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 Video Conference 2014 

‘Service Level Agreement (SLA)’ with The Philippines   

World Bank, Bangkok  

 

Participants 

1. Office of The Philippines Civil Service Commission, The Philippines 

2. Office of the Public Sector Development Commission (OPDC), Thailand  

3. Kasetsart University 

 

Discussion Issues 

A) Presentation from OPDC Thailand 

 

  The Office of the Public Sector Development Commission (OPDC) presented an overview 

of Service Level Agreements (SLA) in the Thai public sector highlighting: the meaning of SLAs in 

the Thai public sector, the procedure of SLAs, as well as how to implement SLAs, as shown 

below. 
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OPDC representatives mentioned over 43 processes that will be done this year which have 

an intensively high impact for citizens and business. The ten processes highlighted in red are 

linked with ease of doing business of Thailand.  

 

 
 

 

OPDC also illustrated the focus group issuing permit for factory operations that is given the 

recommendation base on the international best practice to improve service. From the focus group 

the recommendation is divided into three groups  

 

 System Improvement 

 Process Improvement  

 Human Improvement 
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B) Presentation from The Philippines  

A delegate from The Office of the Philippines Civil Service Commission discussed Service 

Level Agreements (SLA) by giving the point to what extent it should be concerned as follows:  

 

 Tools to monitor the SLA in each agency. 

 The channel to communicate SLAs to the public. 

The delegate also raised the issue of SLA implementation in Philippine which is called 

Citizen’s Charter that includes in the Anti-Red Tape Act, republic act no. 9485. This Act requires 

government agencies, especially the agencies that have the front line services, to implement the 

Citizen’s Charter  

The Citizen’s Charter includes a detail of services, as follows 

 The type of services which are random by the government agencies 

 The procedure 

 Time line 

 Fee  

 Hot line, email, and name of the officers for customer complaints about the service 
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Government agencies are required to post the citizen charter in areas that customers can 

reach and be easy to read. In The Philippines, there is no noon break policy that is forced by law 

and also has public assistance and a complaints desk. 

Government agencies will be followed up by The Report Card Survey (RCS) that is very 

effective because government agencies will be embarrassed when they get the poor rating in the 

newspaper and website so they keep improving the services to improve their score. The 

performance rating also connects with the budget of that agency. In The Philippines, if the 

agencies can’t meet the objective of the Anti-Red Tape Act then the head of the agency should be 

responsible for that. 

What are mentioned on The Report Card Survey (RCS) are  

 The quality of service 

 The service provider 

 Client’s satisfaction 

The Civil Service Commission is responsible for The Service Delivery Excellence 

Program. If the agencies fail in The Report Card Survey (RCS), they will be given The Service 

Delivery Excellence Program to learn how to improve their processes of service and fix problems 

to improve their score. The Philippines also has a manual and learning module that agencies can 

follow to improve their Citizen’s Charter.  

In 2015, The Civil Service Commission will require all government agencies to review 

their Citizen’s Charter and require the participation of The Civil Society Organization (CSO)  
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