed to the document to be released or issued.

THE SIGNATURES



DESIGNATION OF
AUTHORIZED 
SIGNATORY 
OR SIGNATORIES



The head of the agency shall issue an
appropriate inter-office Memorandum
enumerating the list of authorized or regular
signatory for each privilege, right, license,
clearance, permit or authorization,
concession, or such other document issued
by the agency or office. It shall also
stipulate the agency rules on proper
delegation of the authority to sign in the
absence of the regular signatory.

INTER-OFFICE MEMORANDUM DESIGNATING SIGNATORIES



The Memorandum shall, at the minimum, provide the
following particulars:

a) Complete name or the official designation of the
authorized or regular signatory

b) Complete name or the official designation of the
alternate signatory

c) Complete name or the official designation of the
subsequent alternate, if any

CONTENTS OF THE INTER-OFFICE MEMORANDUM



d) The principal document to which the designated
signatory is authorized to sign

e) The legal or administrative inhibitions

f) The rules on the proper delegation of authority to
sign in the absence of any of the authorized or
regular signatories, subject to 7.0 of this
Memorandum Circular

CONTENTS OF THE INTER-OFFICE MEMORANDUM



Authorized or Regular Signatory Corresponding Alternate Signatory

Atty. Juan Dela Cruz, Director IV, 
ABCD Office

Atty. Pedro Dela Torre, Attorney VI, 
ABCD Division

Authorized or Regular Signatory Corresponding Alternate Signatory

Director IV, ABCD Office Attorney VI, ABCD Division

EXAMPLE :



Original Deadline is 29 October 2025

Extension of submission is until 
28 November 2025 (ARTA Advisory No. 2025-016)

Link for submission: https://bit.ly/ARTACompliances

SUBMISSION OF THE MEMORANDUM

https://bit.ly/ARTACompliances


Any amendments to the existing inter office
Memorandum shall likewise be submitted to
ARTA, within 30 working days following the
approval of the amended Memorandum by
the head of agency.

AMENDMENTS TO THE EXISTING MEMORANDUM



ANTI-RED TAPE AUTHORITY

Satisfaction Measurement
Harmonized Client 



CLIENT SATISFACTION MEASUREMENT

LEGAL BASES

Section 20 of RA 
11032

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

Rule IV, Section 3(b) 
of the IRR

“All agencies shall embed feedback mechanisms
and client satisfaction measurement in their
process improvement efforts.

The agency shall report to the Authority the
results of the Client Satisfaction Survey for each
service based on the guidelines to be issued by
the Authority. “



CLIENT SATISFACTION MEASUREMENT

ARTA 
Memorandum 
Circular No. 2022-
005

Guidelines on the Implementation of the
Harmonized Client Satisfaction Measurement

ARTA 
Memorandum 
Circular No. 2023-05

Amendment to the Guidelines on the
Implementation of the Harmonized Client
Satisfaction Measurement

LEGAL BASES



CLIENT SATISFACTION MEASUREMENT

PURPOSE

❖ Promote the adoption of a harmonized and
standardized framework in measuring client
satisfaction across ALL levels of the government

❖ Measure and compare the service performance of
ALL government agencies in a uniform manner



CLIENT SATISFACTION MEASUREMENT

HARMONIZED CLIENT SATISFACTION 
MEASUREMENT (CSM)

❖ An after-service availment survey that assesses
the overall satisfaction and perception of clients
on the government service they availed

❖ Outputs and results are to be incorporated in the
agency’s Report Card Survey (RCS) under the
Overall Survey Results.



CLIENT SATISFACTION MEASUREMENT

GENERAL GUIDELINES
❖ As mandated by Section 3 (b), Rule IV of the IRR of RA 11032, client satisfaction

feedback shall be gathered for ALL services offered by the government agency.

SERVICES

INTERNAL SERVICES EXTERNAL SERVICES

applied for or requested by citizens or 
clients who  are  within the respective 

government agency or office, such as, but 
not limited to, its personnel or employees, 

whether regular or contractual

applied for or requested by 
external citizens or clients or those 
who do not form part or belong to 
the government agency or office 

providing the service.



CLIENT SATISFACTION MEASUREMENT

GENERAL GUIDELINES

❖ For 2023, agencies may have the option to only cover external services, but
in 2024 and succeeding years, ALL services must be covered.

❖ Agencies can fully adopt the harmonized CSM tool or integrate it on their
existing CSM tool.



CLIENT SATISFACTION MEASUREMENT

METHODOLOGY OF THE CSM

Identification of 
Eligible 

Respondents

Frequency and 
Period of the 

Survey

Number of 
Respondents

Number of 
Respondents

Collection 
Mechanism

❖ Government agencies shall administer the CSM to ALL clients with
completed transaction.

❖ A transaction is considered complete when the final step of the service
availed of per the Citizen’s Charter of the government agency is
accomplished.



CLIENT SATISFACTION MEASUREMENT

METHODOLOGY OF THE CSM

Number of 
Respondents

Number of 
Respondents

Collection 
Mechanism

❖ The CSM shall be conducted after each completed transaction. It shall
be administered between January to December of each year.

Identification of 
Eligible 

Respondents

Frequency and 
Period of the 

Survey



CLIENT SATISFACTION MEASUREMENT

METHODOLOGY OF THE CSM

Number of 
Respondents

Collection 
Mechanism

Identification of 
Eligible 

Respondents

❖ Government agencies shall determine the minimum number of
responses based on this calculator:

https://tinyurl.com/CSMsamplesize

Number of 
Respondents

Frequency and 
Period of the 

Survey

https://tinyurl.com/CSMsamplesize


CLIENT SATISFACTION MEASUREMENT

METHODOLOGY OF THE CSM

Collection 
Mechanism

Identification of 
Eligible 

Respondents

❖ Government agencies shall determine the minimum number of
responses based on this calculator:

https://tinyurl.com/CSMsamplesize

Frequency and 
Period of the 

Survey
Data GatheringNumber of 

Respondents

https://tinyurl.com/CSMsamplesize


CLIENT SATISFACTION MEASUREMENT

METHODOLOGY OF THE CSM

Collection 
Mechanism

Identification of 
Eligible 

Respondents

Frequency and 
Period of the 

Survey
Data GatheringNumber of 

Respondents

ON-SITE CONDUCT REMOTE CONDUCT

May be done through a paper-
survey questionnaire

Can be through e-mail, the 
agency’s website, social media, QR 

code, or other similar modes



CLIENT SATISFACTION MEASUREMENT

METHODOLOGY OF THE CSM

Identification of 
Eligible 

Respondents

Frequency and 
Period of the 

Survey

Number of 
Respondents

Collection 
MechanismData Gathering

❖ The manner and time interval of the collection of survey questionnaires shall be at
the discretion of the agencies and offices.



CLIENT SATISFACTION MEASUREMENT

CSM Questions

These include:
● Three (3) questions related to the Citizen's Charter;
● Eight (8) questions related to the Service Quality

Dimensions; and
● One (1) question related to the client's overall

satisfaction with the service availed of (SQD 0)

Open-ended 
Questions

Intended to provide additional remarks or feedback not
covered/captured by previous questions

Demographic 
Questions

May be added provided that the revised version will not
exceed five (5) minutes

CONTENT OF THE CSM QUESTIONNAIRE



CLIENT SATISFACTION MEASUREMENT



CLIENT SATISFACTION MEASUREMENT

CONTENT OF THE CSM QUESTIONNAIRE

EIGHT SQDs



CLIENT SATISFACTION MEASUREMENT

CSM QUESTIONS

❖ The CSM Questions prescribed by the Authority may be altered or modified,
provided the revised questions still aim to capture the Service Quality
Dimensions (SQDs) and the Citizen’s Charter awareness.

❖ Agencies have the option to add service-specific questions to the CSM.

❖ Government agencies may provide a version translated to the local dialect
for easier understanding, provided that the revised version will still be able
to capture the SQDs.



CLIENT SATISFACTION MEASUREMENT

RATING SCALE AND SCORING SYSTEM

The CSM shall use a Five-(5) Point Likert Scale to measure the SQDs. 

Scale Rating

1 Strongly Disagree

2 Disagree

3 Neither Agree nor Disagree

4 Agree

5 Strongly Agree



CLIENT SATISFACTION MEASUREMENT

DRAFTING THE CSM REPORT

❖ Government agencies are required to submit a CSM Report
following the provided template/outline. Refer to Annex B of M.C.
2023-05.

❖ All agencies shall submit their CSM reports implementing the
guidelines on the last working day of April of the following year.

❖ A copy of the revised version of the CSM questionnaire shall be
attached to the CSM Report as an Annex.

❖ Government agencies with regional/field/satellite offices may have
the option to submit either unified or separate reports.



CLIENT SATISFACTION MEASUREMENT

SUBMISSION AND PUBLICATION
OF THE CSM REPORT

❖ Agencies and offices shall submit the soft copies (in text-readable PDF
format) of the CSM Report through Unified Submission Form:

bit.ly/ARTACompliances

❖ The CSM Report shall be uploaded on the official website of the
agency or be made available to the transacting public upon request.



CLIENT SATISFACTION MEASUREMENT

❖ All government agencies shall submit their CSM Report duly approved and
signed by the Head of the Committee on Anti-Red Tape (CART) to attest
that the report is accurate and compliant with these guidelines.

❖ The ARTA reserves the right to request proof of the survey results,
including the answered paper surveys and the Excel file of the aggregated
data.

❖ The Inspection Checklist program of the Report Card Survey will validate if
the CSM is properly implemented.

VERIFICATION



SUBMISSION

ANTI- RED TAPE AUTHORITY

ARTA COMPLIANCES



ARTA Advisory No. 2026 - 007

• ARTA released Advisory No. 
2026- 007 dated 19 January 
2026.

• The Advisory reiterates the 
deadline of submission of the 
Compliance under RA 11032.

SUBMISSION DETAILS



Summary of Compliances

CITIZEN’S CHARTER
Section 6 of R.A. No. 11032

ARTA Advisory No. 19 : Series of 
2024

COMMITTEE ON ANTI - RED TAPE
Section 5 and 8 of RA 11032; 

Rule III Section 1 of the IRR of RA 11032
ARTA MC No. 2023 - 08

WOG REENGINEERING
Section 5 of RA 11032;

Section 3 and 5, 
Rule III of the IRR of R.A. 11032

ARTA MC No. 2021 - 09

CLIENT SATISFACTION 
MEASUREMENT REPORT

Section 20 of RA 11032
Rule IV, Section 3(b) of the IRR

ARTA MC No. 2023 - 05

ZERO BACKLOG REPORT
Section 2 of RA 11032 

Section 4, Rule VIII of the IRR of RA 11032
ARTA Advisory No. 19 : Series of 2024

FOR LGUs: 
ELECTRONIC BUSINESS ONE - STOP SHOP

Section 11 of RA 11032 
ARTA - DTI- DICT - DILG JMC No. 1 Series of 2021

ARTA Advisory No. 20 : Series of 2024

1. 2. 3. 4.

5. 6.

3 SIGNATURE RULE
Section 9(2)(d) of RA 11032 

ARTA Memorandum Circular 2024 - 05

7.



Strengthening Collaboration: 
ARTA and PAGBA

ANTI- RED TAPE AUTHORITY

ON ARTA COMPLIANCES



ARTA Compliance: ARTA and PAGBA Collaboration

PAGBA, as a dynamic partner of government and a leading advocate of
reforms and innovation in public fiscal administration and good
governance, can collaborate with ARTA in promoting the ease of doing
business. This partnership may include the following initiatives:

1. Ensure compliance of its members with the provisions of RA 11032.
2. Champion reforms and innovation ensuring efficient processes in public

fiscal administration.
3. Development and dissemination of policies and guidelines aligned with

ARTA provisions.
4. Information campaigns and knowledge-sharing forums to promote

awareness of ease of doing business reforms and initiatives.
5. Recognition and incentive programs for members demonstrating

exemplary compliance



"Compliance is 

not a one-time 

event; it is a 

continuous 

process of 

monitoring and 

improvement"
- Anonymous



For questions or concerns, 
you may send us an e-mail 

at compliance@arta.gov.ph.
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