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What POLICY REFORMS were instituted by GSIS?

FOR ACTIVE MEMBERS

1. Stopped the suspension of members’ loan privileges

The present GSIS Management and Board of Trustees 
recognized the inequity for employees working in suspended 
agencies to lose their access to GSIS loan windows and 
dividends even if their social insurance contributions are 
mandatorily deducted from their salaries by their agencies.  
Thus beginning July 2013, the loan privileges of government 
employees working in agencies that are delayed or deficient in 
their premium payments have been restored.

Under this policy, suspended agencies may choose from any of 
three options to restore the loan privileges of their employees:

•	 Pay their premium delinquencies in full; 
•	 Restructure their arrears and commit to settling these 

through a memorandum of agreement (MOA) with GSIS; or
•	 Upon payment of at least 90 percent of any three consecutive 

months’ premium obligations beginning July 2013, sign 
an undertaking to enter into a MOA with GSIS to settle its 
premium deficiencies.

Of the 315 agencies that were suspended in 2010, a total of 204 
have already signed agreements with GSIS as of end-2014.

Since 2010, the Government Service Insurance System has 
implemented a series of reform measures to provide responsive 
service to its nearly 1.9 million members and pensioners.
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FOR PENSIONERS

3. Increased the minimum basic pension to Php5,000

For the first time in many years, GSIS increased the minimum 
basic pension to Php5,000 for some 58,000 old-age and 
disability pensioners beginning January 2013.  Also, around 
43,000 pensioners who were receiving over Php5,000 but less 
than Php8,000 were granted a Php200 increment. The additional 
amounts are on top of the annual 1.5 percent increase given to 
them.

4. Revoked the Annual Renewal of Active Status (ARAS)

Given the age and fragile health of over 300,000 GSIS old-
age and disability pensioners, the policy of requiring them to 
personally appear in the GSIS office during their birth month to 
renew their status was discontinued.

2. Revised the Claims and Loans Interdependency
    Policy (CLIP)

Previously, this policy provides for the unilateral deduction of 
outstanding loan balances of members from the proceeds of 
their retirement or separation benefits, often resulting in zero 
proceeds when they retire.

The GSIS Board of Trustees thus issued another policy that 
provided retiring members an easier settlement of their loan 
balance.  Dubbed Choice of Loan Amortization Schedule for 
Pensioners (CLASP), the policy empowers members as they 
are given options to settle their outstanding loan accounts on 
an installment basis.  More importantly, GSIS no longer forcibly 
deducts housing loan obligations from members’ retirement 
benefits.
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In lieu of the annual requirement, GSIS partnered with the 
Philippine Statistics Authority (PSA), formerly National Statistics 
Office, to provide a monthly report on the status of its local 
pensioners.  Those living abroad, however, are still required 
to renew their active status via Skype, a Web-based software 
that allows users to make telephone calls or conduct video 
conference through the Internet for free.  Similarly, pensioners 
based in the Autonomous Region in Muslim Mindanao still 
need to renew their active status pending PSA’s completion of 
a reporting and registration system in the region.

5. Restored survivorship pension

Believing the principle that pension is a right and not a privilege, 
GSIS restored the survivorship benefit of surviving spouses 
even if they are gainfully employed and receiving income or 
pension from other institutions. With its retroactive application, 
GSIS paid accrued amounts of pension that were previously 
suspended.  In addition, the filing of funeral benefit is now 
treated as a constructive notice of application for survivorship 
benefit for those who failed to file such application.

6. Introduced milestone benefits 

GSIS granted the following benefits to old-age and disability 
pensioners effective September 2015:

6.1 More than 272,000 old-age and disability pensioners as of 
31 December  2014 received a one-time benefit equivalent 
to one-month pension or Php10,000, whichever is lower; 

6.2 Nearly 6,000 pensioners who, as of 1 September  2015  
are 90 to 94 years old were granted a milestone benefit of 
Php20,000; over 1,100 pensioners who are 95 to 99 years 
old received Php50,000; and 181 pensioners who are 100 
years old and above received Php100,000; and 
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6.3 Starting 2 September 2015 and thereafter, regular 
pensioners will be paid the following milestone benefit on 
their birthday: Php20,000 to pensioners who will turn  90 
years old; Php30,000 to pensioners who will turn  95 years 
old; and Php50,000 to pensioners who will turn 100 years 
old. 

7. Increased funeral benefit

GSIS increased the funeral benefit for pensioners (and members) 
to Php30,000 from Php20,000 starting 1 September 2015.  The 
increase aims to help their survivors cope with the rising cost of 
burial expenses.  This benefit was last raised from Php18,000 to 
Php20,000 in 2001.

8. Revived the payment of proportionate pension

This ensures that pensioners are granted the benefits due them. 
The pension is now computed proportionately starting from the 
effective day of retirement. This policy, implemented retroactively 
from September 2009, benefited more than 47,000 pensioners. 
Previously, when a member’s date of retirement did not fall at 
the end of the month, the proportionate pension for the fraction 
of the month left was no longer given to the pensioner.

9.  Granted pensioners emergency loan (PEL)

In the aftermath of strong typhoons that hit the country in 2013, 
GSIS offered for the first time a Php20,000 emergency loan for 
pensioners living in areas that were declared under a state of 
calamity.  As of December 2014, the System released more than 
Php140 million in PEL.
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11. Renewed partnership with Land Bank of the 
Philippines (LANDBANK)

In December 2010, GSIS reengaged LANDBANK as an 
additional servicing bank in addition to Union Bank of the 
Philippines (UnionBank).  As a result, members and pensioners 
benefited from LANDBANK’s extensive branch network 
nationwide, 70 percent of which are in the provinces. Its 
close to 1,000 automated teller machines (ATMs) all over the 
country operating 24 hours a day, in addition to UnionBank’s 
network, enable GSIS members and pensioners to withdraw 
their loan proceeds and monthly pension any time.

10. Deployed more GSIS Wireless Automated                                                                                                                            
Processing System (GWAPS) kiosks

The 200 units in 2010 had increased nearly five times.  With 
close to a thousand GWAPS kiosks installed in GSIS branch 
and extension offices; large government agencies, such as 

10. Insured pension loan

The GSIS further improved the terms of its pension loan 
program by providing loan redemption insurance (LRI).  With 
insurance, loan balance will be deemed paid in the event of 
the borrower’s demise.  The LRI for pension loan guarantees 
that the survivors of deceased pensioners will receive the 
full amount of funeral and survivorship benefits.  In the past, 
survivors of deceased pensioners complained about receiving 
reduced funeral and survivorship benefits because of the 
previous policy to deduct the pension loan balance from the 
proceeds of said benefits.

How did GSIS improve ACCESS of members
and pensioners to GSIS SERVICE?
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The GSIS also deployed 34 kiosks in Robinsons Malls and 
three in SM Supermalls (Cebu, Manila, and Pampanga) 
to further reach its stakeholders. Thirty rapid-deployment 
portable kiosks are also available for calamity-hit areas.  With 
the increased deployment and online capabilities of GWAPS, 
the pension fund had tripled its efficiency in processing 
emergency loans.

Portable kiosks were deployed in Loon, Bohol, in the aftermath
of the earthquake that hit the province in 2013.

Year Number of kiosks deployed

2014 145

2013 282

2012 60

2011 494

TOTAL 981

the Education Department (DepEd), provincial capitols, city 
halls, and clusters of municipalities, members and pensioners 
can conveniently transact with GSIS. They need not visit GSIS 
offices to apply for loans, saving them time, money, and effort.
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13. Reconfigured the GSIS structure

In February 2011, GSIS reshaped its organization to be more 
service-responsive. The chain of command was simplified 
and regional operations were reconfigured into full-service, 
one-stop-shop branch offices under a decentralized system.

•	 Opened the Pasig Branch Office. Inaugurated on 17 
October 2013, this office makes services more accessible 
to more than 107,000 GSIS members and nearly 15,000 
pensioners in Pasig, Pateros, Taguig, Marikina, and the 
Rizal province.  It is also near DepEd’s Central Office, 
whose personnel accounts for 73 percent of Pasig’s 
membership base.

•	 Set up service desks.  Fifty-eight service desks were 
established in various parts of the country, particularly 
outside urban centers, to serve walk-in members and 
pensioners. For instance, members and pensioners who 
live in Bontoc, Mountain Province, need not make the six-
hour trip to the GSIS Baguio Branch Office for their GSIS 
concerns.  Instead, they can visit the GSIS service desk 
in the Bontoc provincial capitol every second and fourth 
Monday of the month. 

14. Established a 24/7 call center

GSIS stakeholders here and abroad can reach the GSIS 
Contact Center (847-4747) round the clock, seven days a 
week, for their queries and concerns.  Membership concerns, 
pension inquiries, and even Skype appointments for pensioners 
abroad can now be made remotely from anywhere in the 
world through the contact center. GSIS also added a ‘call out’ 
functionality where agents call members to inform them on the 
availability of their unified multipurpose identification (UMID) 
cards or GSIS eCards, e-crediting of their loan proceeds, 
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15. Streamlined documentary requirements 

GSIS members, pensioners, and other claimants now find 
it easier to comply with documentary requirements in filing 
for their social insurance benefits, as the number of forms 
to accomplish and submit has been reduced. One to seven 
documents were weeded out from the previous set of GSIS 
requirements for retirement or separation benefit, life claim, 
funeral benefit, survivorship benefit, preneed (education and 
memorial) claims, employees’ compensation (EC) claims, 
request for check replacement, check releasing, and over-the-
counter application for loans.

The separate clearances from the Office of the Ombudsman, 
Civil Service Commission (CSC), and Office of the President 
are no longer required in applying for retirement or separation 
benefit.  Retiring members need to submit only the Declaration 
of Pendency/Nonpendency of Case after the approval of their 
retirement claim and before release of check or crediting of 
the proceeds to their GSIS eCard or UMID card account.

16. Electronically credited GSIS benefits

GSIS benefits, such as retirement, life insurance, survivorship, 
and preneed claims, are now electronically credited to the 
accounts of members through their GSIS eCard or UMID card 
instead of being released through checks. GSIS members will 

submission of Declaration of Pendency/Nonpendency of 
Case, schedule of physical exam, and invitation to attend 
focus group discussions.

What SYSTEM AND PROCESS ENHANCEMENTS were 
implemented for easier transactions with GSIS?
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no longer have to wait for their claim checks to be printed, 
deposited, and cleared before encashing them in the bank.  
This ensures the timely release of benefits to members and 
gives them the option to withdraw the amount from the nearest 
ATM.

17. Implemented the system of electronic billing
      and online payment

In July 2014, the GSIS introduced the Electronic Billing and 
Collection System (eBCS), a web-based application that 
enables the pension fund to send its billing statements for 
premium and loan amortization to government agencies 
electronically, and accept payments online.

eBCS is used by government personnel in charge of approving 
and remitting payments to GSIS. It allows government 
agencies to download GSIS billing statements and upload the 
electronic remittance file. Remitting officers thus save time 
and government resources, as they can now do all the work in 
the comfort of their offices. The system ensures the seamless 
and efficient posting of payments, ultimately resulting in the 
accurate computation of members’ benefit proceeds. 

18. Developed the Electronic GSIS Membership Online 
      (eGSISMO) System
 

The GSIS will soon fully implement this program for members 
aged 59 and above.  It is a Web-based system that will allow 
them to electronically view or access any time their basic 
information, membership profile, service records, premium 
payments, status of loan application, and loan repayments 
and balances.
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19. Observed prescribed turnaround time (TAT)

As part of the risk enterprise management system, GSIS now 
closely monitors the processing period for social insurance 
claims.  In 2014, GSIS processed 96 percent of retirement and 
separation claims within the 90-day TAT; life insurance claims 
at nearly 97 percent within the 90-day TAT; survivorship claims 
at 95 percent; disability claims at 90 percent; and funeral 
claims at 91 percent within a 30-day period. On average, 
GSIS processed 92 percent of claim applications received in 
2014 within the required TAT.

20. Updated members’ accounts

The concern on members’ inaccurate statements of account 
has been a chronic issue dating back to 1997 and prior years.  
Members have long complained that their premiums and loan 
payments are not properly posted to their accounts despite 
the mandatory salary deduction. This has greatly affected the 
computation of their loanable amounts and other benefits.

GSIS carried out the following measures to address this issue:

•	 Reconciliation of agency accounts. The GSIS closely 
coordinates with agencies to address any disparity in the 
records of their employees.  It sends agency advisories 
every month to resolve discrepancies between billing 
and payment or between billing and posting of accounts.  
Advisories also urge agencies through their liaison 
officers to inform GSIS of any change in the status of their 

How did GSIS improve its RECORDING AND 
POSTING OF MEMBERS’ ACCOUNTS and REFUND
OF LOAN OVERPAYMENTS?
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employees, such as promotion and salary increment, for 
immediate updating of their records.

•	 Creation of the Reconciliation Task Force.  This team 
was directed to cleanse the database of erroneously 
posted data and recommend measures to address system 
and programming flaws.

•	 Project Statement of Loan Accounts (SOLA). Under 
this project, retiring members aged 59 years old and 
above are provided individual statement of accounts to 
determine their outstanding loan balances to date. Piloted 
in the Department of Health and the Department of Social 
Welfare and Development in the National Capital Region, 
the project ensures that members’ loan records are 
already updated before they retire and that their benefits 
are released promptly.

21.  Reduced pending transactions through the Transaction  
Monitoring System (TMS)

GSIS uses TMS to log in and monitor the status of 
social insurance claims, loans, pension and membership 
transactions, as well as selected housing transactions, starting 
from the filing of an application or request until its completion 
or resolution.   Because of the System’s wider commitment to 
close and resolve these pending transactions within TAT, the 
backlog was substantially reduced by 61 percent, or from a 
high of 73,544 in 2013 to 28,776 in 2014. 

22. Waived written request of members to refund
      loan overpayment

The GSIS now automatically refunds excess loan payments 
to members without a written request subject to certain 



GSIS  Institutionalizing Reforms to Provide a More Reponsive Service to Members and Pensioners14

conditions.  The refund is credited to their eCard or UMID card 
account or, in its absence, through checks.  (A written request 
is needed only in cases when the GSIS still has to validate the 
posting of payment in members’ accounts.)

23. Liberalized the Emergency Loan Program (ELP)

To help ease the plight of members adversely affected by 
calamities, the GSIS enhanced the features of its ELP through 
the following: reduced interest rate to 6 percent from 8 percent; 
waived the service fee of 1 percent; and extended to 3 months 
the grace period to pay the first amortization.

24. Granted special loan assistance package for 
      Yolanda and other calamity-hit members
      and pensioners

In November 2013, when super typhoon Yolanda hit the 
country, GSIS started to offer a special emergency assistance 
package for members and pensioners affected by calamities.

•	 Loan Moratorium Program – provided for automatic 
deferment of all loan payments without interest and penalties 
for all members and pensioners who are either living or 
working in the 191 areas worst hit by Yolanda and even by 
subsequent calamities.

•	 Home Emergency Loan Program (HELP)    –      a one-time special 
loan program for GSIS members who are either residing or 
working in areas severely affected by Yolanda. The loanable 
amount, ranging from Php30,000 to Php200,000, is based 
on the member’s total length of service.

What LOAN PROGRAM ENHANCEMENTS did GSIS 
introduce?
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•	 Enhanced Emergency Loan Program – an emergency 
loan with an increased credit limit of Php40,000 for members 
who have an outstanding emergency loan balance.  In 
addition, payment of the 12 monthly amortizations for an 
existing emergency loan is no longer required for loan 
renewal.

•	 Pensioners Emergency Loan (PEL) Program – a new 
Php20,000 loan window for pensioners affected by Yolanda 
and other calamities. This is also covered by a loan 
redemption insurance. In December 2014, GSIS disbursed 
Php18 billion in calamity assistance, benefitting 311,305 
stakeholders.

25. Enhanced the Consolidated Loan Program

Starting July 2015, active GSIS members may avail of the 
Enhanced Conso-Loan Plus. Members who have paid 
premium contributions for at least 15 years may now borrow 
a 12-month salary loan, while those with at least 25 years of 
paid premiums will be eligible for a 14-month loan. Previously, 
the credit limit for these members was only 10 times their 
salary. The maximum payment term has also been extended 
from six to 10 years for members with at least 10 years of paid 
contributions. 

26. Instituted open and competitive procurement 
process in reinsuring big-ticket accounts

 (Php50 million and above)

In response to the President’s call for good governance and 
transparency in all business transactions, the GSIS held an 

What TRANSPARENCY AND GOOD GOVERNANCE 
measures were implemented by GSIS?
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open competitive public bidding for the reinsurance needs 
of the National Power Corporation, the Power Sector Assets 
and Liabilities Management Corporation, the National Grid 
Corporation of the Philippines, and the Metro Rail Transit 
Corporation.

In 2011, eight big ticket accounts, which included those of the 
power sector, were bid out by the GSIS. From 2012 to 2014, 
an average of 43 accounts were reinsured thru public bidding.  
The competitive bidding process, in accordance with the 
Government Procurement Act (RA 9184) was participated in by 
local insurance companies such as FPG Insurance (formerly 
Federal Phoenix Assurance Co.), Malayan Insurance Co. Inc., 
Prudential Guarantee, UCPB General Insurance, Charter Ping 
An, and Corporate Guarantee Insurance Company.  

This reform generated Php 1.74 billion savings in premiums 
for the concerned government agencies and likewise savings 
in reinsurance premiums paid out by GSIS to the reinsurers.

 

Savings on reinsurance premium
(Compared to 2010 premium costs) 

2014 Php424,075,411.45 

2013 Php422,777,665.91 

2012 Php546,919,999.76

2011 Php344,186,856.69
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27. Forged partnerships for greater efficiency

As part of revisiting the structure and functions of GSIS to 
attain greater operational efficiency, the System focused on 
its core mandate of providing social insurance and outsourced 
functions that could be implemented more effectively by other 
agencies.

•	 Housing loan origination.  GSIS signed a Php5 billion 
credit facility agreement with the Home Development 
Mutual Fund (or Pag-IBIG Fund), under which members 
and pensioners may apply for a housing loan with the key 
shelter agency.  The facility was fully utilized and helped 
finance the construction of over 8,000 housing units of 
GSIS members.

•	 Status of pensioners. GSIS entered into an agreement 
with the Philippine Statistics Authority (formerly National 
Statistics Office) to determine the status of GSIS pensioners.  
Thus, GSIS no longer requires its pensioners to visit any 
of its offices for the renewal of their active status to receive 
their monthly pension.

•	 Administration of artworks. GSIS turned over several 
significant pieces of artworks to the National Museum, 
which will “preserve, maintain, secure, and promote” them.  
To highlight this partnership, an area within the National 
Museum was named Government Service Insurance 
System Wing. The Wing encompasses three large galleries 
on the Senate (third floor) of the National Museum, where 
more than 100 GSIS artworks are displayed, including the 
famous Parisian Life of Juan Luna and the masterpieces 
of National Artists Fernando C. Amorsolo, Carlos “Botong” 
Francisco, Vicente S. Manansala, Hernando R. Ocampo, 
Ang Kiukok, Bencab, and Federico Aguilar y Alcuaz.
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28. Enhanced Scholarship Program

Under its revised college scholarship program, dependents 
of low-income GSIS members are now given priority in the 
grant of college scholarship. The dependents are incoming 
freshmen students in schools accredited by the Commission 
on Higher Education. In the past, scholars were selected 
through an electronic raffle.

Under the enhanced program, nominees of members with a 
salary grade of 24 or below, or its equivalent, are accepted.  
A chosen scholar is entitled to the actual cost of tuition and 
miscellaneous fees not exceeding Php40,000 per academic 
year (AY) and a monthly stipend of Php2,000. The scholar 
may opt to take a four- or five-year course but must meet the 
scholastic requirements set by the school.  For AY 2015-2016, 
at least 20 scholarship slots were provided to dependents of 
solo or single parents, indigenous people, and persons with 
disabilities. 

29. Pursued its mission in vital social sectors -   
      education and environment

The pension fund has embarked on repair and rehabilitation 
projects for selected public elementary and secondary 
schools in the country’s poorest areas through its Adopt-a-
School Program in coordination with DepEd. To promote good 
environmental stewardship, GSIS conducted environmental 
awareness and conservation seminars, as well as tree-
planting and coastal clean-up activities.

What CORPORATE SOCIAL RESPONSIBILITY 
PROGRAMS does GSIS promote?
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1. Strong financial standing

Revenue posted growth from Php96 billion in 2010, Php123 
billion in 2011, Php137 billion in 2012, and Php139 billion 
in 2013.  In 2014, revenue rose to Php231 billion due to the 
continued collection efficiency and better performance of the 
local capital markets. Income similarly rose from Php64 billion 
in 2010 to an all-time high of Php140 billion in 2014. Assets 
stood at Php789 billion in 2013 from Php567 billion in 2010.  
Assets reached over Php908 billion as of 2014.  

Meanwhile, claims and benefits paid almost doubled from Php46 
billion in 2010 to Php83 billion in 2014. The improvement in the 
processing efficiency is due to the reduction in the number of 
documentary requirements, the electronic crediting of benefits 
to the accounts of members through their eCard or UMID card, 
the system enhancements, and the ‘file anywhere’ policy.

Key financial 
indicator (in 

billion pesos)
2014 2013 2012 2011 2010

Revenue 231.05 139.16 137.35 123.42 96.17

Income 140.26 44.50 93.31 73.21 63.91

Assets 908.66 788.05 731.93 633.64 566.71

Claims and 
benefits paid 83.28 83.19 65.54 54.27 46.04

IMPACT OF VARIOUS REFORMS
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Revenue (in billion pesos)

Income (in billion pesos)
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Assets (in billion pesos)

Claims and benefits paid (in billion pesos)
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Notwithstanding the grant of additional benefits for members 
and pensioners, the actuarial life of the Fund increased to 2049 
in 2014 from 2042 in 2010. This means that GSIS can pay 
claims as and when they fall due.

2. COA’s unqualified opinion

Since 2011, GSIS has earned for the fourth year in a row an 
unqualified financial opinion from the Commission on Audit. 
This means that all aspects of the System’s financial records 
are presented fairly.

Actuarial life of the GSIS Fund
(in billion pesos)
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3. Updated members’ records and improved posting
    and collection efficiency

Unreconciled or unposted payments for 2009 and prior years, 
which accumulated to Php30 billion in 2010, have considerably 
gone down to Php11 billion in 2011, to Php8.9 billion in 2012, 
and to Php3.6 billion in 2013.  This further went down to Php2.4 
billion as of December 2014.  The efficiency of GSIS to post and 
collect accurate premiums and loans payment also improved 
from 83.51 percent in 2010 to 95.28 percent in 2014.

Reduction in volume of unposted payments
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Improvement in posting efficiency 

Year

Collections 
from premiums, 

loans, and 
MOAs (in 

million pesos)

Unreconciled/ 
clarificatory 

accounts
(in million 

pesos)

Posting 
efficiency

rate

2010 77, 684 12,812 83.51%
2011 89,316 11,354 87.29%
2012 103,483 13,292 87.16%
2013 108,970 10,527 90.34%
2014 190,553 9,003 95.28%

Claims and benefits processing efficiency

Type of claim Turnaroud 
time (TAT) Period

Percent 
within TAT

Retirement/ 
separation 90 Sept-Dec 96.42%

Disability 90 Sept-Dec 94.71%
Regular life 
insurance 60 Oct-Dec 93.70%

Survivorship 60 Oct-Dec 92.32%

Funeral 30 Nov-Dec 90.13%
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3. Settlement of past due accounts of suspended 
    agencies and local government units (LGUs) that 
    were unable to pay premiums and loans

As of end-2014, a total of 207 suspended agencies and LGUs 
have already signed agreements with GSIS to update the 
records and to restore the loan privileges of more than 800,000 
affected employees.

In September 2012, the Department of Budget and Management 
(DBM), DepEd, and GSIS signed a tripartite agreement that 
resulted in the refund of premiums (representing government 
share) deducted from the life insurance benefits of some 93,000 
teaching and nonteaching personnel, including those who have 
already retired.  Pensions were also adjusted accordingly and 
benefits of active members were proportionately increased 
in terms of higher loanable amounts and potentially greater 
retirement benefits.

In June 2014, DBM, DepEd-ARMM, and GSIS signed a similar 
agreement that benefited around 26,000 DepEd-ARMM 
teaching and nonteaching personnel.

4. Improvement in ARTA rating for service delivery

GSIS reaped the fruits of the reforms it has instituted to provide 
responsive service to members and pensioners.  In the 2014 Anti-
Red Tape Act - Report Card Survey (ARTA - RCS) conducted 
by the CSC, GSIS obtained an overall Excellent rating of 91.19 
percent (covering 57 branch offices) from a Failed rating of 
73.82 percent (covering 45 branch offices) in 2012.

Of the branch offices surveyed in 2014 that were rated Excellent, 
23 have so far received the CSC Citizen’s Satisfaction Center 
Seal of Excellence for exemplary customer service. 
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Improved 2014 Anti-Red Tape Act - Report 
Card Survey (ARTA-RCS) Rating

2014 2012

91.19%
EXCELLENT

(57 branch offices)

73.82%
FAILED

(45 branch offices)

2014 ARTA-RCS Ratings: HEAD OFFICE and NCR

Branch 2013 2014

Head Office
(Pasay City) --- 93.69

SEAL OF 
EXCELLENCE 
AWARDEE

Pasig --- 93.39
SEAL OF 
EXCELLENCE 
AWARDEE

Quezon City 81.52 90.93

Average 92.67

Most importantly, GSIS topped the 2014 ARTA survey covering 
more than 1,000 agencies.  The System earned the highest 
percentage of offices nationwide that have been rated Excellent 
in the survey. Thirty-eight branch offices or 67 percent of the 57 
surveyed earned an Excellent score (90 percent and above), 
with not one office receiving a failing mark.



GSIS  Institutionalizing Reforms to Provide a More Reponsive Service to Members and Pensioners  27

Branch 2012 2014

Bulacan 59.74 96.21
SEAL OF 
EXCELLENCE 
AWARDEE

Tarlac 80.92 95.99
SEAL OF 
EXCELLENCE 
AWARDEE

Dagupan 69.25 95.34

Bataan 82.55 94.08
SEAL OF 
EXCELLENCE 
AWARDEE

Cauayan 76.32 93.56
SEAL OF 
EXCELLENCE 
AWARDEE

Pampanga 83.13 93.49

Bayombong 79.72 92.74
SEAL OF 
EXCELLENCE 
AWARDEE

Laoag 77.06 91.41

Tuguegarao 70.18 91.03
SEAL OF 
EXCELLENCE 
AWARDEE

Baguio --- 90.94
SEAL OF 
EXCELLENCE 
AWARDEE

Iba 85.98 90.86
La Union 53.88 89.86
Cabanatuan 87.50 87.34

Average 75.39 92.53

2014 ARTA-RCS Ratings: NORTH LUZON
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Branch 2012 2014

Laguna 68.34 96.72
SEAL OF 
EXCELLENCE 
AWARDEE

Virac 88.65 96.43
SEAL OF 
EXCELLENCE 
AWARDEE

Sorsogon --- 92.53
Calapan --- 92.27

Batangas 53.29 91.83
SEAL OF 
EXCELLENCE 
AWARDEE

Palawan 76.96 91.30
SEAL OF 
EXCELLENCE 
AWARDEE

Masbate 67.77 91.29
Boac --- 90.21
Naga --- 89.90
Legaspi 78.41 89.62
Lucena 55.91 89.15
Mamburao --- 85.72

Average 69.90 92.12

2014 ARTA-RCS Ratings: SOUTH LUZON
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Branch 2012 2014

Dumaguete 76.15 94.27
SEAL OF 
EXCELLENCE 
AWARDEE

Catbalogan 87.19 94.20
Tacloban 80.43 93.86

Roxas 67.08 93.58
SEAL OF 
EXCELLENCE 
AWARDEE

Borongan 81.99 92.96
SEAL OF 
EXCELLENCE 
AWARDEE

Catarman 84.81 92.19

Aklan 66.17 92.17
SEAL OF 
EXCELLENCE 
AWARDEE

Bohol 71.54 90.68
SEAL OF 
EXCELLENCE 
AWARDEE

Bacolod 68.04 90.54
SEAL OF 
EXCELLENCE 
AWARDEE

Cebu 83.79 89.25
Ormoc 78.03 88.68
Maasin 81.10 88.17
Iloilo --- 86.51
Antique 74.10 83.05

Average 76.90 90.72

2014 ARTA-RCS Ratings: VISAYAS
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Branch 2012 2014

Surigao 68.25 94.28
SEAL OF 
EXCELLENCE 
AWARDEE

Tagum 58.05 92.59
SEAL OF 
EXCELLENCE 
AWARDEE

Butuan 48.10 92.09
SEAL OF 
EXCELLENCE 
AWARDEE

Cotabato 77.94 91.78

Dipolog 71.05 90.75
SEAL OF 
EXCELLENCE 
AWARDEE

General Santos 76.54 90.25
Davao 76.71 90.03
Cagayan de Oro 86.00 89.67
Tandag 83.88 89.44
Pagadian --- 89.05
Kidapawan 78.81 88.91
Iligan 64.19 88.50
Zamboanga --- 88.40
Basilan --- 87.41
Malaybalay 63.84 87.09

Average 71.65 90.20

2014 ARTA-RCS Ratings: MINDANAO
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GSIS awarded seal of excellence
for frontline service 

Seven GSIS branch offices awardees proudly display their Citizen’s Satisfaction 
Center Seal of Excellence given by the CSC for exemplary frontline service at 
the  ceremonies held in the GSIS Head Office in Pasay City. To date, 23 of 
35 branch offices that were rated Excellent in 2014 have so far received the 
wall-mountable glass seal. In the photo are: (1st row) Pasig Division Chief Alex 
Balais;  NCR  Area II  VP Erlinda Bañares; NCR SVP Nora Malubay-Saludares; 
Laguna Mgr. Ireen Dimaano; Pasig  Mgr. Lolita Pureza; GCG Comm. Ma. 
Angela Ignacio; PGM Robert Vergara; CSC Comm. Nieves Osorio; Palawan 
Mgr. Marina Ignacio; Tarlac Mgr. Arlene Villanueva; Bataan OIC- Mgr. Purisima 
Sta. Isabel; Cauayan Mgr. Mabel de Guzman; Batangas Mgr. Celeste Ferreras; 
North Luzon OIC-VP Rachel Edjan (now South Luzon OIC-VP); (2nd row) 
South Luzon VP Joseph Philip Andres (now Visayas OIC-VP); Luzon OIC-SVP 
Eduardo Fernandez (now North Luzon VP); CSC Dir. III Fernando Mendoza 
(partly hidden); CSC Laguna Field Office Dir. Emma Barrera; CSC Region III 
Dir.  Myrna Macatangay; CSC Dir. Judith Chicano; CSC Dir. Laura Mangoranca; 
CSC Public Assistance and  Information Dir. Luisa Agamata; Tarlac Division 
Chief Dalisay Soriano; Bataan Division Chief Evelyn Paradeza; Cauayan Asst. 
Division Chief Ramil Rodrigo; (3rd row) CSC Region II Dir. Neil Agustin and 
CSC Region III Asst. Dir. Carlos Rabang.




