REPUBLIC OF THE PHILIPPINES
DEPARTMENT OF FINANCE
Making the Public Know BUREAU OF INTERNAL REVENUE

May 26, 2010

REVENUE MEMORANDUM CIRCULAR NO. 41-2010

SUBJECT: Publishing the full text of the Memorandum of Agneent among the Bureau
of Internal Revenue, Civil Service Commission aratidbhal Computer Center

TO : All Internal Revenue Officers and Others Conedrn

For the information and guidance of all concerrpahted hereunder is the full text of
the Memorandum of Agreement (MOA) among the Burefalnternal Revenue (BIR), Civil
Service Commission (CSC) and National Computer &@gNCC) signed on May 26, 2010 at
the BIR National Training Center Auditorium, BIRahbnal Office, Diliman, Quezon City.

To improve efficiency in the delivery of governmeservice to the public by reducing
bureaucratic red tape and preventing graft ancuption, theCall Center ng Bayanintends
to provide a virtual bridge between government Hrel people. It shall be a 24/7 contact
center designated to address the concerns of tlerajeublic. It shall provide the means in
the most accessible way through which the publicaatheir complaints and/or request for
assistance.

"MEMORANDUM OF AGREEMENT

This Memorandum of Agreement entered into thi§ 2y of May, 2010, here in Quezon City,
Philippines by and among:

CIVIL SERVICE COMMISSION , a constitutional body, with office address at the
CSC Building, Constitution Hills, Diliman, Quezonit{; represented herein by its
ChairmanFrancisco T. Duque lll, hereinafter referred to a€SC’;

BUREAU OF INTERNAL REVENUE, a national government agency attached to
the Department of Finance, with offices at the Bl&ional Office Building, Agham
Road, Diliman, Quezon City represented herein ByGbmmissionerJoel Tan-
Torres, hereinafter referred to aBIR™;

NATIONAL COMPUTER CENTER , a government agency created by virtue of
Executive Order No. 322 (s.1971) and restructuretbu PD1480 and attached to the
Commission on Information and Communication Tecbgplunder the Office of the
President, with offices at CP Garcia Avenue, URnih Campus, Quezon City,
represented herein by its Director Genefaigelo Timoteo M. Diaz De Rivera
hereinafter referred to as “NCC";



WITNESSETH: That —

WHEREAS, Republic Act No. 9485 or the Anti-Red Tape Act 207 was enacted by
Congress to improve efficiency in the delivery afvgrnment service to the public by reducing
bureaucratic red tape and preventing graft andiption;

WHEREAS, Administrative Order No. 241 was issued to exgethe implementation of
Republic Act No. 9485 by providing that all govermh agencies shall establish in their respective
offices a public assistance and complaints deskpaowide the public hotline number/s which should
be purposely set-up to effectively receive feedbao#t monitor customer satisfaction not later than
December 31, 2009. Furthermore, all governmentcgs shall develop a scheme within its office to
ensure that the public assistance desk/complagdgk dhall be attended to at all times. Hotline
number/s shall be made accessible to the public.

WHEREAS, all government agencies are mandated under Adtrative Order no. 241 to
interconnect their current and future public assisé systems with the government-wide citizen’s
helpline once the same is established.

WHEREAS, pursuant to the said mandate to establish andcorieect government help
lines, the parties hereto desire to pursue a pititen’s helpline (alternatively called Call Centey
Bayan or CCB) anchored on an existing and workéregphology for immediate implementation.

WHEREAS, theBIR has an existing contact center infrastructurectvhise can be extended
by BIR to NCC for and in behalf of the participating agesdnereto for the pilot run.

WHEREAS, theCSC, being the lead agency for the implementation iatefconnection of
the citizen’s helplines with technical assistanoemf NCC, desires to utilize the contact center
infrastructure of BIR for the pilot run of an int@nnected citizen’s helpline.

WHEREAS, theNCC, being the technology arm of the government unierQffice of the
President (OP) has the capability to provide thbeotparticipating agencies in the Pilot
implementation technical expertise and assistamtlea requirements definition phase for the speedy
implementation of this pilot project in the ExedwgatBranch.

WHEREAS, the NCC, after having evaluated the technology of BI®R contact center
infrastructure and technology platform has deteeaithat such technology is fit and can be used for
the pilot run of the citizen’s helpline.

WHEREAS, NCC, as the Project Manager of the CCB Project hasiduor a one-year
subscription basis the network, software, hardwame technology of théBIR contact center
infrastructure platform from BIR’s systems integrafor and in behalf of the government agency
participants in the pilot run of the citizen’s higle

WHEREAS, theBIR, as one of the agencies identified by the CSheta participant in the
pilot implementation is committed to establishingaanection to the Citizen’s Helpline

NOW, THEREFORE, in consideration of the foregoing premises aradrttutual covenants
contained herein, the parties agree as follows:

1. General Provisions

1.1.  This project shall be known as the Citizen’s Helpjialternatively, it shall also be known
as “Call Center ng Bayan or CCB".

1.2.  The project shall undergo a pilot run for one (& from July 1, 2010 to June 30, 2011.
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1.3. The general features of the project are as follows:

1.3.1. Call Center ng Bayan (CCB)- The Citizens’ Helplindo Government

1.3.1.1.

1.3.1.2.

1.3.1.3.

1.3.1.4.

1.3.1.5.

1.3.1.6.

The Call Center ng Bayan intends to provide a virtual bridge between
government and the people. It shall be a 24/7ambrdenter designated to
address the concerns of the general public. It phavide the means in the
most accessible way through which the public cathair complaints and/or
request for assistance. Given the archipelagic memdnsular terrain of the
country, distance should no longer hinder peomenfcalling government’'s
attention on a specific matter as the facility Ehal readily available. The
CCB shall be used by all the agencies identifiedC®C and NCC, business
and industry, the youth and the underprivileged.

Through the CCB, citizens can request for infororatnd/or assistance and
can file reports through calls or messages to asagasg agent. Callers’

reports are acted upon in real time by the agetheir calls are directed to

the appropriate frontline service agency, whicmtlagends to the caller’s

request. Immediate response by the agent will @denpossible through the
aid of a Knowledge Base (KB) which is linked to dmgencies where data is
updated.

CCB shall keep a close tab on the number of cateckd to a particular
government agency, the response times, the sudfjtioe callers’ reports and
initiatives undertaken. Reports of messages redestall be generated and
evaluated. These reports will then serve as infautee Evaluation Card of
agency performance. Additionally, CCB has the cadipalio monitor its
performance on a real-time basis, thus, enablindoitadjust resource
deployment accordingly. In fact, the heads or diealirepresentatives of
concerned agencies may be given access to moh@grerformance of their
respective groups.

At present, there is no existing device in monitgrithe performance of
government agencies in the delivery of their friomtlservices except their
own. Considering that each agency has its owrtiegisnonitoring device,

the CCB will work to fill the void and will allowrbntline agencies to focus
only on specific areas that only need improvememeangineering .

CCB will likewise serve as the medium for the palib report government
personnel and/or agencies which take advantadeediureaucracy to initiate
or cause undue delays in transactions or projétfith increased public
vigilance, government agencies will have to examiheir systems and
processes and make these cheaper and simplerthattwéacrificing quality.

CCB will then spur institutional and individual efency as government
offices are forced to check their responsivenessldeand factor in the
capability of their personnel to perform their ftions.

1.3.2. Facilitating Public Service Delivery Through the CB

1.3.2.1.

When a citizen communicates via voice call, SMS, &nail or the internet,
a generalist agent from the CCB, who is connectedhé government’s
Knowledge Base, responds to the caller. Depenolinthe caller’'s concern,
the agent processes the request. All conversatimsecorded and kept in
the database for reference.



1.3.2.1.1. SIMPLE MATTERS: If the simple request for informatiassistance can

be resolved through available tools (i.e. informatlata from the
Knowledge Base), then the request will be fulfilietmediately by the
generalist. The transaction is considered closedizae Knowledge Base
updated.

1.3.2.1.2. COMPLEX MATTERS: If the concern is more complee(the citizen

needs actual service on site or very specific médron/processing from
a certain agency), this will be escalated to thecemed frontline agency
together with all the initial information gatherattached to the escalated
call so that the receiving frontline specialistlvithmediately know the
details of concern and identity of the caller. iihime frontline specialist
fulfills the request of the caller through theitasdished business process
and available resources. If there is a need tdascihis further, then the
specialist can forward this request to the respedgam that can make
the actual fulfilment of the request.

1.3.2.1.3. CONFIDENTIAL MATTERS: If the concern is confidentiar critical in

1.3.2.2.

1.3.2.3.

1.3.2.4.

nature, a special encrypted channel and exceptadiimg process will
be activated automatically or manually by the agefiis concern will
be handled by a special team of agents or dirdmtithe designated
authority in government, i.e CSC or the Office e Ombudsman.

All of these transactions are kept track by a nwitiy system which is
activated when the generalist agent logs the calie database where a ticket
(service order) is created for every call thateiseived by the CCB. Alarms
can be set depending on the fulfillment timelineapzeters of respective
agencies and on the nature of the request. Wheslaam sets off, which
means a request has been opened and not yet glidbadthe time limit that

it should be fulfilled, the generalist follows uptlvthe concerned agency or
escalates the issue to the next level of authaevttp is responsible for the
performance of such service. All of these transastiare reflected in the
Knowledge Base which is being maintained by the NCC

The NCC will take the lead in connecting, consdlittaand maintaining all
the respective database and websites (including bEsrmation, directory
and business processes) of all the concerned a&geroi the Central
Knowledge Base of the government to be availabke tas| for the generalist
agents.

From this Central Knowledge Base, the CSC, whidhéslead implementing
agency can monitor, conduct quality assurance,rgeneeports and extract
data for analysis in a regular ad hoc basis. These reports which specify
areas of concerns based on the key performancengsyas can be a form of
feedback to the agencies about their service dgliperformance. It can be
used then as a basis for process improvement engieeering. It can also
drill down to the performance of specific personimelgovernment in two
ways. First, through reports/feedback from the pegerved and second,
from the system-recorded accomplishments. The tepamn also include
statistics which may be vital in determining how tjovernment can conduct
or improve its programs to support its citizen. C& also submit these
reports to the Office of the President and CabBetretaries as supporting
information for their strategic plans for the fugur



1.3.2.5. Designated authority may actually be given accesadnitor in real-time or
historical performance of the agencies.

1.3.2.6. Feedback will be provided to the caller throughl ¢elck, email or SMS
regarding the status of the concerns until suéinédly addressed.

2. Responsibilities of the Participant Agency

2.1. The BIR shall provide NCC with the contact inforioatfor all its operating units, including
key officials and employees, and the services pexviby each.

2.2. The BIR shall provide the services of its subjgadalists to act as messaging agents for the
CCB who can answer queries from the public.

2.3. The BIR shall provide budgetary support for additibspecialist licenses for seats over and
above two which is provided for free by the Praject

2.4. The BIR shall make available its networking fa@t for connection to the Project,
including the necessary PCs for the specialisssad Internet connection.

3. Responsibilities of the CSC

3.1. The CSC, as the lead government agency in the mgileation of ARTA, shall receive
request for assistance, complaints and suggedtiamsthe public through the Call Center ng
Bayan (CCB) to expedite delivery of government merv including the poor and the
disadvantaged sectors of society;

3.2. The CSC shall gather pertinent data and informdtimm concerned government agencies as
input to the Central Knowledge Base which shallibkzed by the CCB agents as a tool to
respond to the concerns of citizens. These datairdodmation shall be submitted to the
NCC for processing into Central Knowledge Base.

3.3. The CSC shall, on the basis of the reports gereerfiten the Citizen's Contact Center
System shall issue performance reports of goverbragaencies on their efficiency and
effectiveness in responding to calls assistanaa ffe public.

3.4. The CSC in coordination with NCC shall be the can&uthority to identify the agencies
which will participate in the pilot implementatiarfithe CCB.

4. Responsibilities of the NCC

4.1. The NCC, in coordination with the CSC shall reqtire identified participating agencies to
submit their contact center application and cotivigy requirements properly signed off in
accordance with a specified documentation formaetagreed upon with BIR.

4.2. The NCC shall lead the efforts in putting togettmgrerations and maintenance of a Central
Knowledge Base to support the CCB operations.

4.3. The NCC shall, for the duration of the Project amon subscription basis from a contact
center service provider CCB services under a serlewel agreement with the contact
service provider for and in behalf of participatisgencies, charged to CCB project funds.

4.4. The NCC shall be the Project Manager for the CCgjeet and shall establish a Project
Management Office within its premises during thérerproject duration.



This Agreement shall be in full force and effeat foperiod of one (1) year commencing on July 1,
2010 (the “Commencement Date”) and ending on JOn@@L1. If any party desires to terminate this
Agreement for any cause whatsoever, prior to thexiipd date of expiration, a written notice to

terminate the Agreement must be served upon ther gitrties at least thirty (30) days prior to the
intended date of termination. The parties hereteedhat in case of any pre-termination of this
Agreement, each Party shall give the other readerae to honor, comply and make contingencies
for obligations any Party may have incurred in amtion with this Agreement.

All legal notices made pursuant to this Agreeméatlse in writing and delivered personally or sent
by registered mail, return receipt requested, ¢égpidirties at the respective addresses set fortleabo

This Agreement will be governed by and construeddoordance with the laws of Republic of the
Philippines. If any provision of this Agreementheld to be valid and unenforceable, all other
provisions shall remain in effect provided that #aene can stand alone.

IN WITNESS WHEREOF, the Parties have executed this Agreement on dke fitst written
above.

For the Civil Service Commission: For the Breau of Internal Revenue:
(Original Signed) (Original Signed)
Francisco T. Duque lll, MD, MSc Joel.. Tan-Torres
Chairman n@oissioner

For the National Computer Center:

(Original Signed)
Angelo Timoteo M. Diaz de Rivera
Director-General

Signed in the presence of:

(Original Signed) (Original Signed)"
Maria Luisa S. Agamata Lillia Guillermo

All internal revenue officials and employees aeeelry enjoined to give this Circular
as wide a publicity as possible.

(Original Signed)
JOEL L. TAN-TORRES
Commissioner of Internal Revenue
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