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REPUBLIC OF THE PHILIPPINES
DEPARTMENT OF FINANCE

BUREAU OF INTERNAL REVENUE

SUBJECT

TO

ll.

il1.

I. BACKGROUND

The eComploint System is on electronic system whereby toxpoyers moy repori ond
express their grievonces ond comploint/s to the BIR ihrough on emoil focility, the BIR
website or portol, which ore cotegoricolly divided inio four (4) clossificotions, os follow:

A. Non-issuonce of Officiol Receipt (NO-OR) covers comploint/s on the non-issuonce
of Officiol Receipts (ORs) or Soles lnvoices (Sls) ond/or the use of OR or Sl not duly
regisiered with the BlR, including but not limited to foke or spurious receipts/invoices;

B. Run Atter Tox Evoder (RATE) covers comploint/s on individuols ond/or entities
engoged in iox froud or evosion octiviiies ond other criminol violoiions under the
Tox Code of )997 , os omended;

C. Disiplino covers comploint/s/denunciotions ogoinst erring revenue officiols ond
employees;ond

D. Other Comploints covers comploint/s not directly clossified under NO-OR, R.A.T.E.
ond Dislplino progroms but reloted to BIR ironsoctions or services.

OBJECTIVE

This Order is issued to omend the provisions of RMO No. 5l - 20lO on the eComploint
System ond clorify, revise or updote certoin policies, guidelines ond procedures in
hondling of grievonces/comploint thru the eComploint System.

POLtCtES

l. Unless olherwise sioted or identified. ihe Public lnformoiion & Educotion Division
(PIED), Notionol lnvestigotion Division (NlD), lniernol lnvestigoiion Division (1D)
ond Customer Assistonce Division (CAD) sholl be collectively referred to herein
os the "office-in-chorge" ond sholl odopt ihe provisions of this RMo.

2. Clossified comploints will be sent to ihe
focilities:

office in chorge vio lhe following emoil

NO-OR Comploint/s sholl be hondled, processed ond monitored by the public
lnformoiion ond Educotion Division (PIED).

R.A.T.E comploint/s sholl be hondled, processed ond monitored by the
Enforcement ond Aclvococy Service (EAS).
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Amending Pertinent Provisions of RMo No.5l-20],0 on fhe eComplainl

System

All lnternql Revenue Officers ond Others Concerned

Type of Comploinls Emoillocility
NO-OR no-or-comploint@bir.qov.ph

2 R.A.T.E. rote@bir.gov.ph
J DISIPLINA ecomploint,Obir, gov.ph
4 Other Comploint contocl_us@bir.gov.ph
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DISIPLINA comploint/s sholl be hondled, processed ond monitored by the
lnternol lnvestigotion Division (llD).

Other Comploint/s sholl be hondled, processed ond monitored by the
Cusiomer Assisionce Division (CAD). These include but ore noi limited to the
following: retrieving personolTlN, not uplooded TlN, forgot possword/usernome,
unoble to occess eFPS/eREG/eCAR ond other eServices concerns, unoble to
enroll in eFPS, error in eBlRForms, unoble to register employees in eReg,, user
session expired, eic.

The offices-in-chorge sholl hove o dedicoted computer with eMoil/internet
occess for the eComploini System.

The heods of ihe offices-in-chorge must ossign o responsible point person/s who
sholl hondle the eMoil focility ond ensure 'the uninterrupted odministrotionin
cose of obsence or unovoilobility of soid point pe'rson thereof .

Checking of inbox for comploint/s received sholl be mode on o doily bosis.

GUIDETINES AND PROCEDURES

L Receipt of the comploint should be ocknowledged within the some doy (or the
next business doy in cose it wos sent on o weekend or holidoy). The comploint
should be evoluoted ond referred io on oppropriote oction officer.

2. Wiihin three (3) doys from receipt of the eMoil:
o. The point person sholl evoluote ihe sufficiency ond noture of the

complolnt.
b. Should the comploint be sufficient in detoils ond it is determined

iherefrom thot it wos sent to the rightful office-in-chorge, the point
person sholl recommend to the Division Chief the invesiigolion thereof
by o cose officer in their uniJ.

c. lf the comploint is sufficient in detoils but it is deiermined therefrom thot
it wos sent to the wrong focilliy or should involve, require ociion from
other concerned offices, the point person sholl recommend the referrol
of the cose to the proper office hoving jurisdiction thereof (PIED, RATE,

llD or CAD, os the cose moy be).
d. ln the event thot the comploint is vogue or insufficient in detoils ond/or

jurisdiction thereof connot be determined with cerioiniy, the point
person should request the comploinont io provide odditionol
informotion ond/or documents. The request should stote, os much os
possible, the noture or kind of oddiiionol informotion ond/or documenl
needed, ond thot foilure to supply the some within three (3) working
doys will be o bosis for orchiving of the comploint.

e. Upon receipt of ihe odditionolinformotion/documents, the point person
sholl determine the noture of the comploint ond to which office hos
jurisdiction to investigote the moiier. The point person sholl recommend
the investigotion of the comploint by o cose officer in iheir unit or referrol
of the some to the oppropriote office in chorge pursuont to item lV (2)

(b) or (c) hereof, whichever is opplicoble.

3. The comploinoni sholl be informed of the oction/s token on the comploint within
three (3) doys.

o. From ossignment to o cose
b. From refsrrol io the proper

or lV(2) (e) hereof.

officer pursuont to Section lV (2) (b). Or
office-in-chorge pursuont to Seciion lV(2)(c)
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4. Offices-in-chorge, ond oll other offices to whom on eComploint is ultimotely
referred, sholl trock the progress of investigotions thereof ond submit progress
reports not loter thon the l5rh doy of eoch monlh to their respeciive Regionol
Directors (in the Revenue Regions) or Assistont Commissioners (in the Noiionol
Office), copy furnished the Office of the Commissioner. Chief, Regionol
lnvestigotion Division (RlD) should follow the herein Annex A for No OR Repori.

5. The Systems Development Division (SSD) sholl:
o. lnvestigote/resolve opplicotion issues roised.
b. Provide technicolsupport on the provision of ouio-reply in ihe

eComploinl System, os well os mointenonce of the opplicotion.

V. REPEALING CLAUSE

All revenue issuonces ond/or poriions .thereof thot qre inconsislent herewith ore
hereby repeoled, modified or omended occordingly.

VI. EFFECTIVITY

This Order sholltoke effect immediotely.

-lW1'"'r\A{*1/
CAESAR R, DULAY

Commissioner of lnternol Revenue
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