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OFFICE MEMORANDUM NO。 2021。124

TO ALL REGIONAL DIRECTORS, CHIEF STATISTICAL

SPECIALISTS, AND OFFiCERS-!N-CHARGE

SUBJECT　:　Amended Escalation Process on the ReDO舶na of

Defective Ph帥DPine lden珊cation Svstem (PhiiSvs)

Reaist「ation Kits

DATE 26 May 2021

To ensu「e the st「ict monito「ing of issues related to reporting and resolution

Of defective regist「ation kits, the PhiISys Registry O緬ce (PRO〉 hereby

amends the escaIation process on the p「epa「ation of incident reports and

reporting of defective registration kits as prescribed du「ing the training of

ProVinciaI trainers,

A龍ached fo「 reference is the revised inst田ctions and escalation process,

ln the 「evised process, the Registration Management Division (RMD) wi=

take an active role in monito血g cases of defective registration kits,

including its components, tO enSure these wi11 be p「ope「ly addressed and

CauSe minimal disruption in the registration ope「ations,

For your info「mation, and app「op「iate action,

回国
DigitaIly signed by Mapa

Claire Dennis Sioson

Date: 2021.06.04 1 2:30:37

+08’00’

DENNIS S。 MAPA, Ph。D。

U ndersecreta「y

NationaI Statistician and Civil Registra「 Gene「aI

RP轍A

A鮒achmnents:

1・ Amen(ted Escal白めn Hocess on肋e ftyo肋うg Of Defe(掘ve Regisd昭的n鮒ts

2. Damages not coveIed dy waけanfy
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Refe「ence No. 21 -PROO4。05-01 1

Subject: Amended Escalation Process on the Reporting of Defec髄Ve Philippine Iden珊cation System (P刷Sys)

Registration Kits

Date: 26 May 2021

Philippine Identi簡cation Sysfem (PhiiSys)

Amended Escalation Process and lnstructions on Reporting

of Defective Registration Kits

The Registration Center (RC) Superviso「 is responsibie fo「 the prepa「ation of reports

related to the registration operations such as the Incident Report. lncident reports are

PrePa「ed when the registration team encounters a technica=ssue that camot be 「esoIved

OnSite" This issue incIudes system errors and hardware ma皿nctioning, amOng Othe「s.

!f the 「egistration team encounters a regis鳴tion cIient appIication issue that cannot be

resoIved at the registration cente「, the RC Superviso「 must notfty the p「ovinciaI

information Systems Analyst (lSA) =mmediateIy. If the iSA cannot provide a su怖cient

resoIution’the ISA must escalate the issue to the lnfomation and Systems Management

Division (ISMD〉 of the P刷Sys Registry O飾Ce (PRO),

U「gent concems must first be oonsulted with the lSMD through the RegKit Support

Group on Vibe「,書fthe issue requires fu軸e「 action血)m ISMD, the ISA I shail be advised

to Iogin to thei「 matrix account at matrix.philsys。gOV.Ph and create a ticket. The detaiis of

the ticket shal看be based on the incident report subm舶ed by the concemed RC

Supervisor,

Ha巾ware issues, On the other hand, ShaII be reported directIy by the lSA I to NextlX, the

Service provider- The foIiowing process must be observed to ensure systematie and

immediate reso看ution of hardware issues, including repair/repIacement of defective

registration kits and their components,

A. Basic Troub書eshooting

l " The Regist略tion Kit (RegKit) Operato「 must perfom basic troubIeshoothg to

add「ess hardware concems. A troubleshooting guide can be found in the

Registration Wb「k Inst「uction Manual for the PhilSys, If the RegKit Operato「

fatls to resoive the issue, he/She must info「m the RC Superviso「, Who w帥then

escalate the issue to鵬e ISA l. The RC Superviso「 must prepare an incident

report detaiIing the hardware issue encountered.

B. Reporting Process

l。 With the assistance of the RC Superviso「, the lSA I must dete「mine which

「egist「ation kit component is defective. Once the component has been

iden珊ed, the ISA I shall冊e a reporVcreate a ticket through the Next Ticketing

Portai at h慣P:〃psa. nextix.o喝/PSalindex.php
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Reference No. 21 -PROO4-05-01 1

Subject: Amended Escalation Process on the Repc融ng of Defec鯖ve Philippine lden郎cation System (PhiiSys)

Registration Kits

Date: 26 May 2021

2. To create a ticket, the ISA i must provide the foIiowing information:

a, !ncident Desc「iption

b. Regist「ation KiuPhotobooth Se「iai Numbe「

C. Component’s Serial Number (if applicabIe)

d. Signed lncident Report (may be sent once availabie)

e. P「oof of Damage (PhotoNideo〉

3. Upon creation of a ticket, the lSA I sha11 access the monito血g tool fo「 Defective

Registration Kits and Pe巾herals through the fdiIowing Google Iink:

h憤PS:〃tinyurl,COm/587863rv and supply the 「equired information. This tooi wiil

ai!ow the Registration Management Division (RMD〉 fo determine the number

Of defective registration kits’aSSeSS thei「 impact on the daily ta「gets and

accompIishments of the Fie!d O緬ce, and monito「 the implementation of

requi「ed action to resoIve the issue,

4. The Support Team from NextlX wiII monito「 the ticketing portai daily" The

Support Team wi!l review the information provided aIong with the created ticket.

1f needed, the Support Team wiil coordinate with lSA I fo「 cIa「輸cation o「 further

information regarding the created ticket.

C, Ways of Communication

l" The Support Team wilI estabiish contact with the ISA =hrough Viber. 1n this

Way, the Support Team wilI be abIe to easiIy coordinate with the lSA when

ProViding technical assistance.

2. A group chat may be created based on the ticket. The Support Group may aIso

require the lSA =o send additional videos/Pictures of damages through the

group chat. The Suppo巾Team wiIl assess the videos/pictures and store them

in OneDrive for easy reference.

D, Repair and Replacement of Registration Kit Components

l. The SuppoれTeam wi= assess the damages, Whethe「 these are physical and

O「 reiated to functionalfty:

2・ lf the damages are covered by the wa「ranty, NextiX w刷fac胴ate the

「epiacement of the damaged component. Otherwise, the ISA shall receive a

no珊cation from the Support Team。 Refe「 to A請achment 2 for the Iist of

damages not covered by the wamanty.
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Refe「ence No, 21 -PROO4-05-01 1

Subject: Amended Escalation P関鳩eSS On the Reporting of Defec噛ve Ph師ppine lden珊cation System (PhiISys〉

Registration Kits

Date: 26 May 2O21

Attachment l

3. The lSA I sha11 coordinate with the NextlX Suppo巾Team fo「 the 「epair of

Physical damages not covered by the wa「ranty. Repai「 costs based on

evaiuation of the Support Team shail be charged against PhilSys山nds.

4. 1f the damages are reIated to functionaIity章Parts WiIi be 「epiaced once lncident

Reports (IR) are received by the Support Team.

5. A 「ep「esentative of the Support Team sha11 visit the registration center to

「epIace components such as laptops, P血ters,軸gerp血t scamers, and battery

PaCks on-Site. Meanwhile, rePIacements for Iight components such as cables富

LED adapters, LED lights, and iris scanners, amOng Others, ShalI be deIivered

to the registration cente「 through a courier.

6, The lSA shall update the GoogIe monito「ing sheet to include the actions taken

by the Support Team to resoIve the ha巾ware issue and cIose the ticket。
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Refe「ence No. 21 -PROO4-05-01 1

Su勘ect: Amended Escaia鱈on P「ocess on the Reporting of Defe敗ive PhiIippine ldentification System (PhiISys)

Registra鯖On Kits

Date: 26 May 2021

Attachment 2

nex即X THA」E雪

DAMAGES NOT COVERED BY VVARRAN丁Y

A11 equipment is cove「ed by 3-yea「 Wamanty, however, Physica11y damaged, Or

manhandled equipmen=ike cases below wi= be denied. On the othe「 hand, equipment

W軸damages in function will be replaced.

We based some of the following cases血)m Cu「rent rePOrted issues, If found simiIar,

3-yea「 Wa「ranty On these cases wiiI not be cove「ed.

Fo「 a11 support reIated concems, 10g血to h請功bsa.nex耽o同匂ca and冊e an lncident

Repo巾　(1R).　Fo「　basic trou馴eshoo軸g,　yOu may visit∴the Iinkh伽S岬=S
壁面g.

1〃　Broken screen (e・g., CraCked screen, Physical damage on iaptop & extended

monito「)

榔
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Refe「ence No. 21-PROO4-05-01 1

Subject: Amended Escalation Pro∞SS On the Reponing of Defective Phi!ippine lden朋catbn System (PhilSys〉

Registration Kits

Date: 26 May 2021

2. PhysicaIly damaged cables

3. Deformed cables (due to imprope「 way of cIosing of regist「ation kits)
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Reference No. 21 -PROO4-05-01 1

Subject: Amended Escaiation Process on the Rep創軸g of Defedtive Philippine lden肺ca書bn System (PhiISys〉

Registration Kits

Date: 26 May 2021

A軸achment 2

4“ PhysicaIiy damaged Iaptop (bumps and scratches)

5。 Cut cables
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Refe「ence No. 21 -PROO4-05-01 1

Su勘ect: Amended EscaIafron Process on the Reporting of Dofective P蛸ppine lden珊cation System (PhiISys)

Registration Kits

Date: 26 May 2021

Attachment 2

6. I「is Scanner detached

7・ LED adapte「 detached/1○○se (Or detached cable wi「e, deformed porf)

‾‾‾‾‾‾-京青事■′岬-i→′-.ヘ音、/ /臆
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Refe「ence No. 21 -PROO4-05-01 1

Sut)ject: Amended Escalation Process on請e Reporting of Defective P嗣ppine ldentification System (PhilSys)

Registration Kits

Date: 26 May 2021

Attachment 2

8. LED Light Cracked

9〃 Defo「med extended monito「 USB po轟
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Reference No. 21-PROO4-05-01 1

SuPject: Amended EscaIation Pro∞SS On the Reporting of Defective PhiIippine ldentificatien System (PhilSys〉

Registration Kits

Date: 26 May 2021

10. Physica=y damaged Finge「p「int Scanner (e.g., B「Oken giass, Badly scratches)

1 1 , Cracked lens of the Webcam
1 2. Missing lette「s of the laptop keyboard (detached letters, Chipped letters)

1 3, Physically damaged Laptop Mouse

14. PhysicalIy damaged Printe「 (e.g., C「acked glass, broken ink tubes, detached

CaSing, SPiIled ink, etC.)

15, Defo「med padiock

REGISTRATION KIT PRICE BREAKDOWN

BiometricRegistra書ionKit(しuggage) �P「ice 

ComplefeSe[: � 

PowerStationSKA300-BatteryPack �15,841,25 

Photobooth �41157.25 

components肋s畑e肋e山gg@geK柵 � 

PortableMonochromePrinte「十Powe「Cable+USBCabIe �14,031,15 

Logitech930eWebCamera+LensCove「 �5,207.20 

13-16inchPortabieCo10「edLCDMonitor+Powe「Adapter+ �8,259,88 

USBCab看e 

HDMICab!e(PartOfLCDmonitor) � 

LCDStand(PartofしCDmonito「) � 

FingerprintScanne「十CabIe �32章539.25 

Laptop+Powe「Adapte「十PoweCabie �57,102.68 

CableLock(PartOfLaptop) � 

CableLockKey(Pa轟OfIaptop〉 � 

Mouse(PartOfLaptop) � 

USBHub �52了,85 

HUBPowe「Cable(PartofUSBHub〉 � 

DocumentScanne「十USBCable+Scanne「Pad �4,013.50 

Padlock �262.78 

1risScanner+USBCabie �17,527.15 

USBCabIeTypeCtoAAdaptor �527,85 

Ca「ryingCase �13,637,85 

Note: Ybu may bv画hese柘ems outs胸e or from your prefened souroe.

Page 6 of6




