B Mo CITIZEN'S CHARTER
CuAsSIFicaTIon
Residentol /
Government
1. MANDATE I1. INSTALLATION OF NEW SERVICE CONNECTION oy
The MONCADA WATER DISTRICT mmu is wmn‘d in PO 198, as amended, Installation of new water service connection is done by the Maintenance Section within Industrial
declaring a national policy favoring local operation and control of water systems; three (3) to five (S)hyuﬁev nll the mwwed fees are paid bylhe [ —
mmmmmmuummm providing for the government and  (Gffice / Division:
administration of such districts. Sommara
TM Moncada Water District was lwmd for the m purposes:
.. Acqulieg. m‘ﬁ domestic, ‘A_:.. :M L "Tymo:: Type of Transaction: g: - Government to Business e
lands within the h =
2. pnmﬁ-g intaining and i and disposal il: Households, Businesses and Government Offices s within the | (S
focilities; and [ ey ity of Moncada, Tarlac; and San Manuel, Tarlac -
3. Conducting such other lur.nwu and_operations_incidental to water resource ] ERE TO SECURE e
MWD Office, Front Desk / Commercial Wholesale =
Section =l 77‘ wl
. VISION MWD Office, Cashier C, Finance Section _
eliable partner of the Local Government Unit n their effort to improve the quality of ~ [Maintenance Job Order WO Office, Front Desk, Commercial | |V- RECONNECTION OF WATER SERVICE :
life lﬂnmm scclion Reconnection of water service is provided to concessionaires who settle their unpaid
o CUENT AGENCY FEES T0 |PROCESSING|  PERSON vmler bnlls |n full and pnymgm of veconnecnon fee.
N STEPS ACTION . | BEPAID TIME / Desk
To provide a 2d-hour service of potable water at the cheapest price. 1. Proceed to tl in ciient Front Desk rlassnhcnuon e T§mplc Transaction o o
Front Desk Officer |with theamountof | oo 2 Minutes Officer G2C - Government to Citizen T
IV. SERVICE PLEDGE 'and ask for the break- |materials to be paid e Type of 628 - 1o Business
z‘”WO. the !:ll and employees of Hwﬂd:':m- [ nn!":'lnh ll‘n serve m:;. mﬂn «down of materials by the applicant it ] £ Section = 4 s G2G - Government to Government
service of efficient, reliable, M‘“ﬂ“' will improve ty (2. Pay the necessary (2. Accepts payment 5 5 Who May Avail: All of MWD
of life for a better and attend to all appli parties who are  lamount to the cashier land issue official | ~™CU™ | 3Minutes | G | CHECKLIST OF REQUIREMENTS WHERETOSECURE
:1“":‘: the premises of the office prior to the end of official wlung hours and during lunch receipt varies Finance ?cnon R S ol Rec ot Front Dask Officar
e 3. Present Official Re- |3. Prepare Ma Front Oesk intenance Job Order Form _ Front Desk Officer
i — inance Job Order - 2 “CUENT AGENCY FEESTO PRO- | PERSON
m’;&:‘:ﬂo" FOR ":‘:f?x"f‘ CONNECTION ittt e i Fi fet the appli- Nu—— | 3 b—" Commerclal STEPS ACTION BEPAID | CESSING [ €
Disrct (MWD) Lo al residents o Moncada, Takac and San Manuel Tarac, who ore e O sy o ot e N Procesd o ihe— | Recevesnd TMe |
mm:lmm:: 1o apply for a water service connection of Moncada wm7 District. n amount of materials |receipt Amount | ¢ \ies i Frontdeskand in- |entertain client’s
service for new service Commercial quire for the balance (query and provide Front Desk
tion Section of the disconnected |statement of ac- . » Officer
INOTE: Cross road connection {o¢ i | [|accountand request |count Joene 3Minutes” | commercial
d for the reconnection Section
Plumbers
. o f disconnected water
Maintenance Section =
Barangay Road service 2
WhoMay Ava,_Houssholds, Businesses and Goverrimert Ofces witin Lt i) Py e e |oecens paYmANt| Amount due
CHECKLISTOF um,mm‘ o [IL PAYMENT OF WATERBILL A s, | the unpaid water O
Updated/Current Community Tax Certifi- ol LGU for -ﬁm P of Watar bila-sind ot e o ey e e ponrse o o ¢he office Reconnection | Cashiers
(cate or Senior Citizen's 1D T Citizen's Office for | recaipts .:: hm:n’,:'# nm';:.:’u:'w mm cr:::‘ L nm“ Official  collector / cashier ¢ fee: Finance
S L T S SRIE SRR | e Senier. CX D SEEELE o 1Day to 3 Days Section
Rocent photo w-pﬁth%mw from date of
disconnection Customer
Application form _ ”W""W PHP100.00 | SMINUteS | garvice
official Receipt ), Finance Section Assistant A/
CUIENT AGENCY, 4Daysto 14 ASA
i ACTION BEPAID | TIME | RESPONSIBLE o pveenige
vlncnu to m. W ot |\ Interview and ¢ Front Desk water bills were ginn 1o conces- !
client None Minutes shu:mlns right after the meter reading of 15 Days on-
2CFIII aﬁ‘lﬁﬁﬁﬁ 2. Front Desk Officer ——T—‘——g{————'—!ﬂ. ROCE PERSO L Gk bkl
o SMInutes |commercial Section s FEESTO [PROCESSING] = PERSON ¢ | [3-Gobacktothe (3. Encodeand print
® o= Front Desk Officer | maintenance job
A Cashier of e and present official |order and let it 3 Minutes
Finance Section | |water bill and pay the Assistant /| [eceiPt signed by the client
lamount due (in case ;::Inwbmluolho Front Desk
13 Minutes notice of water bill Services Aide intenance Officer
* Inspection of the site and est) eodod cannot be presented, Commercial Section | commercial
vil follow and a}pﬂé‘ofr'r il c’v‘;:r:ubu'x e e P eIt elacane ~lust inform the tefler of Section Iinstruct clienttogo| o Section
ross road (boring) fee, if needed. Amount of matarials varies from one applicant to anothar /the account e home and wait for
nc on the size of water lines praferred by the appiicant and location of tho /Inlormallon (account 7 [the MWD employee
pping llm e )name and address) to reconnect water
% service line.

[Front Des! ercial Section
Ll:cmuvlexr Transaction_
—62C - Government lo

Who May Avail
~ CHECKLIST OF REDUIRED]ENTS
[Maintenance Job Order Form
Official water bill receipt
FEESTO
STEPS BE PAID
1. Approach front
desk officer and
request for temporary [prepare
i ion of

account

|2. Receive and
issue official
water bill receipt

'water service
2. Proceed to the
teller's window and
pay the necessary
amount

3. Go back to the front ‘.l Prepare

|desk officer and pre- melemme job
|sent official water bill ’ordef and let the

receipt |client signed it |

VI. REPORT / REPAIR OF WATER LEAKAGES

Report / repair of water leakages, be it the distribution Imas. service lines, and leaks

before the meter/leaks at the meter, must be fi the Commercial Section

(Front Desk) and can be done U ougn phone calls or in pelm nnd the wncspond-ng
job order is Section for

The leaks require no lees However, leaks after the meter require Iabov

fees. Uoncessnonmres may opt to hire any plumbev ol may dlrecm requosl at lho Ml»cc.

Lo

v
G2B - Government to Business
G2G - Government to Government

Type of Transaction:

|Who May Avail:
| CHECK us?“r
None
T CLENT
STEPS
1. Proceed to the front
desk and report the

PERSON
RESPONSIBLE |

[ PROCESSING
TIME

bl
FEESTO |
__BEPAID

leak /request for the (encode and print = "
repair of the leak maintenance job None 3 Minutes Commercial
3 order and let it Section

'signed by the client

2. Wait for Iﬁ. 2. Forward the
of the ug‘on maintenance job a m,"

lorder to the Mainte-

e
Front DeSK officer
Commercial

| nance Section e
2.1 Instruct client to )
9o home and wait ol
for the MWD o Qonk e
em to rey v
Mplwn et None 2Minutes Section

NOTE: Leaks before the water mllll

Distribution lines S S
I L
s i Section

Service lines before

the water meter

VIl. WATER METER CONCERNS

Water meter efficiency request is provided to concessionaires who want to have their
water meter to be replaced but should undergo investigation and meter testing | first.
Water meters found to be defective (stuck, moist red, old water meters or misaligned
roller number) are replaced. But if water meter found to be defective/damaged due to
owner's negligence, concessionaires must pay the water meter's cost, which varies

on the current water meter price, as procured by the district




Office / Division:

|Front Desk/Commercial Section —GHECKUST OF REGUIREMENTS E ~~WHERE T0 SECURE al [Front Desk Officer | [2-Paythe necessary 2. Accept payment L %
\ﬁmtmnon |Complex Transaction Valid identification card with signature of |GSIS, sss DFA Postal 10, LTO, Current | [FEESTO PROCESSING| PERSON”| |amount to the cashier |and issue official | o020 00 | 2 Minutes | .. S25her 2
62C - Government to Citizen the regl of MWD school ID, 0SCA 1D, PRC, BEPAID| TIME  |RESPONSIBLE| |(Finance Section) |receipttothe | | Finance secio
Type of Transaction:  G28 - Government to Business guggm et 1. Proceed to the Front |1, Assess application | 5 | . |client | IS MU anie MRS ST
62G - Government to Govommcm AGENCY FEESTO [PROCESSING]  PERSON Desk officerand fill | form and require- 3. Present official |3, Encode and print | Front Desk
Who May Avail: All Active concessionaires of MW STEPS ACTION | BEPAID | TIME  |RESPONSIBLE| |outtheapplication | ments receipt to the Front  |job order and | None 10ay Officer
cHECKUST OF REQUIREMENTS I WNERE TO SECURE | [\-Proceed to the front 1. Ask for a valld (0 form for Senior Citizen Front Desk | |Desk Officer |forward it to the | Commercial
None INot applicable | |deskand makeare- |of the registered discount and attach 1.1, Submit to GM for 5 Minutes Officer | | Section
CLIENT | AGENCY FEESTO PROCESSING PERSON | |quest for water meter |concessionaire of q / None Commercial INTERNAL SERVICES
STEPS ACTION | BEPAID | TIME  RESPONSIBLE | (transfer MWO (requesting Front Desk Section FICATE OF EMPLOYMENT
1. Proceed tothe front 1. Attend toclient's | None | 3Minutes | Front Oesk Officer person)and instruct|  none | 2 Minutes officer 1,2, Submit 10 CSA-E I. ISSUANCE OF CERTIFICA
desk and report/  re- report/ request and Commercial client to pay the Commercial for updating conces- Certificate of employment is issued to any individual/person employed by the Moncada
quest for your water prepare Maintenance Section necessary transfer Section ‘ ledger Wam Dulncl lov whﬂsvlr Igg'al ml'ems or purposes |l L may serve | lhem Gifsya 5
meter concerns Job Order and let the of water meter fee S e Section 3 & |
client signed it then to the cashier closslhwluom imple Transaction
submit to the Mainte- iprosesd o - XI. APPLICATION FOR CHANGE OF ACCOUNT 'NAME Type oI Transseiion,—62C - Govermm@nt & Cavermmen
nance Section for 2. Proceed to the 2. Recelves pay- Cashier ¢ Change name request is granted to concessionaires who intend to have their \Who May Avail: {Employees of Moncada Water ¢
3 D cashier and pay the  |ment of transfer of registered name amended or modified. New owner of the house and lot or deceased st =
appropriate action PHP 250.00 | 2 minutes Finance €9 CHECKUIST OF REQUIREMENTS WHERE T0 SECURE
2. Advice client to go Front Desk Officer |N®C9859Y transfer of | water meter fee and registered owner are among the various reasons for the request. ECKLIST OF 8
= ay None 1 minute water meter fee issue official receipt Section o Astentitn e — . |Personal appearance or letler of authorization |applican \
home and wait for the Commercial i e s Office ision: Front ol Section from the concerned employee }
MWD employee to do Section 3. Present official re- (3. Prepare mainte- Front Desk Classification: Simple ffice ¥
the investigation / ceipt to the front desk  nance job order, let Ofricer : 62C - Government to Citizen ?"""'c'a'g‘r —— T XCENCY—— l::?som pnoczss,nc’ —PERSON—
officer it signed by the None 3Minutes | Commercial "
.act on the request. ol c"" ::‘:n:’l'mr it ’ Type of Transaction: g;g g:::m:m :: !ualmml STEPS \ ACTION BE PAID o TIME :ﬂ:;ponsmtcl |
Vil WAT_ER OUA.LITY CONCERNS : 's‘:lc':.io:ﬂl"“mm. Viiio Wiay Avall e lonskes Mlocl'nnm' have existing Gecount with MWD — |V Subr;:l duly'.qm' '“A‘A;.::‘p; :ﬂnd wv:;:‘l'ya None inutes personnel |
Water quality test is gmpled. to homr!olds or establishments who have water quality 3.1, Instruct client 0 et OF REQUIREMENTS WHERE TOSECURE | |form certificate of
issues. When a concessionaire complains of a sandy water, flushing of service line or for the possible Front Desk | I applied by the registered person, just present valid 10 Applicant / Representative lom; ployment
tion line is performed to address the issue. schedule of work by|  None 1 Minute Officer with signature 2. Claim certificate of 2. Sign and release cer-| None | TMinute | HRM Personnel
F_T_‘”' e / Division: Front Desk/Commercial Section the MWD Mainte- commercial | |If applied by a representative (must be immediate fami- Employment tificate of employment it
Classification: Complex Transaction =~ '~ nance Section Section ly member of the reg owner), bri TR I [ T
G2C - Government to Citizen 3.2. Advice client letter from the registered owner, his/her valid 1D with — —_—
Type of i G28 - to Busil that materials to be 'signature with xerox copy, representative’s valid 10 to 11. ISSUANCE OF EMPLOYEES® RECORDS (SERVICE RECORD LEAVE
b 626 - to used for the Amount var- Front Desk trace their relationship 25 RECORDS AND PERSONAL RECORDS)
Who May Avail: All Active concessionaires of MWD requested lmnslgr li_l depend- 'y Officer s s CLENY . ] FEESTO puoccssmc “PERSON Records of employees are being issued to any individual/person who has been employed
CHECKLIST OF REQUIREMENTS "WHERE TO SECURE of water meter will | ing on the 3 Minutes Commercial STEPS BE PAID RESPONSIBLE | or currently employed with the Moncada Water District for GSIS purposes and other legal
none [Not applicable be estimated by materials to Section 1. Proceed to the Front |1. Front Desk puvpom lhnl the requester mmndad (a use.
CLIENT AGENCY FEESTO | PRO- |  PERSON Maintenance | be used for Desk and request for - (the checklist of e |1 semaes Officer Offi i —
STEPS ACTION BEPAID | CESSING | RESPONSIBLE Section and will be | the transfer change of name requirements Commercial | [Classification: F'mﬂe Transaction T T
TIME paid by m.l‘ re- of water il sl Sl Section |Type of Transactit ) D
\.Proceed to the Front |1. Attend toclients + | | FrontDesk b drsintits | Hitheane! T submit ' |2 Receive and review"] | Front Desk | [WhoMay Avail: Employed/Employees o Moncada Water Disiit
desk and report water |report/ request and None 3 Minutes Officer i as i and None 3 Minutes Officer CHECKLIST OF REOU|REM§N’IS WHERETO € SECURE
quality concerns take note of the name Commercial X. APPLICATION OF AVAILMENT OF SENIOR CITIZEN DISCOUNT 'stated above process request i Per: !;mﬂ' or etter of wthwrln-TnnDTMHl
b and location _ Section loncada Water District adheres to Philippine Law such as REPUBLIC ACT AN | Section | [tion from the concerned employee ¥ -3
2. Provide details of 2. Prepare Mainte- None | 3Minutes |  Front Desk rumﬁg:’ﬂm ol:zgn;ngmﬁ get::zms ;zcauz I;I;IVILEGNEDSE nmo Ts:?mmnsgl;lzsus 2.1 Forward to Front Desk | [Reauest '%leu'r AOENGY gc:s?gbsnoczssmc Tar
i dy Officer NOWN i ) 2 5 e
El el e shondii Commercial | AS "AN ACT TO MAXIMIZE THE CONSTRUCTION OF SENIOR CITIZENS TO NATION ' f:ﬂ:z:{ Elor | Nome | zminutes | o D7 STEPS MJ _. ACTION BEPAID| _TIME | RESPONSIBLE
client and submit it to Section BUILDING, GRANT BENEFITS AND SPECIAL PREVILEGES AND FOR OTHER PURPOSES™ |updating the records s Y. Submit duly accomplis T Acceptand verify None | Yo Minutes—| HRM Parsornell
e tiimarane P L o Ty D T e— T R e Spebi
: iment beil
Section ’0: r mnl:rs Io'ru the 'o'v,regnémdu;lhms orﬁ';eg[;'slered in ,ynn name of n;e senior cmm XIl. REQUEST OF WATER METER CALIBRATION requested o
lappropriate action residing therein: Provided, further, consumption does not exc All water meters issued by the MWD are alr calibrated. This service entails a fee = -
.| one hundred kilowatt hours (100 kWh) of electricityand thirty cubic meters (30 m3) ul in case concessionaire w:{ns his/her water ::gy" be calibrated again for doubtful high mmmsl Imsp"'“ :i’,":’:s None | TMinute | HRM Personnel|
2.1 Maintenance None 3 minutes Water | water: Provided, furthermore, that the privilege is dranted per ion or whatever i | == L sodelie SN e s Eles s Dl
Saciion will achiedule “""z"":'m the number of senior citizens resldmg th = = o T [ =] = e - _ToW_ A S 1T Minutes
https://www. tt 201 5/republic-act- i
el thactud inten %mmmm ront Gesk/Comrercial Sacticn Ejmsmmnon: (Complex Transaction 111 ISSUANCE OF APPLICATIONS FOR LEAVE OF ABSENCE \
take action gasecton e G2C - Government to Citizen The Human Office is also in the issuance of leave of
(SRS D | Type of Transaction: |G28 - Government to Business absence of Moncada Water District officials and employees.
- G2G - Office / Division: Administrative Section/HRMO
1X. TRANSFER OF WATER METER " G2C - Governmeént to Citizen - e | ice / Divi nistrative ion,
i i Wh Avail: who have ting account with MWD ification: i i
Concessionaires may request a transfer of their water meter to another / different  [Type of Transaction:  |G28 - Government :: Business o ':;:E CV:LISWRE?;;:::;:IS'“ exis :i':%saff;_szcun: $;upscs:'lcamm 2!;:;9!0 nunmnon
transfer of water met =
:’::me’%;ry"::”:;{?::ry mpeny e cnrrnpgndurtgf r:::-mm Who May Avail: Concessionaires who are senior citizens Water meter for calibration Owner Who May Avail: otﬁculs/!mployses of Moncada Water District
concessionaire needs to request for reconnection of water service (please refer to service ' WHERE TO SECURE lciaireceipt MWO, Finance Section CHECKLIST OF REQUIREMENTS WHERE TO SECURE
Vet Gstoe v ing (o this sarvica. TAccountS|aFR Ectskdersd dormant ol orsi A SPYERCCY TG 710 Gard (1 photocopy) -If applied Ropresaniati Steps ‘Acion BEPAID | ceseme | Responsiete t::" et LI et ployee
= falid Senior Citizen rd (1 photocopy) -If appli epresentative lical and other supporting documents, if applying for  Applicant/em,
aoctive for’S months orimore. through Valid Senior Citizen 10 Card (1 L TIME Isick leave. & Pl
] '- pr:ianl h 110 at the office — 1. Proceed to the Front |1. Inform and pro- ~ CUENT AGENCY " TFEESTO PROCESSING.  PERSON
or Desk Officer and re-  |vide client with re- Front Desk STEPS ACTION - BEPAID  TIME RESPONSIBLE
* Senior citizen must be a resident of me household quest for calibration of | quirements and S Officer S submitdus T Accest o o S Sirios | Hiow
* Consumption should not exceed 30 cu. water meter fee and prepare . Commerciol accomplished for \eave credi
Senior cinzan cn avail the dsswum ofone the water: met = = Section’ : ™ update leave credis. o | .
2 : = = W er = L (CS Form No. 6) 'HRMO will certify and t
2 E = | testing report ! ~ sidn the approve leave




2. Claim Application |2. File the accomplished | None | | Minute |4RM Personnel
for Leave and signed form to
(Employee's Copy)  Employee's Records.
Total ’

6 Minutes | )
XIl. FEEDBACK AND COMPLAINTS MECHANISM
How to send a Answer the client feedback form and drop it at the desidnuted
feedback? "Suggestion Box" placed at the office entrance

Mailing Address:

MONCADA WATER DISTRICT,

Poblacion 2, Moncada, 2308 Tarlac
Contact details:

Email: lettyducosacalamitao@yahoo.com

Hotline: 045 6065407
Mobile: 0917 183 9637/0917 526 7009
How feedbacks are At the end of the day, Front Desk Officer of Commercial Section
processed? opens the suggestion box and compiles and records all feedback
submitted. Feedback requiring answers are forwarded to the
relevant section and they are required to answer within three (3)
days upon receipt of the feedback. The answer of the office is then
relayed to the citizen. For inquiries and follow-ups, clients may
contact the following telephone numbers:
Telefax: 045 6065407
Mobile: 0917 183 9637 / 0917 526 7009
How to file Answer the client complaint form and drop it at the designated
complaints? “Suggestion Box" placed at the office entrance. Complaints can
also be filed via telephone. Make sure to provide the following
information:
- Name of person being complained
- Incident
- Evidence
For inquiries and follow-ups, clients may contar: the following
i telephone number: 045-6065407, 0917-183-9637, 0917-526-7009
How complaints are At the end of the day, the Front Desk Ufficer of Commercial
processed? Section opens the suggestion box r:.u compiles and records all
complaints submitted. Complni-,.s*are forwarded to the Office of
the General Manager and - .eam will be directed to conduct investi-
gation. The team <~..rstart the investigation and forward the com-
/plaint to th~ ,cievant section for their explanation. The team will
pPrer=_c a report after the investigation and shall submit it to the
—ceneral Manager for appropriate action. A letter reply addressing
the complaint will be sent to the client.
/- For inquiries and follow-ups, clients may contact the following
! {telephone numbers: 045-6065407, 0917-183-9637, 0917-526-7009
Contact Information ARTA: complaints@arta.gov.ph
of ARTA, PCC, CCB = |1-ARTA (2782)
PCC: 8888
CCB: 0908-881-6565 (SMS)

XIV. LIST OF OFFICES

OFFICE | ADDRESS |  CONTACT INFORMATION
Moncada Water District Poblacion 2, Moncada, Telefax: 045 60605407
Tarlac Mobile Numbers:

0917-183-9637, 0917-526-7009
REVISED: APRIL 2020

ENGR. ROGELIO B. MINA, JR.

General Manager




