


FOREWORD 

The Procurement Service of the Department of Budget and Management (PS-DBM) is 

the central procurement arm of the Philippine government, providing the whole of 

government with affordable and high quality Common-use Supplies and Equipment 

(CSE). Having contributed significantly to the passage of the New Government 

Procurement Act (NGPA), which amended the country's decades-old procurement law, 

PS-DBM continues to shape the country's procurement landscape. 

Equipped with 46 years of expertise in procurement and service, PS-DBM is at the helm 

of instituting transformational reforms, ushering in the age of digital transformation that 

revolutionizes public procurement. With the Electronic Marketplace, or eMarkteplace, in 

the pipeline, PS-DBM remains steadfast in innovating its processes and procedures to 

ensure the delivery of outstanding customer service to its stakeholders. 

The PS-DBM Citizen's Charter amplifies the agency's commitment to prioritizing client 

satisfaction as it paves its way towards becoming the preferred and trusted procurement 

partner of the Philippine public sector. With details on the internal and external services 

of the agency, this Charter embodies the service standards upheld by PS-DBM's highly 

competent supply chain professionals. 

This handbook shall effectively convey PS-DBM's dedication to uphold excellent public 

service by creating a more competitive, fair, and transparent procurement environment 

through client-centered activities and initiatives. May this handbook guide both the 

internal and external stakeholders of PS-DBM towards the fulfillment of DBM's Agenda 

for Prosperity and realization of a "Bagong Pilipinas." 

GENMARIE TREDICHO - CAONG 

Executive Director 

Procurement Service-DBM 



























4. Resolve Issues and Concerns Reported by PhilGEPS Customer
Service or Marketing and Sales Division

Office/Division: e-Government Procurement Development and Operations Division

Classification: Simple to Highly Technical

G2B - Government to Business / G2C - Government to Citizen / 
Type of Transaction: G2G - Government to Government 

Citizen, Government Agencies and Merchants (Course through CS or 
Who mav avail: MSD) 

CHECKLIST OF REQUIREMENTS WHERE TO SECURE 
The PhilGEPS-CS or MSD provides the PhilGEPS-CS or MSD 
following: 
1 . Contact name 
2. Email address
3. Contact number
4. Details of issues, including screenshots (if
aoolicable ).

CLIENT STEPS 

Step 1: The 
PhilGEPS-CS or MSD 
sends the reported 
issues or concerns via 
the EGP/Virtual Store 
Service Desk email. 

Step 5: Receives the 
status of resolution of 
the reported issues or 
concerns from the 
EGP/Virtual Store 
Service Desk email. 

Step 6: Provide 
feedback to the 
attached link in the 
email. 

AGENCY ACTION 

Step 2: The ITO/ISA 
logs the issues or 
concerns in the EGP 
Incident Management 
tool to automatically 
acknowledge the email, 
and classifies into 
severity levels: 

a.) Simple - refer to 
issue(s)/concern that 
pertains to account 
information (e.g. 
reset, force logout, 
etc.). 

b.) Complex - refer to 
issue(s)/concern that 
has available 
fixes/workarounds or 
has readily available 
scripts. 

c.) Highly Technical -
refer to 
issue( s )/concern that 
has no available 
fixes/workarounds, 

15 

FEES TO 
BE PAID 

N/A 

PROCESSING 
TIME 

Simple: 3 
working days 

Complex: 7 
working days 

Highly 
Technical: 20 
working days 

PERSON 
RESPONSIBLE 

ITO/ISA 


















































































































