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Istablislr rrent of 5ta nda id l-axpaye r Feed bacl< Syste n'r

All Revenue Officials and Employees Concerned

Ociober 28, ?015

SUB]LI-I

io

EACKG ROU N D

Consistent with the Bureau's rrandate to provide wrrld ciass frontline services to the taxpayers,

all revenue district offir-es are reciuireci io implement a standard taxpayer feedback system in compliance

wiih the ,Anti-Red tape Act of 2C07that,,,iill e'yaluate the efficiency cf the frcntline services as provideci

under RtMC 8O-?-O12.

iI O B.JECI iVE

implerrentation of the standard taxpayer feedback system has ihe following objectives:

1,. inhance the adherence to ihe provisicns pursuant to llepublic Act 9485, otherwise known as the

Anti-Red Tape Act of 2O0f ;

Projeci a service-oriented image of the Bureau of lnternal Revenue;

Pro,",!de the BIR top managenrent with information on ihe pei'formance cf the empicyees in the

Celivery of the frontline ser,,,ices which will serve as part of the evaluation of said Revenue District

Offices; a nci

Provide inputs to BIR top management on the level of customer satisfaction, the issues and

concerns of the taxpayers to come up with resolutions of said issues and concerns.

POLICIES, GUIDELINES AND PROCEDURES

DROP BOX

1) A drop box made of acrylic rnaterial shall be useci and with these information printed on

it:
* B lFi Logo

,r irlanrr: of Office
* "Piease Drop the Satisfaction Survey Here"; and

2) The drop box shail be located at the fronlline Taxpayer Service Area, particularly near oi'

prior to taxllaye r exit point.

CUSTOMER SURVEY FOR[I

1) Customer Survey Forrn (CSF) shall be given to taxpayer together rvith their Queue

number slip;

2\ Frontlines rnust remincj the taxpayers to accomplish the said survey form anci drop

the same in ihe drop box at the end ofthe transaction.

3) The name of lhe empioires servi ng the laxpayer nrust be written in the CSF atrcl tlre

queuing reference nuinber;

4) CSF shall contain a clreci<list of the frontline services anci the t;rxpayers shall indicate

the type of transaction nrade by lickingthe boxes provicled in "Annex A"
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) MON 11 OR ']G OF COM PLIAI\Ci

1) ,r'.i'r rrnannounced visii slrail be condui,i.cd ,,^rhich shall incluct: rrti'ieval ci ihe CSFs io

,:i;!ur'c tlrat the implenrentation of ti.:: feeciback system is being followt ii,

2\ Ail personnel designated as auditors conductirrg the visits shall be required to

accomplished the "standard Taxpayer Feedback System" report as provided in

"Annex B", then, shali endorse the same to the Assistant Commissioner, Client

Support Service (CSS) thru Taxpayer Service Progranrs & Monitoring Division

(TSPMD);and

3) Clie nt Support Serrrice (CSS)thru Taxpayer Service Prcgrams ancl Mcnitoring Drvision

(T!PMD) shall collate and consoliciaLe submitted reports from designateci auditors

and prepare a final report \",ith data and anal\rsis for submission to ClRi iIANCOM on

a quarterly basis. "Annex C"

REPEALIIiG CAUSE

All Revenue lssuance s or parts ihereof inconsistent with the provisions of this Order are hereby

EFFECTIVITY

This Order shalltake effect immediately.
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CAESAR R. DULAY

Corlmissicner of lnternal Revenue
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