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	CLIENT REQUEST DETAILS 
(To be accomplished by the Client)

	
	· M
· F
	
	

	Client Name and Signature
	Sex
	ID Type and No.
	Office/Organization/Institution

	
	
	

	Phone/E-mail/Address
	Authorizing Officer’s Name and Signature
	Date of Request

	· Product
· Service
· Information
	
	

	Type of Request
	Purpose
	Specifics/Particulars

	RECEIVING DETAILS 
(To be accomplished by the Processing Unit)

	
	
	

	Receiving Personnel Name and Signature
	Office
	Date

	RECOMMENDATION :
	· Approve
	· Disapprove   
	Remarks: (Required if request is disapproved)

	
	
	

	Approving Officer’s Name and Signature
	Office
	Date

	PROCESSING DETAILS 
(To be accomplished by the Office of Primary Responsibility/Processing Unit)

	START DATE/TIME
	END DATE/TIME
	START DATE/TIME
	END DATE/TIME
	Remarks: (Please state findings or recommendations.)

	Estimated Processing Time
	Actual Processing Time
	

	
	
	

	Processing Personnel’s Name and Signature
	Office
	

	DELIVERY DETAILS
(To be accomplished by the Processing Unit)

	· Pick-up
	· Courier
	· Email
	· Website
	· Online
	· On Site
	

	Mode of Delivery (Please attach proof of delivery, if any.)
	Date

	CLIENT ACCEPTANCE and FEEDBACK DETAILS
(To be accomplished by the Client)

	· Fully Accepted
	· Partially Accepted
	· Not Accepted
	Remarks: (Please state reasons for partial or non-acceptance)

	Acceptance 
	

	5
Very Satisfied
	4
Satisfied
	3
Neither
	2
Unsatisfied
	1
Very Unsatisfied
	Remarks: (Please state reasons for “1”  and “2” rating)

	Feedback (Please encircle one, with 5 as the highest) 
	

	
	
	

	Client’s Name and Signature
	Office
	Date




PROCEDURES



RECEIVING OF REQUEST:

1. For phone-in clients, the Receiving Personnel (RP) shall fill out all information required in the Client Request Details of the Client Request Form (CRF).
2. For mailed (electronic and snail) requests, the RP shall fill out all information required in the Client Request Details of the CRF.  The RP shall contact the client if the information contained in the mail is not complete. 
3. For walk-in and internal clients, the client shall accomplish the Client Request Details of the CRF and return the CRF to the RP.  The RP shall assist the client if necessary.
4. After the RP checks the completeness of the Client Request Details, the RP shall accomplish the Receiving Details.  The RP shall provide the Control No. of the CRF (e.g. GSDD-2017-0001).  The RP shall attach all supporting documents if any.
5. For clients requesting for Freedom of Information (FOI) records, the RP shall observe the NAMRIA FOI Manual procedures.
6. The RP shall consult the Citizen’s Charter to determine the Office of Primary Responsibility (OPR)/Processing Unit (PU) and the Manual of Approval (MA) to identify the Approving Officer (AO).  
7. The RP shall forward the CRF to the AO for recommendation.  If approved, the AO shall assign the Processing Personnel (PP) and determine the Estimated Processing Time (EPT). The AO shall provide reason(s) if the recommendation is “Disapprove”.
8. The RP shall inform the client of the recommendation, the EPT, and the OPR/PU.  If payment is required, the client has to pay first. 
9. The RP shall ask for the Official Receipt (OR) and forward the CRF with the OR to the identified PP.  In case there are multiple PUs in one request, the RP shall reproduce the CRF and send to all identified PUs.


PROCESSING OF REQUEST:

1. Before taking action on the request, the PP shall indicate the Actual Start Date and Time. 
2. After accomplishing the request, the PP shall indicate the Actual End Date and Time.
3. The PP shall indicate in the Remarks any findings in processing the request, if any.  
4. The PP shall notify the RP once the request is accomplished.  


DELIVERY OF REQUEST:

1. The RP shall collect the outputs from the OPR/PU.
2. The RP shall deliver the outputs to the client.
3. The RP shall indicate the Mode of Delivery in the CRF.
4. The client shall determine whether he or she fully accepts, partially accepts, or did not accept the output(s) of the request in the Acceptance of the Client Acceptance and Feedback Details section.  The client shall indicate the reasons of partial or non-acceptance.
5. The client shall answer the Feedback and indicate the reason if the rating is “1” or “2”.
6. The client shall sign the CRF after accomplishing the Client Acceptance and Feedback Details.
7. Finally, the RP shall encode the accomplished CRF to the Document and Record Information Management System (DRIMS).
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