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WHEREAS, Article II, Section 27 of the Constitution provides that the State shall
maintain honesty and integrity in the public service and shall take positive and effective
measures against graft and corruption;

WHEREAS, Administrative Order (AO) No. 241, series of 2008 enjoins all
agencies to establish a public hotline to effectively receive feedback and monitor
customer satisfaction in conformity with Republic Act (RA) No. 9485, otherwise known
as the "Anti-Red Tape Act of 2007";

WHEREAS, on 28 May 2018, RA No. 11032, otherwise known as the "Ease of
Doing Business and Efficient Government Service Delivery Act of 2018" amending RA
9485 was enacted;

WHEREAS, Section 12 of RA No. 11032 requires all agencies covered by the
law to establish a feedback mechanism;

WHEREAS, the Implementing Rules and Regulations (IRR) of RA No. 11032
further mandates the covered agencies to provide hotline numbers, short message
service, information communication technology or other means by which the clients
may adequately express their complaints, comments or suggestions;

WHEREAS, Section 2 of Executive Order (EO) No. 06, series of 2016,
established the 8888 Citizens' Complaint Center (CCC) under the direction and
supervision of the Office of the Cabinet Secretary (OCS), to serve as a mechanism
where citizens may report their complaints and grievances on acts of red tape and
corruption involving any national government agency, government-owned or -
controlled corporation (GOCC) / government financial institution (GFI), and other
instrumentalities of the government;



WHEREAS, the Inter-Agency Task Force on the Harmonization of National
Government Performance Monitoring, Information and Reporting Systems
(Administrative Order No. 25, series of 2011) issued Memorandum Circular No.
2022-1, which included Citizen/Client Satisfaction Results measured on the basis
of the resolution of 8888 complaints in the criteria for the grant of performance
based bonus (PBB);

WHEREAS, the Department of Justice Action Center (DOJAC) was
designated as the Department's 8888 Citizens' Complaint Center tasked to
answer queries, concerns and complaints received from the CCC portal of the
OCS and the Department's own 8888 Hotline that may later on be established
pursuant to EO No. 06, series of 2016;

WHEREFORE, to effectively carry out its mandate and to streamline the
process for handling 8888 and DOJ Hotline queries, concerns and complaints, as
well as ensure that the Department shall be eligible for PBB, the DOJAC shall
adhere to the following procedures:

I. PRELIMINARY PROVISIONS

Section 1. Objectives. - This Circular aims to ensure timeliness in addressing
queries, concerns and complaints received by the DOJAC as the designated 8888
Citizens' Complaint Center of the Department, as well as to ensure the Department's
eligibility for PBB in so far as the Citizen/Client Satisfaction Result criterion is
concerned.

Section 2. Coverage. - The procedure herein provided shall be applicable to all
queries, concerns and complaints received through the 8888 CCC portal of the
OCS, the Department's 8888 Hotline that may later on be established, and to the
extent applicable, to all other complaints and grievances on acts of red tape and
corruption involving any national government agency, GOCC / GFI, and other
instrumentalities of the government received by DOJAC through any of its
communication channels identified in its Revised Manual of Procedure.

All officials, personnel and employees in the Department proper and the National
Prosecution Service (NPS), including the Regional, Provincial and City Prosecution
Offices are covered by this Circular.

Section 3. Definition of Terms. - For purposes of this Circular, the following
terms are hereby defined:

(a) "8888 Hotline" refers to the telephone number of the 8888 Citizens'
Complaint Center of the OCS, which receives complaints on red tape and
graft and corruption;

(b) "8888 Agency Portal" refers to the Department's web-based system utilized
as the main communication channel for the DOJAC to receive and process
8888 queries, concerns and complaints;
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(c) "Alternate Focal Person" refers to DOJAC's Program Director principally
tasked to ensure the implementation of this Circular;

(d) "Concrete and Specific Action" refers to actual and factual response to the
complaint that falls within the mandate of the Department, that is clear,
exact, and relevant to the matter subject of the query, concern, complaint
or report;

(e) "DOJ Hotline" refers to the Department's designated telephone number that
may later on be established for receiving texts or calls involving queries,
concerns and complaints on acts of red tape and corruption;

(f) "Department" refers to the Department of Justice;

(g) "Head of Office" refers to the highest ranking official in the organizational
unit;

(h) "Permanent Action Team" refers to the focal team of officials and
employees of the Department designated to handle 8888 queries, concerns
and complaints;

(i) "Permanent Focal Person" refers to the Undersecretary or Assistant
Secretary designated as such in a Department Order, who is tasked to
supervise the Permanent Action Team;

(j) "Person Complained Of' refers to the person subject of the query, concern
or complaint on acts of red tape and corruption but who is not yet issued
a notice of charge or formal charge by the disciplining authority;

(k) "Red Tape" - refers to any regulation, rule, or administrative procedure
or system that is ineffective or detrimental in achieving its intended
objectives and, as a result, produces slow, suboptimal, and undesirable
social outcomes;

(I) "Technical Officer" refers to the DOJAC personnel tasked to operate the
8888 Agency Portal and/or DOJ Hotline; and

(m) "Ticket Number" - refers to the unique tag assigned to each query,
concern or complaint received by the DOJAC from the 8888 Hotline.

Section 4. Communication Channels for queries, concerns and complaints.
- In addition to the 8888 Hotline, 8888 Agency Portal, and the DOJ Hotline that may
later on be established, DOJAC may also receive queries, concerns and complaints
on acts of red tape and corruption through any of its communication channels
identified in its Revised Manual of Procedure, including but not limited to electronic
mail (e-mail), website/webpage, social media, and other emerging communication
medium.
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II. PROCEDURE FOR HANDLING COMPLAINTS/CONCERNS

Section 5. Minimum Operating Standards.

(a) Any query, concern or complaint received via the 8888 Agency Portal or
DOJ Hotline shall be immediately acknowledged within the day by the
Technical Officer upon receipt, or if received beyond office hours, during
weekend, national or local holiday, or work suspension, shall be
acknowledged on the next working day.

Any query, concern or complaint received through other channels
mentioned in Section 4 shall be acknowledged in the same manner. The
Technical Officer shall log the same in the database under "8888
complaints received through other means", indicating the date and time of
its receipt as well as his/her name and signature, and shall immediately
endorse the same to the Technical Officer.

(b) The Technical Officer shall then determine from which of the following
categories the query, concern or complaint properly falls, to wit:

(i) Complaint/Concern Against Department's Personnel/Services

(ii) Complaint/Concern Against Frontline Service-Related Transactions

(iii) People-Related Concern:

1. Allegations of Misdemeanor;
2. Discourtesy;
3. Fixing;
4. Loss of Docket/Documents; and
5. Other Similar Accusations.

(iv) Graft and Corruption/Extortion/Task Force Against Corruption
(TFAC)'

(v) Non-compliance with Citizen's Charter and other ARTA
Requirements, such as:

1. Non-observance of No Noon-Break Policy;
2. Unavailability of Signatory/Officer-of-the-Day;
3. Unattended Hotline; and
4. Inaction to Complaint/Request Filed Within the Prescribed

Processing Period.

(vi) Petition for Review

' Department Order No. 315 dated 14 December 2020 in relation to the Memorandum of President
Rodrigo Roa Duterte to the Department of Justice dated 27 October 2020
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(vii) Others (Non-Complaint)

1. Commendation;
2. Suggestion;
3. Request for Assistance; and
4. Inquiry.

(c) Anonymous complaints shall be handled in the following manner:

1. Anonymous complaint with no contact information and does not
identify the office and/or personnel being complained of shall be
deemed closed. No succeeding action shall be taken.

2. Anonymous complaint with verifiable leads shall be forwarded to the
concerned office for appropriate action unless the personnel
complained of is a prosecutor, official or employee of the National
Prosecution Service (NPS) and under the circumstances, can be
reached or contacted. In which case, the Alternate Focal Person
should first reply to the complainant and advise him/her of the proper
procedure in filing an administrative complaint against an official or
employee of the NPS under Department Circular 010 dated 25 March
2015 or other circular that may later on be issued by the Department,
copy furnished the Internal Affairs Service (IAS).

3. All anonymous complaints shall be recorded in the database and
included in the reports to be submitted to appropriate offices.

(d) Standard templates for letters and other relevant documents shall be
utilized to facilitate the processing and endorsements of complaints or
concerns, provided such templates may be modified whenever necessary.

(e) To facilitate communications and processing of actions on complaints or
concerns, heads of Offices/Services/Programs are hereby required to
provide a designated email for 8888 and DOJ hotline matters.

Section 6. Confidentiality. -- The personal information of the client and other
person/s subject of a complaint or concern shall be kept strictly confidential and will
only be used for the purpose of addressing the complaint or concern, and for any
follow-through action in accordance with DOJAC's Data Privacy Manual. All DOJAC
personnel shall ensure that the personal information from the client shall remain
confidential.

Section 7. Data Privacy Consent. - Any information obtained shall be used in
accordance with the Data Privacy Act and its IRR, related issuances of the National
Privacy Commission, DOJAC's Data Privacy Policy, and other applicable data privacy
policies of the Department.
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Section 8. Period to Take Action. -

(a) Any concern, query or complaint referred by the 8888 CCC of the OCS to
the 8888 Agency Portal shall have a concrete and specific action by the
head of the concerned Office/Service/Program within a non-extendible
period of seventy-two (72) hours from the time of referral by the 8888 CCC.

(b) Any query, concern or complaint lodged through the DOJ Hotline or any of
the communication channels in Section 4 shall have a concrete and specific
action within seventy-two (72) hours, from receipt thereof.

Section 9. Reporting of Action/s Taken on Complaints/Concerns. -

(a) For 8888 queries, concerns and complaints, any action taken shall be
reported through the 8888 Agency Portal as follows:

(i) Processing - acknowledged receipt of the complaint or concern and
ongoing initial assessment; or

(ii) Referred To - forwarded to the concerned office; or
(iii) Recommended for Closing - requested for the closure with the

prescribed conditions complied with; or
(iv) Request for Reversion - to request for reversal on the basis of non

jurisdiction or the complaint or concern is not within the mandate of
the Department.

(b) For queries, concerns and complaints received through the DOJ Hotline
and other communication channels, reporting shall be done as follows:

(i) Endorsed - referred to the concerned office;
(ii) For Compliance - requiring more information from the client, or action

by the person complained of and/or the head of office concerned
within the prescribed period;

(iii) For Resolution - a concrete and specific action has been made on the
complaint or concern; and

(iv) Closed - a concrete and specific action has been made and feedback
has been provided to the client.

Ill. THE PERMANENT ACTION TEAM

Section 10. Composition. - The Permanent Action Team (PAT) designated by
the Secretary of Justice shall be as follows:

1. Permanent Focal Person
2. Alternate Focal Person
3. Technical Officer/s
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Section 11. Duties and Responsibilities. - The PAT shall be responsible
for:

1. Ensuring compliance with the provisions of this Circular;
2. Maintaining a record of and periodic reports on all 8888 queries,

concerns and complaints, including any actions taken thereon, lodged
through the communication channels in Section 4 of this Circular;

3. Providing clarification on inquiries in relation to the implementation of
this Circular;

4. Submission of monthly reports to concerned offices as may be
necessary;

5. Coordinating with the OCS' 8888 CCC for clarification and other
concerns; and

6. Developing appropriate forms and templates to be used in the discharge
of their duties; and

7. Propose further guidelines or procedures for the effective operations of
the DOJAC as the designated 8888 Citizens' Complaint Center of the
Department.

The PAT shall be assisted by such number of plantilla and/or contractual
personnel to be assigned in the DOJAC.

Section 12. Duties and Responsibilities of the Permanent Focal Person.
- The Permanent Focal Person shall:

1 . Supervise the overall conduct of the PAT;
2. Require the submission of reports;
3. Provide guidance and direction to ensure the proper handling of 8888

queries, concerns and complaints; and
4. Ensure the timely submission of reports and compliance with the Data

Privacy Act and its IRR, related issuances of the NPC, DOJAC's Privacy
Policy, and other applicable data privacy policies of the Department,
particularly when it comes to handling anonymous complainants.

Section 13. Duties and Responsibilities of the Alternate Focal Person. 
The Alternate Focal Person shall:

1. Act in the absence of the Permanent Focal Person;
2. Monitor the resolution on any 8888 query, concern, or complaint referred or

forwarded to another office, official or personnel;
3. Assign other DOJAC personnel to assist the PAT in the discharge of its

duty;
4. Review and sign the referral letters, action documents, and other

communications relating to 8888;
5. Remind the concerned office or personnel of the prescribed timeline and/or

follow up its or his/her action on the 8888 matter referred or forwarded when
the same reaches the 72-hour turnaround time;

6. Direct the closing of the Ticket Number;
7. Provide guidance to the client, person complained of or head of office on

matters relating to the implementation of this Circular;
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8. Communicate with the OCS on all matters concerning citizens' complaints;
and

9. Sign any report on DOJAC's implementation of its duty as the
Department's 8888 Citizens' Complaint Center.

Section 14. Duties and Responsibilities of the Technical Officer. - The
Technical Officer shall:

1. Acknowledge and assess all queries, concerns and complaints received via
the 8888 Agency Portal and DOJ Hotline within the period mentioned in
Section 5;

2. Ensure compliance with the 72-hour turnaround time mentioned in Section
8;

3. Keep in his/her custody the database on "8888 complaints received through
other means" mentioned in Section 4 hereof;

4. Draft the appropriate referral letters, action documents, and other
communications relating to 8888;

5. Reverse the document through the 8888 Agency Portal for queries,
concerns and complaints not falling within the jurisdiction of the
Department;

6. Inform the Alternate Focal Person of any delay in the response of the
office or personnel to whom any query, concern or complaint was
forwarded;

7. Update the client on the status of his/her query, concern or complaint;
and

8. Prepare monthly, quarterly, bi-annual or annual reports as may be
required.

Section 15. Referral to the Appropriate Office.

(a) Any query, complaint or concern shall be endorsed by the Technical
Officer to the concerned Office/Service/Program within 60 minutes from
receipt thereof.

(b) When the person complained of is assigned to the Office of the Regional
Prosecutor (ORP), the complaint or concern shall be forwarded to the
Regional Prosecutor. When the person complained of is assigned to the
Office of the Provincial Prosecutor (OPP), the same shall be forwarded
to the Provincial Prosecutor, copy furnished the concerned ORP. When
the person complained of is assigned to the Office of the City Prosecutor
(OCP), the same shall be forwarded to the City Prosecutor, copy
furnished the concerned ORP, or the Prosecutor General if the OCP is
in the National Capital Region.

(c) When the person complained of is a prosecution attorney, state
prosecutor, or prosecutor detailed to the Office of the Prosecutor
General or Office of the Secretary of Justice Prosecution Staff (OSJPS),
the complaint or concern shall be forwarded to the Prosecutor General.
However, if the person complained of is a support staff in the OSJPS,
the complaint or concern shall be forwarded to the Deputy State
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Prosecutor or official in charge of the Administration and Personnel of
the NPS.

(d) When the person complained of is the Regional Prosecutor, Provincial
Prosecutor, or City Prosecutor, the complaint or concern shall be
forwarded to the Prosecutor General.

(e) When the person complained of is the head of Office/Service/Program,
the same shall be forwarded to the immediate supervisor.

(f) When the person complained of is an Assistant Secretary,
Undersecretary, or the Prosecutor General, the complaint or concern
shall be forwarded to the Secretary of Justice.

The referral shall indicate the ticket/reference number assigned, date of
receipt of the complaint or concern, the period to act on the same, a reminder of
the consequence of failure to act thereon within the prescribed timeline as
indicated in Section 19 hereof and other information necessary.

Section 16. Recommendation for Closing of Complaints/Concerns. 
For 8888 queries, concerns and complaints, the head of Office/Service/Program
or the concerned official shall, upon receipt of the reply or comment of the person
complained of, determine whether to recommend the closing of the reference
ticket. He/she shall submit his/her recommendation to the Alternate Focal Person
with due regard to the 72-hour response time.

For queries, concerns and complaints received through the DOJ Hotline or
other communication channels, the head of office or concerned official shall, upon
receipt of the reply or comment, also determine whether to recommend the closing
of the assigned ticket or reference number. He/she shall likewise submit his/her
recommendation to the Alternate Focal Person with due regard to the 72-hour
response time.

The Alternate Focal Person shall thereafter immediately endorse the same
to the 8888 Agency Portal.

Section 17. Request for Reversion. - The Technical Officer shall immediately
request the reversion to the 8888 Agency Portal of any complaint or concern referred
to DOJAC that is outside the jurisdiction or mandate of the Department or where the
person complained of is not under its supervision.

Section 18. Failure to Respond. - The head of Office/Service/Program or
concerned official shall ensure that the complaint, query or concern is responded to
within the non-extendible period of 72 hours as stated in Section 8 hereof. It shall be
the duty of the Technical Officer to follow up with the head of Office/Service/Program
before the lapse of 72-hour response time. Failure of the head of
Office/Service/Program or concerned official to provide concrete and specific action
within the prescribed period shall be a ground for administrative disciplinary action in
accordance with existing civil service rules and related issuances.
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The Alternate Focal Person shall submit every quarter a list of offices that
failed to comply with the 72-hour response time to the Permanent Focal Person
with a recommendation to forward the same to the Office of the Technical Staff or
the Internal Affairs Unit, as the case maybe, for proper investigation.

Section 19. Exclusion from the Grant of Performance-Based Bonus (PBB).
- Pursuant to AO 25's Memorandum Circular 2022-1 and other issuances on the
grant of PBB which may hereafter be issued, DOJAC shall have the authority to
recommend to the head of the Performance Management Team the exclusion
from the grant of PBB of any Office/Service/Program that unjustifiably failed to
comply with the 72-hour turnaround time for the closure of any 8888 ticket referred
to it.

IV. MISCELLANEOUS PROVISIONS

Section 20. Construction. - The provisions of this Circular shall be liberally
construed to achieve the objectives set out in Section 1. Should any provision
contained in this Circular be found to be ambiguous, an interpretation consistent with
the purpose of EO No. 06, series of 2016, and other existing laws and regulations,
shall be favored over any interpretation that would render it invalid.

Section 21. Effectivity. - The Circular takes effect immediately, amends all
issuances inconsistent herewith, and shall remain in force unless otherwise revoked
or modified.

ISSUED this of 2022.----
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