REPUBLIC OF THE PHILIPPINES
DEPARTMENT OF FINANCE
BUREAU OF CUSTOMS

MANILA B

March 18, 1992

CUSTOMS MEMORANDUM ORDER
NO. 'é" 9& _

T0: ALL COLLECTORS OF GUSTOMS
ALL SERVICES/DIVISION CHIEFS
ALL OTHERS CONCERNED

Jubject: @uidelines in the implementation of GSC No. 45, Series of
1989, mandating the reinstallation of & Grievaunce
Machinery in all government offices.

Pursuant to MC 45, gerien 1989 of ithe Civil Service Commission
and in accordance with Section 35 of FD 807, the folloving guidelines
are hereto issued for ile infermatiom and guidance of ©ll concerned.

I. Objectives:

A. General: To help promote woerking relationships
; between and among officials and ronk
and- file cnpleyees, therchy fostering
office harmony and productivity.

B.‘Spgcific:

B.1. To establish an orderly rothed of
handling employee complaints and
grievancaes;

B.2. To resolve at ths lowest possible
level in the service/coliection
district/division/unit/ecction
within the Bureau all ceomplaints
or grievences; - :

B.3 To give employees the right te
- present their complaints or
grievances to management;

B,k To prevent disenchanment and dis-
contentmenl betwWeen and among the
- employees and officials;
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B.5. To allow the aggrieved parties to
appeal from the results of the
grievance negotiation stlep by step
until a final, binding end executory
decision is reached.

II. Definition of Terms

1. Complaint

2. Grievance

neoans an cnployee's expressed feclings of
dicsatisfaction with zome aspects of his
working conditiom, relationshipe on statue
which are outeide hic somtrol. (LGSR Rule
XITI, Sec. 1).

is a complaint, thal has, in the firet
instance and in the enployees opinion,
beecn ignored, overriddem, or dropped

" without due comsideration. (CSR Rule X111,

Sec. 1)

3., Grievance Procedure - vefers to tho method of deter-

ming and finding the best way to reaedy
the speciiic cause oI’ causes of tha
conplaint or grievancs. (CSR Rule XILI,

 8sc. 1) It is intend~d to help promote

wholesome and desirable employee relations
within an office and o prevent employee
diccontent and dissatisfaction amd to

have the complaints o grievance adjudi-

. eated as expeditiousl as possible.

(Gﬁc 14 ﬁﬂo 9, Be 1"}6:’)

IIT. Modes of Settling Emplojce-Manageme:’ Disputes

1. Comcillatiomn - proccss whereby o third party (coneiliator)

2, Mediation -

3, Arbitration

brings the parties together, encourages them
to discuss their differences and assists them
in developing their non proposed solutions.

process whereby a third party (mediator)

ig more active in acasisting the parties.
reach acceptablé selutions to the problem/s
and help the disputing parties develop or
come out with an accoptable sclution. He
cap even submit his non proposal/c for the
settlement of disputes.

- process whereby a third party {(individual
arbitrator), a board of arbitrators, or aa
arbitration court nel acting ae a court,

is empovered to make a decision wvhich
disposce of the dispuie.
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3.a. Voluntary - a method of seitling dispute/s by
submitting the “controversy® before
an arbitrator or panel of arbitrator
that compose the Grievance Committee.
The arbitrator/s/committee shall
render a decision after proper hearing
of the issues. The decision of the
arbitrator/s/committee shall be final
and binding on the contendir; parties.

3eb. Compulsciy~ a method resorted to when the dispute
has become irreconcilable aid remains
unresolved after exhausting all the
available remecies under exicting
laws and procedures.

Scope of Grievance Mechsanism

4.1. The Grievamnce Procedure may bo applied om i1 complaints
and grievances arising from dz -to-day working relaticn-
- ships betwecn and among officials and employces.

h.2, Subject of complaints and gric ances may be amy of the
following:

be2.1 Physiccl working conditiois.

4.2.2 Policics, practices and procedures which aifect
; employeas including perscinel aetions ruch as
promotion, transfer, desir nat1on, etc,

h.2.3 Any and all other matters that may give rise to
employce dissatisfaction.

The Grievance Proccdure

Except in protests against appoiniments, eithcr promoe
tional or original, as hereinafter jrovided for under e
the procedures for seeking redress ¢ complaints =ud
grievances shall bc as follows:

Se1le Oral discussion - A complaint lall present orally
his complain®c to his immecdiate
supervisor wic shall, within three
(3) working days from the tate of
rresentatiocn _nform the emnjloyes
orally of tho hacislnn.

5626 Grievance in Writing

5021 1If the employes is mot satisfied with ithe eral
decision, he may submit his grievances in
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writing within five (5) working days from receipt of
the oral deciszion of his immediate supervisor 1o the
higher supervisor. The grievance shall pass through
his immediate supervisor, who shall forward the
grievance with his comments withian f{ive (5) woriing
days to the next higher supervisor, as the case hay
be, who shall within five (5) working days from
receipt thereof inform the employee in writing through
the immediate supervisor of his decision. PROVIDED,
HOWEVER, that where the object of the grievance ia the
immediate supervisor, the complainant may bring the
grievance to the mnext higher supervisor who shall take
proper action within five (5) working days from woceipt
of the complaint.

If the complaint is not satisfled with the decision

of the higher supervisor, he may appeal his grisvance
to the Grievance Committee within Tive (5) working days
from receipt of the decisien through the higher cuper-
visor. The higher supervisor shall maks the necossary
conments and forward the grievance within five (5)

days to the Grievance Commzittee who &hall,. within ~

ten (10) working days from receipi of the grievance,
conduct an investigatien and hearing. The Grievance
Committee shall furnish the complainant with a copy ef
its decision within five (5) working days after iiae -
investigation and hearing, through the higher super=-
visor and immediate supervisor; PROVIDED, HOWEVER, thai
where the object of the complaint is the higher muper-
viser, the complainant may bring his case directly to
the Grievance Committee.

If the complainant is not satisfied with the decision
eof the Grievance Committee, he may clevate his grievance
through the Committee to top management within five (5)
working days from receipt of the deg¢ision, who shall
make the decision within tem (10) working days alter

the receipt of the grievance; PROVIDED, HEOWEVER, that

‘where the object of the complaint is the top management,

the complainant may bring his grievance directly to the

- Civil Bervice Commission.

If the complainant is not satisfied with the decicion
of top management, he may appeal or ¢levate his
grievance te the Commission. The Commission, shall,
i§-hocessary,‘canduct an investigalion and hearing and
render a decision within fifteen (15) working deys froa
receipt thersof.
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5¢2.5. The aggrieved party may file a petition for
reconsideration with the Commission within
five (5) workiag days from receipt of the
decision. Buch petition shall be resolved
within five (5) working days from receipt
thereof.

5¢2.6. The Commission’s decision is final, and
executory unless said decision is brough*
to the proper courts.

50267s Appoal to the Courts by either party shall
ke in accordance with the Rules of Court.

5.2.8. Contents of written complaint or grievamce:

" 1l. Name of complainant
2. Position Title
3+ Designation, if any
k. Immediate supervisor
5« Present section or éivna;on
6. Divisioa Chief or next higher supsrvicor
7« HNature of complaint
8. Solution desired
9. Signature of ceomplaint
10. Date of filing of complaint from the
lowest level in the agency

VI. Composition of the Grievance Commitice
A. Membership:

1. Deputy Commissioner or his ruopressatative uho will
act as chairman;

2. Division Chief of complainan’;

3« Two higher supervisors; |

b, Tﬁ??fepresentatives for the rank and file amd

S5« Iwo alternates for higher supervisor and cnployee
in case the complaint concerus any of the nember
of the committeo.

B. Duties and respomsibilities of Committee Membiors
l. Chairman - shall preside over all meetings.

2. Immediate supervisor - shall take actien within
five (5) working days from roceipt of the complaint.
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3« Division Chief or next higher supervisor - is tasked
to review the action of the immediate supervisor on
tne complaint in case the complainant is not satis-
fied with the action of the immediate supervisor.

¥II. Decision Implementation
| Unless appﬁaled,'the decision of the cencernaed
authorities shall take effect immediately and/or upeon
receipt of the decision of all the parties inveived.
VIII. The Secretariat and Records Officer/keeper
All records involving complaints and grievince shall
be kept by the records officer/keeper and submii copies
of decisions made to the personnel officer for 201 file.
The Secretariat shall be composed of the Iollowing:
l. Chief, Central Records Division - Head
2. Personnel Officer or representative - lcaber
3s Cne Management Analyst - Member

ko One Legal Stenographer - Hember

All issuances incomsistent with this Memoranduym Circular are deemed
revoked/amended or modified accordingly. ’

This order shall take effect immediately and shall last until

revoked.
ﬁ Y. APAIIBLE

Commissioner
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ANNEX A- FLOW CHART OF GRIEVANCE PROCEDURE
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