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How does the world define 
“ease of doing business”?



World Bank’s Ease of Doing Business

• An economy’s performance on the efficiency and quality of its 

business environment

• The World Bank’s Doing Business Survey offers a unique 

dataset that governments can use to analyze the impact of 

business regulation on various economic outcomes
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It is the government’s business to 

provide desirable public service. 

If the government is able to 

provide a desirable business 

environment…



Doing Business with Walmart: From Food Aisle to Fridge

The InHome service will use Walmart vehicles and its own workers equipped with proprietary 

wearable cameras. Using undisclosed “smart entry technology,” Walmart employees will be able to 

enter homes to make deliveries, while customers will be able to control access and watch the 

deliveries remotely.

Source: https://www.theverge.com/2019/6/7/18656172/walmart-inhome-fridge-delivery-service



Doing Business with Uber: Launch of the Air Taxi

Uber wants to perform its own test flights in 2020, and it plans to launch some version of an air taxi 

service in 2023, starting in Dallas, Texas, and Los Angeles, California. The company also recently 

announced that it will offer helicopter rides in New York from lower Manhattan to John F. Kennedy 

International Airport.

Source: https://www.forbes.com/sites/jeremybogaisky/2019/06/12/uber-snags-airport-landing-pads-for-its-air-taxis-and-a-partner-to-run-its-skyports/#43a5a6bb5a6c



“Autonomous tech is enjoying heavy 

investment around the world, 

especially in the UK. In 2015, the 

British government announced 

new laws for testing driverless 

vehicles on their roads and, with 

them, an unprecedented £20 

million investment into the 

technology.”

Doing Business with Tesla and Apple: Driverless Cars

Source: https://www.alphr.com/cars/1001329/driverless-cars-of-the-future-how-far-away-are-we-from-autonomous-cars



Doing Business with VFS Global: 3-step Visa Processing

“MOST FOREIGN embassies 

outsource the non-judgmental 

aspects of the visa application 

process – this is so their staff 

can be relieved of the 

administrative burden of the 

process and focus instead 

only on the critical task of 

decision-making, i.e, to grant 

a visa or not.”

Source: https://www.vfsglobal.com/en/individuals/index.html



The Philippines is trying to catch up!



“We promise to make the 
lives of the people 
comfortable and convenient, 
businesses to flourish… 
Bawal ang sagabal sa
negosyo, bawal ang sagabal
sa gobyerno. Kung tamad ka
sa gobyerno, umalis ka na
dyan kasi wala kang lugar
dyan…”

~ Anti-Red Tape Authority Director General 

Jeremiah Belgica during the signing of the 

Implementing Rules and Regulations of RA 

11032



“We have been waiting 

for this law. Maraming 

salamat sa DTI. 

Maraming salamat sa 

CSC. Maraming 

salamat sa ARTA.”

~ DTI Secretary Ramon Lopez during the 

signing of the Implementing Rules and 

Regulations of RA 11032



“Support ARTA, support 
the implementation of the 
Ease of Doing Business 
and Efficient Government 
Service Delivery Act of 
2018. This is our gift to 
the Filipino people. You 
and I are accountable to 
the Filipino people.”

~ CSC Chairperson Alicia dela Rosa-Bala during 

the signing of the Implementing Rules and 

Regulations of RA 11032



Empathize

Define

IdeatePrototype

Test

Empathy brings about a 

change in mindset. 

The Design Thinking Process

How can we make it happen?



The Philippines is Rank 124 out of 190
economies according to the World Bank’s 
2019 Ease of Doing Business survey. 
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Economy 2019

Singapore 2

Malaysia 15

Thailand 27

Brunei Darussalam 55

Vietnam 69

Indonesia 73

Philippines 124

Cambodia 138

Lao PDR 154

Myanmar 171
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Doing Business in the Philippines: Where are we now?

Rank 124 out of 190 in World Bank’s 2019 Doing Business Survey, 

from Rank 113 in 2018, the Philippines slipped 11 ranks lower

Comparative description: Philippines versus Eswatini (Swaziland)

The Kingdom of Eswatini is a small and landlocked sovereign state in Southern Africa. Run by its current 

Head of State, His Majesty King Mswati III, the total population of Eswatini is approximately 1.3 million.
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Customer Empathy



“A customer is the most important visitor on our premises. He is not 

dependent on us. We are dependent on him. He is not an interruption 

in our work. He is the purpose of it. He is not an outsider in our 

business. He is part of it. We are not doing him a favor by serving him. 

He is doing us a favor by giving us an opportunity to do so.”

~ Mahatma Gandhi 



Testimonials of Government Agencies on Customer 

Empathy in Streamlining of Services
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Mr. Rector C. Antiga

Information Technology Officer III

Management Information 

Division

Land Transportation Office

Mr. Rolando Taghap

OIC-Asst. National Statistician

Civil Registration Service

Philippine Statistics Authority

Atty. Nancy Teylan

Department Head

Business Permit and Licensing 

Office

City Government of Marikina



What is your agency doing in 

preparation for RA 11032?



Do you know the “pain points” of your 

customers?

How?



CSC and ARTA collaborates on feedback generation for systems re-

engineering.
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The Anti-Red Tape Authority shall implement and oversee a national 

policy on anti-red tape and ease of doing business, implement various 

ease of doing business and anti-red tape reform initiatives aimed at 

improving the ranking of the Philippines, monitor and evaluate the 

compliance of agencies under Section 3 of this Act and issue a notice of 

warning to erring/noncomplying government employees and officials, 

among other powers and functions.  

Creation of the Anti-Red Tape Authority



The Civil Service Commission (CSC) being a Constitutional Commission 

whose mandate has been enshrined in the 1987 Constitution as the central 

personnel agency of the government shall establish a career service, and 

adopt measures to promote morale, efficiency, integrity,  responsiveness, 

progressiveness, and courtesy in the civil service.

As a Constitutional Commission, it shall decide by a majority  vote of all its 

members any case brought before it within sixty days from the date of its 

submission for decision for resolution. By reason thereto, it is mandated to 

exercise quasi-judicial functions in the adjudication of disciplinary and non-

disciplinary cases against and/for government personnel.
25

ARTA in collaboration with the CSC in 

Implementing RA 11032
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$100 million financing 
to modernize the civil 
service by 
strengthening the 
organizational 
effectiveness of the CSC 
and selected 
government agencies

The Philippines’ 
economic performance 
has become better but 
lacks in terms of 
institutional reforms

In the works…



“…the World Bank said there needed to be 
a significant improvement in the 

bureaucracy and the way it delivered 
services.”

“…there is a need to modernize the civil 
service if it is to play the role expected of it 

in a country that aspires to be an 
upper/higher income economy in the next 

two decades.”

~lifted from the June 13, 2019 B4 Section of the Philippine Daily Inquirer entitled “$100-M WB funding 
sought for civil service modernization plan”



Modern civil 
service law

Executive 
leadership

Professionalization 
of human 
resources

Improvement 
of training and 
development

Deepening the 
IT in the 

bureaucracy

The World Bank pointed out five key areas where action was needed.



“I want you guys, all businessmen, to go to the Philippines, do business 

and I will create an environment which you will find comfortable. And that 

is the reason why I am asking everybody for his utmost cooperation. I 

guarantee you that there will be no hassles, no asking for money, no 

nothing. And if you think that the permit or the concession privilege about 

to be given is unduly delayed, please let me know.” 

President Rodrigo Roa Duterte’s Message during the exchange of 

business agreements at the Grand Hyatt Beijing on April 26, 2019



During the signing ceremony on May 28, 2018, President Rodrigo Roa Duterte gave 

explicit instructions to implement the law within 30 days.



ARTA DG Jeremiah Belgica, CSC Chairperson Alicia dela Rosa Bala, and DTI Secretary Ramon Lopez 

signed the IRR of RA 11032 last July 17, 2019 at the Philippine International Convention Center. 



From Republic Act No. 9485 or the Anti-Red Tape Act of 

2007, the new law is Republic Act No. 11032 or An Act 

Promoting Ease of Doing Business and Efficient Delivery of 

Government Service, Amending for the Purpose Republic Act 

No. 9485 Otherwise Known as the Anti-Red Tape Act of 2007, 

and for Other Purposes. 

The short title is Ease of Doing Business 

and Efficient Government Service 

Delivery (EODB-EGSD) Act of 2018

EODB
EGSD
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Governance/

Institutional 

arrangements

Reengineering 

Government 

Systems and 

Procedures

Setting 

standards 

on 

Prescribed 

Processing 

Time

Government 

Technology

Regulatory 

Impact 

Assessment

RA No. 11032 is a gamechanger.

Streamlining 

Regulatory Practices

Repeal of 

Outdated, 

Redundant 

Laws and 

Issuances 33



All government 
offices and agencies 
including:

Coverage (Sec. 3)

Local Government Units (LGUs)

National Government 

Agencies (NGAs)

Other Government Instrumentalities

(whether located in the Philippines or abroad)

Government Owned & Controlled 

Corporations (GOCCs)



Coverage and Scope (Rule II, Sec. 1 of the 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 units (LGUs), government-owned or

–controlled corporations, and other government instrumentalities, located in the Philippines or abroad,

that provide services covering business-related and nonbusiness transactions as defined in these

Rules.

The Act and these Rules and Regulations shall cover business-related and nonbusiness transactions

referring to permitting, licensing, and the issuance of any privilege, right, reward, clearance,

authorization, or concession, including frontline services enrolled in the existing Citizen’s Charter,

whether or not related to business, corresponding back-end/support services, and regulatory functions

related to permitting, licensing, and the issuance of a privilege, right, reward, clearance, authorization

or concession.

The initial list of all the permits, licenses, and issuances pertaining to any privilege, right, reward,

clearance, authorization, or concession that shall be covered by the Act and these Rules shall be

issued in accordance with Section 10 of the Act. The list may be reviewed and updated as may be

necessary.



• Undertake cost compliance analysis, 
time and motion studies;

• Undergo evaluation and improvement of 
their transaction systems and 
procedures;

• Undergo regulatory impact assessment 
to the proposed regulations;

• Initiate review of existing policies and 
operations; and 

• Commence with the reengineering of their 
systems and procedures

ALL GOVERNMENT AGENCIES SHALL:

Re engineering of 
Systems and 
Procedures

SECTION

5



• The head of office or agency shall ensure compliance

in the preparation of their respective Citizen’s Charter

pursuant to the provisions of the Act and its Rules. The

head of agency shall ensure that an updated Citizen’s

Charter is posted not later than March 31st of each year.

• All government agencies shall set up their respective

most current and updated Citizen's Charter which shall

include the following:

a) comprehensive and uniform checklist for each type of
application or request;

b) procedure to obtain a particular service;

c) person/s responsible for each step;

d) maximum time to conclude the process;

e) document/s to be presented, if necessary;

f) amount of fees, if necessary; and

g) procedure for filing complaints

Citizen’s Charter

SECTION

6
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• All government agencies including local government

units (LGUs) shall adopt a zero-contact policy.

• No government officer or employee shall have any

contact with any applicant or requesting unless strictly

necessary, except:

‒ during the preliminary assessment of the request

‒ Payment

‒ In case of complex/highly technical transactions.

Zero 
Contact 
Policy

SECTION

7
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Acceptance of 
Applications or 
Requests

39

• All officers/employees shall accept written applications

• Receiving officer shall perform preliminary assessment

• Immediately inform the applicant/requesting

party in case of deficiency

• Receiving officer shall assign a unique

identification number

• Receiving officer shall issue an acknowledgement receipt

9
SECTION



Reduced 
Processing Time 
and Signatories 

SECTION

9
Signatories shall be limited to a maximum of three 

(3) signatures.

Working days for simple transactions

Working days for complex transactions

Working days for Highly Technical Application

Application or request for license,

clearance, permit or authorization

which require the approval of the

local Sangguniang Bayan,

Sangguniang Panlungsod, or the

Sangguniang Panlalawigan.

45 working days

This can be extended for another twenty 

(20) working days*45
*



Report Card Survey 

SECTION

20

• All agencies providing government services shall be

subjected to a Report Card Survey (RCS).

• RCS shall be initiated by the Authority, in coordination

with the Civil Service Commission (CSC), and the

Philippine Statistics Authority (PSA),

• RCS shall be used to obtain:

‒ feedback on how provisions in the Citizen's Charter

and the Act are being followed and how the agency is

performing;

‒ information and/or estimates of hidden costs incurred

by applicants or requesting parties to access

government services

• The result of the survey shall become basis for the

grant of awards, recognition and/or incentives for

excellent delivery of services in all government

agencies. 41



Violations and 
Persons Liable

SECTION

21

a. Refusal to accept request and/or 

application with complete requirements 

being submitted by a client without due 

cause;

b. Imposition of additional requirements 

other than those listed in the Citizen’s 

Charter;

c. Imposition of additional costs not 

reflected in the Citizen’s Charter;



Violations and 
Persons Liable

SECTION

21

d. Failure to give the applicant or 

requesting party a written notice on 

the disapproval of an application/ 

request; 

e. Failure to render government 

services within the prescribed 

processing time on any application 

without due cause; 



Violations and 
Persons Liable

SECTION

21

f. Failure to attend to clients who are within 

the premises of the office or agency 

concerned prior to the end of official 

working hours and during lunch; 

g. Failure or refusal  to issue official receipts;

h.  Fixing and/or collusion with fixers in 

consideration of economic and/or other 

gain or advantage.



Penalties 
and 
Liabilities22

The administrative jurisdiction on any violation of the 

provisions of the EODB-EGSD shall be vested either in 

the CSC, or the Office of the Ombudsman. 

a. First Offense: Administrative liability with six (6) months 

suspension; 

b. Second Offense: Administrative liability and criminal liability of      

dismissal from the service, perpetual disqualification from   

holding public office and forfeiture of retirement benefits and

imprisonment of one (1) year to six (6) years with a fine of 

not less than Five Hundred Thousand Pesos (P500,000.00) 

but not more than Two Million Pesos (P2,000,000.00). 



One-Year Journey of the IRR of 

RA 11032
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CSC and DTI IRR Technical Working Group had a meeting with Senator Juan Miguel Zubiri, one of the 

authors of RA 11032, to seek guidance on certain provisions of the law. 

October 5, 2018, Dusit Thani Manila



Presentation of the IRR to the Office of the Deputy Executive Secretary last October 10, 2018 by the IRR 

Technical Working Group from CSC, DTI, DILG, and UP Law Center. Present during the presentation were 

Deputy Executive Secretary for General Administration McJill Fernandez, Deputy Executive Secretary for 

Legal Affairs Ryan Acosta, and Deputy Executive Secretary for Internal Audit Alberto Bernardo48



The Commission expressed their support to the Anti-Red Tape Authority during the Public Consultation on 

the IRR of RA 11032 at the Philippine International Convention Center last February 13, 2019.



July 17, 2019, IRR is signed. July 22, 2019, IRR is posted on the Official Gazette.

(15-day publication for IRR’s effectivity)



Legislative Oversight
Section 28 of RA 11032. To monitor the implementation of the Act, there shall be created a Congressional Oversight Committee to be 

composed of five members from the Senate and five members from the House of Representatives. 



Government leaders take up next steps for RA 11032’s full implementation



Where are you in the radar of RA 11032?

Employee Supervisor
Agency 
Head

RA 11032



- Pres. Rodrigo Roa Duterte

“I signed the Ease of Doing Business 
and Efficient Government Service 
Delivery Act, a significant piece of 
legislation, to improve service delivery 
and fight corruption, until now. However, 
much is to be done in ensuring 
responsiveness to the people’s needs. I 
reiterate my directive to the government 
including the LGUs and GOCCs, simplify 
and make your services client-friendly. 
Your client is the Filipino, our employer.” 

~ President Rodrigo Roa Duterte
4th State of the Nation Address, July 22, 2019



Thank you!


