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MANDATE
The Provincial Government of La Union is mandated to provide the delivery of basic services to its
constituents with utmost commitment, dedication and transparency for good governance. It also
commits to respond to the call as well as abide by the spirit of the Local Government Code where
the Local Chief Executive is mandated to address the needs of its constituency with excellence as
the sole standard in the performance of executive functions.

VISION
La Union: The Heart of Agri-Tourism in Northern Luzon by 2025.

MISSION
To be the catalyst for sustainable and inclusive development that improves the quality of life of our
people.

SERVICE PLEDGE
La Union, as catalyst and agent for change, and an advocate and enabler for sustainable and
inclusive development, shall leverage its agricultural and inherent strengths as the driving power
for tourist arrivals and agripreneur start-ups and investments.

With sustained Peace and Order, Good Financial House Keeping, Competitiveness and Business
Friendliness, Social Protection, Environmental and Disaster Management, and Good Governance,
La Union shall be “The Heart of AGRI-TOURISM in Northern Luzon by 2025”.

The Provincial Government of La Union shall effectively and eddiciently plan and maintain its

Quality Management System (ISO 9001:205) in compliance with its regulatory requirements, and
shall always aim for customer satisfaction that is guaranteed by continual improvement.
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LIST OF SERVICES

FINANCTIAL STABILITY SECTOR

OFFICE OF THE PROVINCIAL BUDGET OFFICER
Certifies to the existense of appropriation for the Expenditure
Submission of copies of Annual and Supplimental Budget of the 19 Municipalities and
1 City endorsed by the Sangguniang Panlalawigan

OFFICE OF THE PROVINCIAL ACCOUNTANT
Processing of Disbursement Vouchers and Payrolls (paid thru Check, Cash and ATM
Payroll account)
Processing of ATM Registries for Salaries and Wages and other Personnel Benifits
Issuance of Certificate of Clearance on Cash Accountability
Preparation of Statement of Remittance
Preparation of Financial Statements

OFFICE OF THE PROVINCIAL TREASURER
Requisition of Accountable Forms
Claiming of Checks
Requisition of Sand and Gravel Delivery Receipts
Securing of Tax Clearance
Securing Permits
Payment of Provincial Taxes (Business), Fees & Charges

OFFICE OF THE PROVINCIAL ASSESSOR
Issuance of Computer-Generated Copy of Tax Declaration (TD) - Newly Approved
Issuance of Computer-Generated Copy of Tax Declaration (TD)
Issuance of Certified Photocopy (CPhC) of Property Record Form (PRF)
Issuance of Plain Photocopy of Property Record Form (PRF)
Issuance of Certified Photocopy (CPhC) of Field Appraisal and Assessment Sheet (FAAS)
Issuance of Plain Photocopy of Field Appraisal an Assessment Sheet (FAAS)
Issuance of Certified Photocopy (CPhC) of Supporting Documents
Issuance of Plain Photocopy of Supporting Documents
Issuance of Certified Photocopy (CPhC) of Old Tax Declaration (TD)
Issuance of Plain Photocopy of Old Tax Declaration
Issuance of Certified Photocopy (CPhC) of Tax Map (TM)/ Tax Map Controll Roll( TMCR)
Issuance of Plain Copy of Tax Map (TM)/ Tax Map Control Roll (TMCR)
Certification of Total Landholdings
Certification of Non-Encumbrance
Certification of Non-Improvement
Certification with Improvement
Certification of No Real Properties
Annotation of Mortgages
Cancellation of Mortgages
Annotation of Adverse Claim, LIS Pendens, Agreement of Road Right of Way, Bailbond,
Notice of Levy/Tax Lien, Hold in Abeyance, etc.
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LIST OF SERVICES

Cancellation of Adverse Claim, LIS Pendens, Bailbond, Notice of Levy/Tax Lien, Hold in

Abeyance
Review and Approval of Assessment Transactions

ECONIMIC DYNAMISM AND COMPETITIVENESS SECTOR

LA UNION PROVINCIAL TOURISM OFFICE
Tourist Assistance

OFFICE OF THE PROVINCIAL AGRICULTURIST
Provision of Machineries/Equipment

Farmers Information and Technology Services (FITS) Center and Technical Advices

Soil Sample Analysis

Crop Pest Incidence

Provision of Agricultural Inputs (Release of Seedling Materials)
Provision of Agricultural and Fishery Inputs

Provision of Training and Seminar (Lectures)

OFFICE OF THE PROVINCIAL VETERINARIAN
Shipped-in Cargoes
Shipped-out Cargoes
Passing Through Cargoes
Food Animal Genetic Improvement by Artificial Insemination
Aniimal Health Disease Control and Veterinary Public Health Services (Municipal
Livestock Inspectors)
Aniimal Health Disease Control and Veterinary Public Health Services (Walk-in)

Aniimal Health Disease Control and Veterinary Public Health Services (Zoonotic and

Emerging & Re-emerging Disease Control)

Provincial Animal Welfare and Meat Inspection Service

Rabies Examination and Veterinary Diagnostic Service - Rabies Test
Rabies Examination and Veterinary Diagnostic Service - Fecalysis on Pets

Rabies Examination and Veterinary Diagnostic Service - Fecalysis on Livestock and

Poultry

Rabies Examination and Veterinary Diagnostic Service - Skin Biopsy

Rabies Examination and Veterinary Diagnostic Service - Clinical Chemistry
Rabies Examination and Veterinary Diagnostic Service - Private Veterinary Clinic
Patients

OFFICE OF THE PROVINCIAL GOVERNOR - LOCAL ECONOMIC ENTERPRISE AND

INVESTMENT PROMOTIONS UNIT
Assistance to Micro, Small & Medium Enterprises (MSMESs) for the promotion and
selling of products
Assistance to clients (customers/buyers of products)

OFFICE OF THE PROVINCIAL GOVERNOR - PUBLIC EMPLOYMENT SERVICES UNIT

Submission of Job Vacancies
Employment Referral Service
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LIST OF SERVICES

Special Recruitment Activity (SRA) / Overseas Employment
Local Recruitment Activity (LRA) / Local Employment
Special Program for the Employment of Students (SPES)

OFFICE OF THE PROVINCIAL ENGINEER
Issuances of Permits/Clearances (with construction works to be done within the
Provincial Road Right-of-way)
Issuances of Permits/Clearances (no construction works to be done within the
Provincial Road Right-of-way)
Requests for Repair Works (no materials available)
Requests for Repair Works (with materials available)
Repair of Service/Light Vehicles (no materials/parts available)
Repair of Service/Light Vehicles (with materials/parts available)
Equipment Rental

157

159
160
162
164
166

PROVINCIAL GOVERNMENT - ENVIRONMENT AND NATURAL RESOURCES UNIT
Application of New Commercial Sand and Gravel (CSAG) Permit
a. ) Submission of Application for New CSAG Permit
b. ) Procedure Upon Approval of the Area Status and Clearance Issued by MG Office
c.) Release of CSAG Permit to Operate
Application of New Industrial Sand and Gravel (ISAG) Permit
a. ) Submission of Application for New ISAG Permit

b. ) Procedure Upon Approval of the Area Status and Clearance Issued by MGB Office

c. ) Release of ISAG Permit and Permit to Operate
Application of New Special Pebble Permit
a. ) Submission of Application for Special Pebble Permit

b. ) Procedure Upon Approval of the Area Status and Clearance Issued by MGB Office

c. ) Release of Special Pebble Permit and Permit to Operate
Application of New Government Gratuitous Permit
a. ) Submission of Application for New Government Gratuitous Permit

b. ) Procedure Upon Approval of the Area Status and Clearance Issued by MGB Office

c. ) Release of the Government Gratuitous Permit and Permit to Operate
Application of Private Gratuitous Permit
a. ) Submission of Application for Private Gratuitous Permit

b. ) Procedure Upon Approval of the Area Status and Clearance Issued by MGB Office

c.) Release of the Private Gratuitous Permit and Permit to Operate
Application of New IQuarry Permit
a. ) Submission of Application for New Quarry Permit

b. ) Procedure Upon Approval of the Area Status and Clearance Issued by MGB Office

c. ) Release of the Quarry Permit and Permit to Operate

OFFICE OF THE PROVINCIAL GOVERNOR - SECUTIRY SERVICES UNIT
Handling of PGLU Visitors
Handling Traffic Management
CCTV Surveillance Playback Request Control
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LIST OF SERVICES

OFFICE OF THE PROVINCIAL DISASTER RISK REDUCTION MANAGEMENT OFFICER

PDRRMO Emergency Response Unit Activation
PDRRMO Patient Transfer within La Union
PDRRMO Patient Transfer outside La Union
PDRRMO Data Request

PDRRMO Training/ Technical Assistance

OFFICE OF THE PROVINCIAL GOVERNOR - PROVINCIAL JAIL
Issuance of Certificate of Detention
Handling of Visitors
Issuance of Good Conduct Time Allowance (GCTA) Certificate/Resolution
Receiving Incoming PDL
Releasing a PDL

OFFICE OF THE PROVINCIAL SOCIAL WELFARE AND DEVELOPMENT OFFICER

Day Care Service
Aid to Individuals/Families in Crisis Situation (Financial Assistance)
Disater Relief Service

OFFICE OF THE PROVINCIAL HEALTH OFFICER
Provision of Competency Training
Processing of Data
Health Education and Promotion Campaign
Distribution of Medicinces and Medical Supplies
Disease Surveillance and Response Process
Issuance of Medical Certificate
Conduct Medical Consultation

BACNOTAN DISTRICT HOSPITAL

Traige Area

Emergency Department

Out-Patient Department

Nephrology Clinic

Admission

In-Patient Services

Laboratory Services

Radiology Services
a. ) Ultrasound
b. ) X-Ray

Health Information Management Unit (Medical Records)
a. ) Issuance of Medical, Medico-Legal Certificate and Clinical Abstract
b. ) Preparation and Issuance of Birth Certificate
c. ) Issuance of Death Certificate

d. ) Release of Clinical Information to Insurance and Other Agency Verfier

PhilHealth/Billing
Ambulance Services
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LIST OF SERVICES

Social Service
a. ) Personal Service Rendered
b. ) Payment in Kind Process
c. ) Admission of Unidentified Patients
d. ) Assisting Abused Patient
e. ) Red Cross Blood Samaritan
f. ) Point of Care Program
g. ) Assisting Abandoned Patients
h. ) Availment of Medical Assistance Program
I. ) Availment of PCSO Endowment Fund

BALAOAN DISTRICT HOSPITAL

Traige Area
Emergency Department
Out-Patient Department
Admission
In-Patient Services
Laboratory Services
Radiology Services
a. ) Ultrasound
b. ) X-Ray
Health Information Management Unit (Medical Records)
a. ) Issuance of Medical, Medico-Legal Certificate and Clinical Abstract
b. ) Preparation and Issuance of Birth Certificate
c. ) Issuance of Death Certificate
d. ) Release of Clinical Information to Insurance and Other Agency Verfier
PhilHealth/Billing
Ambulance Services
Social Service
a. ) Personal Service Rendered
b. ) Payment in Kind Process
c. ) Admission of Unidentified Patients
d. ) Assisting Abused Patient
e. ) Red Cross Blood Samaritan
f. ) Point of Care Program
g. ) Assisting Abandoned Patients
h. ) Availment of Medical Assistance Program
i. ) Availment of PCSO Endowment Fund

CABA DISTRICT HOSPITAL

Traige Area

Emergency Department
Out-Patient Department
Senior Citizen Clinic
Admission

In-Patient Services
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LIST OF SERVICES

Laboratory Services 355
Radiology Services
a. ) Ultrasound 357
b. ) X-Ray 359
Health Information Management Unit (Medical Records)
a. ) Issuance of Medical, Medico-Legal Certificate and Clinical Abstract 361
b. ) Preparation and Issuance of Birth Certificate 363
c. ) Issuance of Death Certificate 365
d. ) Release of Clinical Information to Insurance and Other Agency Verfier 367
PhilHealth/Billing 369
Ambulance Services 371
Social Service
a. ) Personal Service Rendered 372
b. ) Payment in Kind Process 373
c. ) Admission of Unidentified Patients 375
d. ) Assisting Abused Patient 377
e. ) Red Cross Blood Samaritan 378
f. ) Point of Care Program 379
g. ) Assisting Abandoned Patients 381
h. ) Availment of Medical Assistance Program 382
i. ) Availment of PCSO Endowment Fund 383
NAGUILIAN DISTRICT HOSPITAL 387
Traige Area 388
Emergency Department 389
Out-Patient Department 391
Adolescent Friendly Health Clinic 393
Admission 395
In-Patient Services 396
Laboratory Services 398
Radiology Services
a. ) Ultrasound 400
b. ) X-Ray 402
Health Information Management Unit (Medical Records)
a. ) Issuance of Medical, Medico-Legal Certificate and Clinical Abstract 404
b. ) Preparation and Issuance of Birth Certificate 406
c. ) Issuance of Death Certificate 408
d. ) Release of Clinical Information to Insurance and Other Agency Verfier 410
PhilHealth/Billing 412
Ambulance Services 414
Social Service
a. ) Personal Service Rendered 415
b. ) Payment in Kind Process 416
c. ) Admission of Unidentified Patients 418
d. ) Assisting Abused Patient 419
e. ) Red Cross Blood Samaritan 421
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LIST OF SERVICES

f. ) Point of Care Program

g. ) Assisting Abandoned Patients

h. ) Availment of Medical Assistance Program
i. ) Availment of PCSO Endowment Fund

ROSARIO DISRICT HOSPITAL

Traige Area
Emergency Department
Out-Patient Department
Admission
In-Patient Services
Laboratory Services
Radiology Services
a. ) Ultrasound
b. ) X-Ray
Health Information Management Unit (Medical Records)
a. ) Issuance of Medical, Medico-Legal Certificate and Clinical Abstract
b. ) Preparation and Issuance of Birth Certificate
c. ) Issuance of Death Certificate
d. ) Release of Clinical Information to Insurance and Other Agency Verfier
PhilHealth/Billing
Ambulance Services
Social Service
a. ) Personal Service Rendered
b. ) Payment in Kind Process
c. ) Admission of Unidentified Patients
d. ) Assisting Abused Patient
e. ) Red Cross Blood Samaritan
f. ) Point of Care Program
g. ) Assisting Abandoned Patients
h. ) Availment of Medical Assistance Program
i. ) Availment of PCSO Endowment Fund
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ORGANIZATIONAL ACCOUNTABILITY AND GOVERNANCE SECTOR

OFFICE OF THE PROVINCIAL GOVERNOR

Receiving of Request for Data for Research Purposes (Walk-in Clients)

Receiving of Request for Data for Research Purposes (via email)

Receiving of Request to Float Questionnaires and Conduct Surverys for Research
Purposes (Walk-in Clients)

Receiving of Request to Float Questionnaires and Conduct Surverys for Research
Purposes (via email)

Request for Endorsement for Employment (Walk-in Clients and via email)
Apllication for Employment

Receiving of Invitations to the Governor (Walk-in and via email)

Receiving of Request to Borrow Tables and Chairs

Receiving of Request to Borrow Industrial/ Heavy Equipment
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LIST OF SERVICES

Receiving of Request to Borrow Tents

Receiving of Request to Use Service Vehicles
Receiving of Request to Use Ambulance

Receiving of Request to Use Mobile Dental Bus
Receiving of Request to Use Coaster

Receiving of Request for the Use of PGLU Conference Rooms
Receiving of Request for Medicines

Receiving of Request for Personal Protective Supplies
Receiving of Request for Raffle Items

Receiving og Request for Medals and Trophies
Receiving of Request for Sports Equipment

Receiving of Request for Backfill

Request for Seedlings (Walk-in Client or via email)
Request for Fingerlings (Walk-in Client or via email)
Receiving Request for Snacks

OFFICE OF THE PROVINCIAL GOVERNOR - INFORMATION AND COMMUNICATIONS
TECHNOLOGY UNIT

ICT Software Assistance - Backup and Reformat

ICT Software Assistance - Driver and Program Installation

ICT Software Assistance - Desktop and Laptop Troubleshooting

Hardware Assistance - Printer Troubleshooting

ICT Hardware Assistance - Network Installation and Troubleshooting

Biometric Registration

OFFICE OF THE PROVINCIAL ADMINISTRATOR
Internal Outgoing Communications
External Outgoing Communications
Incoming Communications
General Administrative Documents
a.) Travel Documents
b.) Payroll
c.) Other Administrative Documents

OFFICE OF THE PROVINCIAL ADMINISTRATOR - HUMAN RESOURCE MANAGEMENT
UNIT
Issuance of Service Records
Issuance of Certificate of Employment
Assistance to Walk-in Applicants for Job Applications
a.) Walk-in Application
b.) Online Application
Saranay Fund Program
Receiving Incoming Communications
Releasing of Outgoing Communications
Leave Privileges
Non-Monetary Renumaration of Overtime Services
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LIST OF SERVICES

Terminal Leave Benifit (Retirement) 579

Terminal Leave Benifit (Resignation) 582
OFFICE OF THE SANGGUNIANG PANLALAWIGAN 587

Issuance of Certified True Copies of Sangguniang Panlalawigan Documents (i.e. 588

Ordinance, Resolution, Committee Report, etc.)

Forwarding/Furnishing of Copies of Approved Resolutions and Enacted Ordinances to 589

Concerned Offices/Agencies

Forwarding to the Provincial Legal Officer for comments/recommendations copies of 590

Resolutions and Ordinances from Component LGUs for review of the Sangguniang
Panlalawigan

Posting and Publication of Ordinances 591
Issuance of Certificate of Appearance 593
OFFICE OF THE PROVINCIAL PLANNING AND DEVELOPMENT COORDINATOR 596
Request for Statistical Data 597
OFFICE OF THE PROVINCIAL INFORMATION OFFICER 603
Request for Lay-out
a. ) Simple Lay-out 604
b. ) Complex Lay-out 605
Request for Logo Animation 607
Request for Video/Slideshow Editing 609
Request for Video/Film Production 612
Request for Photo/Video Documentation 614
OFFICE OF THE PROVINCIAL INFORMATION OFFICER - PROVINCIAL LIBARY 619
Issuance of Library Access Card 620
Reader’s Service (In-House Reading) 620
Reader’s Service (Home-Loan Reading) 622
Books Return Service 623
Internet Service 624
Online Library Inquiry Service 625
OFFICE OF THE PROVINCIAL GENERAL SERVICES OFFICER 628
Issuance of Sports Equipment, Trophies and Medals (External Service) 629
Issuance of Wastre Material Report (Internal Service) 630
Issuance of Property Acknowledgement Receipt (Internal Service) 631
Issuance of Clearance (Internal Service) for Maternity, Travel Abroad, Last Salary, 633
Terminal Leave, Resignation and Transfer
Issuance of Property Return Slip (Internal Service) 634
Preparation of Requisition Issue Slip (Internal Service) 635
OFFICE OF THE PROVINCIAL LEGAL OFFICER 639
Legal Assistance Program
a. ) Legal Writing 640

PGLU | CITIZEN'S CHARTER X



LIST OF SERVICES

b. ) Legal Research

c. ) Legal Counselling

d. ) Legal Representation
Notary Public

Filing of Administrative Complaint
Issuance of Certificate No Pending Administrative Case
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'OFFICER
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1. Certifies to the existence of appropriation for the Expenditure

Office of the Provincial Budget Officer
Simple

G2G - Internal Service

" PGLU Offices

1. Purchase request (3 copies) ' 1. Prepared by the End-User
2. Certification on Appropriations Funds 2. Prepared by the End-User
and Obligations of Allotment (CAFOA) (6
copies)
1. The client The Guard on None 5 Minutes ' Guard on duty

shall proceed to | duty shall check
the Guard on duty | the’body

at the entrance of |temperature of the
Capitol Building | client, the client
for registration. uses hand
sanitizer and foot
bath and strictly
follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(take note of the
date, time,
purpose, etc).

2.The client shall | The person in None 10 Minutes Provincial Budget
submit the charge will Staff Unit
Purchase forward the

Request for approved

approval (3 urchase Request

copies) to the to the Office of the

designated Provincial

window. Treasurer.

3.The client shall | The person in None 3 Minutes Administrative
fill out the charge will ask the Unit
customer client to fill out the

feedback form. customer

feedback form
before allowing
the client to leave.

*End of transaction* )
(Note: attached complete required documents for the request)

Total | None [ 18 minutes

PGLU | CITIZEN'S CHARTER 2



The Guard on

5 Minutes Guard on duty
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®1. The client None
shall proceed to | duty shall check
the Guard on dut¥ the body
at the entrance of |temperature of the
Capitol Building client, the client
for registration uses hand
sanitizer and foot
bath and strictly
follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(take note of the
date, time,
purpose, etc).
2.The client shall | The person in None 10 Minutes Provincial Budget
submit the charge will Staff Unit
CAFOA for forward the
approval (6 approved CAFOA
copies) to the to the Office of the
designated Provincial )
window. Treasurer after its
approval, so the
person in charge
shall inform the
client to follow up
the approved
CAFOA at the
said office.
3.The client shall | The person in None 5Minutes
fill out the charge will ask the
customer client to fill out the
feedback form. customer
feedback form
before allowing
the client to leave.
*End of transaction*
(take note on the required attachments)
Total | None 20 minutes



2. Submission of copies of Annual and Supplemental Budget of the 19
Municipalities and 1 City endorsed by the Sangguniang Panlalawigan

' Highly Technical
G2G - External Service

Office of the Provincial Budget Officer

1. Copies of Annual/Supplemental Budget (Annual
Investment Program, Disaster Plan, GAD Plan,

Peace and Order Plan, Appropriation Ordinance

and Supplemental Annual Investment Program

Local Government Units (19 Municipalities and 1 City)

1. Prepared by different LGUs

1. The client_will| The personin None 3 Minutes Administrative
roceed to PBO |charge will assist Staff Unit
Office and register | the client in
in the logbook and |registering and
disinfect’ (use of |disinfecting.
alcohol _or
sanitizer provided
in the office).
2.The client shall | The person in None Annual Municipal
submit the copies | charge will Budget/Suppleme Staff Unit
of Annual/ forward the ntal Budget within
Supplemental ap{)roved Review 14 working days
Budget for Letter at the
approval to the SanP?unl_ang
designated Panlalawigan
window . Office after its
approval, and also
the person in
charge shall
inform the client to
follow up the
approved Review
Letter after 14
working days to
the Sangguniang
Panlalawigan.
3.The client shall |K The person in None 5 Minutes
fill out the charge will ask the
customer client to fill out the
feedback form. customer
feedback form
before allowing
the client to leave.
*End of transaction* ,
(Note: take note on the required attachments)
Total None 14 Days and
8 Minutes
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Feedback and Complaints

How to send a feedback?

| How feedback is processed?

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Answer the client feedback form and drop it at the box
located at the main door of Office of Provincial Budget
Officer.

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.
For inquiries and follow-up, citizen may contact (072)

242-5550 loc. 271/211.

Answer the client complaint form and drop it at the box
located beside the Office of the Provincial Budget Officer.

Complaints may also be file thru:

PBO:
Tel No. :(072) 242-5550 loc. 271/211
Email :pglu_pbo@]launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email :govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email :csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email :complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888



How to file a complaint?

| client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 271/211.

Contact Information of the Office of
the Provincial Budget Officer

PGLU | CITIZEN'S CHARTER

MS. CATHERINE E. FRANCO

Provincial Budget Officer

Provincial Capitol Bldg., Aguila Road, Barangay I, City of
San Fernando, La Union

e-mail: pglu_pbo@launion.gov.ph

Tel No.: (072) 242-5550 loc. 211

MS. GENELEN B. NISPEROS

Supervising Administrative Officer

Provincial Capitol Bldg., Aguila Road, Barangay I, City of
San Fernando, La Union

e-mail: pglu_pbo@launion.gov.ph

Tel No.: (072) 242-5550 loc. 271






1. Processing of Disbursement Vouchers and Payrolls
(paid thru Check, Cash and ATM payroll account)

OFFICE OF THE PROVINCIAL ACCOUNTANT

Simple

G2G - Government to Government

All

None

None

1. Shall proceed | Shall check bod None 1 - 2 minutes Guard on Duty
to the guard on temperature of the
duty atthe client, spray
entrance of alcohol or
Capitol Building sanitizer on the
for registration. hand of the client,
instruct the client
to use the foot
bath before
entering the
Capitol Building
premise and
enforce the
implementation of
"No Face Mask,
No Face Shield,
No Entry" policy.
2. Shall sanitize | Shall require the None 1 - 2 minutes Administrative
hands before and | client to sanitize Unit- Receiving
after mgnmg in hands before and Clerk
the logbook. after signing in the
logbook for ™
contract tracing
purposes.
3. Shall transact | Shall receive the None 1 -2 minutes per | Administrative
at the designated | Disbursement voucher Unit- Receiving
window and Vouchers 1DV) Clerk
submit and Payrolls from
Disbursement the Liaison Officer
Vouchers and | of the concerned
Payrolls (DV) with | office/unit/
complete hospital.
attachment of .
documents. Shall review the None a. ForInfra—3to | Internal Control

supportin
documents to
determine the
completeness of
the attached
documents and
correctness of
data in the DV, if
complete, ap[t)rove
the record in the
DDES and affix
initial signature.
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5 hours per
voucher if
complete
attachments

Unit-
Management
and Audit
Analyst




Otherwise indicate
in the accounting

b. For Purchases
under Small Value

receipt of the
approved DV by
signing in the
Logbook.

the approved
financial
transactions (for
ATM payroll
accounts) to the
Administrative
Unit — Payroll
Clerk for the
preparation of
ATM Registries.

stub the lacking Procurement,
documents Salaries, Utilities
needed or and Financial
documents to be Assistance — 5 to
revised, if any{ 20 minutes per
and forward the voucher if
same to the complete
Administrative attachments.
Unit-Releasing c. For Purchases
Clerk. under Competitive
Bidding — 3
minutes to 2 hours
per voucher if
complete
attachments.
Shall review and None 1 - 10 minutes per Provincial
certify that voucher Accountant
supportln?
documents are
complete and
proper.
Shall record the None 1 -2 minutes per | Administrative
approved DV in voucher Unit - Releasing
the releasin Clerk
Ioe/bopk while for
DV with lackin
documents in the
returned logbook.
4.a. Acknowledge |a. Shall forward None 1 - 5 minutes Administrative
receipt of the the approved Unit - Releasing
approved DV by | financial Clerk
signing in the transactions (for
Logbook. check and cash
to the Office of the
Provincial
Treasurer -
Review Unit for
the certification as
to the availability
of funds.
4.b. Acknowledge |b. Shall forward None 1 - 5 minutes Administrative

Unit - Releasing

Clerk

PGLU | CITIZEN'S CHARTER



4.c. Acknowledge |c. Shall forward None 1 - 5 minutes Administrative
receipt of the the returned | Unit - Releasing
returned DV by | financial Clerk
signing in the transactions to the |
Logbook. originating office

for completion of

lacking

attachments.

Total None 11 minutes - 6

hours

2. Processing of ATM Registries for Salaries and Wages and other
Personnel Benefits

1. Shall proceed
to the guard on
duty at'the
entrance of
Capitol Building
for registration.

OFFICE OF THE PROVINCIAL ACCOUNTANT

Simple

G2G - Government to Government

All

Shall check bOdK
temperature of the
client, spray
alcohol or
sanitizer on the
hand of the client,
instruct the client
to use the foot
bath before
entering the
Capitol Building
premise and
enforce the
implementation of
"No Face Mask,
No Face Shield,
No Entry" policy.

None

1 - 2 minutes

Guard on Duty

2. Shall sanitize
hands before and
after sugmng in
the logbook.

Shall require the
client to sanitize
hands before and
after snEnlng in the
logbook for
contract tracing
purposes.

None

1 - 2 minutes

Administrative
Unit- Receiving
Clerk
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3. Shall transact | Shall receive the None 1 -2 minutes per | Administrative
at the designated | Disbursement DV or Payroll Unit - Payroll
window and Vouchers ﬂDV) Clerk
submit Certified | and Payrolls for
Disbursement ATM Registries
Vouchers and from the™
Paérolls (DV) Administrative
PGLU Unit — Releasing
ices/Units/ Clerk and Liaison
Hospitals). Officers of the
concerned
office/unit/
hospital.
%hal_l repare ATM None 30 minutes - 3 Agmgnigtrati\fle
egistrnies using hours per regist nit- Fayro
the Financial Data P gistry Clerly
Entry System
FINDES) of
andbank of the
Philippines (LBP).
Shall review and None 5 minutes - 10 Provincial
certify the ATM minutes per Accountant
Registries. registry
4. Acknowledge | Shall forward the None 1 - 2 minutes Administrative
receipt of the aRppr_oved ATM Unit- Payroll
approved DV by egistries to the Clerk
signing in the ice of the
ATM Registry. Provincial
Treasurer - Cash
Unit for the
Breparathn of
ank Advice.
Total None 37 minutes -
3 hours

3. Issuance of Certificate of Clearance on Cash Accountability

OFFICE OF THE PROVINCIAL ACCOUNTANT

Simple

All

PGLU | CITIZEN'S CHARTER
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1. Shall proceed
to the guard on
duty atthe
entrance of
Capitol Building
for registration.

Shall check bod
temperature of the
client, spray
alcohol or
sanitizer on the
hand of the client,
instruct the client
to use the foot
bath before
entering the
Capitol Building
premise and
enforce the
implementation of
"No Face Mask,
No Face Shield,
No Entry" policy.

None 1 - 2 minutes

Guard on Duty

2. Shall sanitize
hands before and
after S|gn|ng in
the logbook.

Shall require the
client to sanitize
hands before and
after signing in the
logbook for ™
contract tracing
purposes.

None 1 - 2 minutes

Administrative

Unit- Receiving
Clerk

3. Shall transact

at the designated

window and

submit Clearance

Form on Cash

Accountability
GLU

ices/Units/
Hospitals).

Shall receive and
record the name
and reason of
employee
securing
clearance in the
logbook.

Shall review and

check
unliquidated cash
advances, loan
balances and
relevant
information of
employee in the
Personnel
Management
Information
System (PMIS),
Electronic New
Government
Accounting
System (e-NGAS)
and other
accounting
records.

Shall certify and
approve clearance
forcash
accountability and
obligations.

Clearance Fee 1 -2 minutes per

Administrative

Php 25.00 Clearance Unit- Receiving
Clerk
30 minutes - Guard on Duty
2 hours per
Clearance

1 - 10 minutes per
Clearance

Provincial
Accountant

PGLU | CITIZEN'S CHARTER
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4. Acknowledge
receipt of the
Certified
Clearance Form

Shall record in the
logbook and
release Certified
Clearance Form

1 - 2 minutes

Administrative
Unit- Releasing
Clerk

by signing in the | and sign by the
_ngb%ok.g L]aiSOI'EIJ Officer.
Total| Clearance Fee 33 minutes -
Php 25.00 2 hours

4. Preparation of Statement of Remittance

1. Shall proceed
to the guard on
duty atthe
entrance of
Capitol Building
for registration.

OFFICE OF THE PROVINCIAL ACCOUNTANT

G2G - Government to Government

All

None

Shall check bOdK
temperature of the
client, spray
alcohol or
sanitizer on the
hand of the client,
instruct the client
to use the foot
bath before
entering the
Capitol Building
premise and
enforce the
implementation of
"No Face Mask,
No Face Shield,
No Entry" policy.

None

None

1 - 2 minutes

Guard on Duty

2. Shall sanitize
hands before and
after signing in
the logbook.

Shall require the
client to sanitize
hands before and
after S|En|ng in the
logbook for ™
contract tracing
purposes.

None

1 - 2 minutes

Administrative
Unit- Receiving
Clerk

3. Shall transact
at the designated
window and
submit copies of
Payroll and
Disbursement
Voucher (OPAcc -
Admin Unit -
Payroll Officer).

Shall receive copy
of Final Payroll
and Disbursement
Voucher.

PGLU | CITIZEN'S CHARTER

None

1 -2 minutes

Accountability
Unit -
Remittance
Clerk
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Shall prepare None 4 hours - 2 days Accountability
remittance list in . -
the portal and Remittance Clerk
orint remittance
ist. :
Shall review and None 1 - 10 minutes Provincial
'c;etrtlfy remittance Accountant
ist.
Shall prepare the None 1 -5 minutes | Accountability Unit
Disbursement |- Remittance Clerk
Voucher for
remittance.
4. Acknowledge | Shall forward the None 1-2minutes | Accountability Unit
receipt of the disbursement |- Remittance Clerk
Disbursement voucher to the
Voucher. Internal Control
Unit for review
and certification.
Total None 4 hours - 2 days

5. Preparation of Financial Statements

OFFICE OF THE PROVINCIAL ACCOUNTANT
Simple

G2G - Government to Government

All

None _ None
1. Shall proceed | Shall check bodﬁ None 1-2minutes | Guard on Duty
to the guard on temperature of the
duty at'the client, spray
entrance of alcohol or
Capitol Building sanitizer on the
for registration. hand of the client,

instruct the client
to use the foot
bath before
entering the
Capitol Building
premise and
enforce the
implementation of
"No Face Mask,
No Face Shield,
No Entry" policy.

PGLU | CITIZEN'S CHARTER 14



2. Shall sanitize

Shall require the

1 - 2 minutes

Administrative

None

hands before and | client to sanitize Unit- Receiving

after mgmng in hands before and Clerk

the logbook. after signing in the
logbook for
contract tracing
purposes.

3. Shall transact | Shall prepare None 5 minutes - 1 hour  Accountability

at the designated |journal ent per JEV Unit -

window and voucher bg und Accountant,
forward paid and record all Bookkeeper

Disbursement transactions using

Vouchers, the electronic new

Payrolls and other  government

financial accountmgh

transactions. |system (e-NGAS).

(PTO - Cash Unit) + - _ | —
Shall review the None 2 - 5 minutes per Provincial
journal entries and JEV Accountant
approve using the
e-NGAS.

Shall verify the None 5 - 10 minutes per| Accountability
balances of JEV Unit-Accountan
General Ledgers

and Subsidiary

Ledgers as basis

for correcting

entries if

necessary.

Shall generate None 1 -4 hours Accountability
and print Financial Unit -
Statements. Accountant
Shall certify the None 1 -2 hours Provincial
correctness of Accountant
Financial

Statement.

4. Acknowledge | Shall submit the None 10 - 30 minutes Administrative

receipt of the Financial Unit - Liaison

Financial statements to Officer

Statements. OA,

Finance, LFC,SP,
Vice Governor
and OPG.
Total None 24 minutes -
8 hours

PGLU | CITIZEN'S CHARTER
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box
located at Receiving Area.

| How feedback is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box,
complies and records all feedback forms collected.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer or take action within three (3) days upon the
receipt of the feedback.

The action taken is then relayed to the client.

For queries and follow-up, client may contact (072)
607-4707 or (072) 242-5550 local 278.

How to file a complaint?

Answer the client complaint form and dropt it at the box
located at the Receiving Area.

Complaints may also be filed thru following telephone
numbers indicating the name of the person being
complained, incident and evidence.

OPAcc:
Tel. Nos.: (072) 607-4707; (072) 242-5550 loc 278
Email Add: pglu_accounting@launion.gov.ph

Office of the Governor:
Tel. No.: (072) 888-3608
Email Add: gov.pacoy@launion.gov.ph

CSC Hotline:
Tel. No.: (072) 700-5643
Email Add: csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No.: (02) 8478-5091
Email Add: complaints@arta.gov.ph

Office of the President - National Citizens Complaint
Hotline:
Tel. No.: 8888

PGLU | CITIZEN'S CHARTER
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How complaint is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box,
complies and records all feedback forms collected.

The complaint shall be evaluated and a report shall be
made for the conduct of investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be taken.

The action taken is then relayed to the client.

For queries and follow-up, client may contact (072)
607-4707 or (072) 242-5550 local 278.

Contact Information of LUPTO

PGLU | CITIZEN'S CHARTER

ATTY. ALBERT F. PADILLA, CPA
Provincial Accountant

MS. MARITES M. TAOPO
Administrative Officer V / Acting SAO

1st Floor, Provincial Capitol Bldg., Office of the Provincial
Accountant, Barangay I, City of San Fernando, La Union
Email Add: pglu_accounting@launion.gov.ph

Tel No.: (072) 607-4707
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1. REQUISITION OF ACCOUNTABLE FORMS
- Accountable Forms are official receipts, etc. and community tax certificates.
OFFICE OF THE PROVINCIAL TREASURER

- Simple )
G2G-Government to Government

| Ii)lunici_pai Tréésurers, National Government Agéncies, !
Public Schools, Government Hospitals

1. Requisition and Issuance Slip (RIS). 1. Prepared by the requisitioning office and
approved by the Head of Agencies, Local
Chief Executives or Mayors, Chief of
Hospitals.

2. Payment of Accountable Forms (Check and/or |2. Prepared by the requisitioning office.
Cash).

1. Client proceed | Guard on duty, None 1 minute Guard on Duty
to the guard for checks body
registration using | temperature of
logbook at the client, client uses
guard'’s table. hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

. Present Receive duly None 5 minutes | Accountable

2
Requisition & signed RIS. Forms Officer
Issuance Slip
(RIS). Cost the
Accountable
Forms
requisitioned.
3. Pay the cost of | Accept payment See Table 1.0 10 minutes Collecting Officer
accountable of accounfable
forms at Cash forms and issued
Receipts Unit. official receipt.
Forward the RIS Provincial
with Official Treasurer or
Receipt to the authorized
Provincial signatory
Treasurer for
signature.

PGLU | CITIZEN'S CHARTER 19



4. Receive the
accountable
forms
requisitioned.

Release the
accountable forms
requisitioned.

1.0 Accountable Forms Fees

'—Dcﬂanas_on the

None

1 minute Per
bookle

Accountable
Forms Officer

volume of
accountable forms

requisitioned.

a 17 minutes

Official Receipt with Logo RP seal ' A.F. No. 51 £129.80
| 8gtrttligcate of Record of Transfer of Large | AF. No. 52 $242.00
Certificate of Ownership of Large Cattle A.F. No. 53 £209.00
Marriage License A.F. No. 54 P302.50
Real Property Tax Receipt ' A.F. No. 56 £203.50
Slaughter Permit and Fee Receipt ' A.F. No. 57 P143.00
City/Municipal Burial Permit and ' A.F. No. 58 P143.00
Fee Receipt |

' Cash Ticket @ P2.00 A.F. No. 55D P115.50
'Cash Ticket @ P5.00 | AF.No.55E | P115.50
' Community Tax Certificate (Individual) | CTC No. 0016 P82.50

' Community Tax Certificate (Corporation) ' CTC No. 0017 £121.00

PGLU | CITIZEN'S CHARTER

Note: Unit price may increase apon notice of the Euthorized_printery.




2. CLAIMING OF CHECKS
- Checks representing payments to concerned payees

OFFICE OF THE PROVINCIAL TREASURER

G2G-Government to Citizens
G2B-Government to Business Entity

Concerned payees

Individual Beneficiaries (Financial

Assistance)/Scholars:

-ldentification Card of Payee -Valid ID’s issued by various Government
and Private agencies/Schools

-ldentification Card of Authorized Representative -Lawyer

and Authorization Letter or Special Power of

Attorney (SPA) from the Payee (if applicable)

Suppliers/Contractors/Government
Agencies/Corporations/Associations:
-ldentification Card of the Payee

-Official Receipt

-Sales Invoice (if applicable)

-ldentification Card of Authorized Representative
and Authorization Letter or SPA from the Payee (if

applicable)
1. Client proceed | Guard on duty, None 1 minute Guard on Duty

to the guard for checks body
registration using | temperature of
logbook at the client, client uses
guard’s table. hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

2. Present Verify the None 2 minutes Disbursing Officer
Identification documents

Card/ presented.

Authorization

Letter or SPA.
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3. Receive the Release check/s None 5 minutes Disbursing Officer

check/s from the |to the claimant.
disbursing officer.

Issue Official
Receipt/Sales
Invoice (if
applicable).

Total- i None Il 8 minutes

3. REQUISITION OF SAND AND GRAVEL DELIVERY RECEIPTS

- Sand and Gravel Delivery Receipts are used by permit holders to log their extraction of quarry
materials for proper monitoring of Sand and Gravel Tax.

~ OFFICE OF THE PROVINCIAL TREASURER

Simple
G2B-Government to Business Entity

Sand and Gravel Permit Holders

New Permit Holder

-Approved Mayor’s permit to operate -Office of the Mayor where the quarry site is
located

-Approved Governor’s permit -Office of the Provincial Governor thru
Environmental & Natural Resources Unit

-Environmental Compliance Certificate (ECC) -Department of Environmental and Natural
Resources (DENR)

-Government Issued ID of the Owner -Various Government agencies

-Special Power of Attorney (SPA) and Government | -Lawyer
Issued ID of the Authorized Representative (if
applicable)

Existing Permit Holder
-Updated Abstract of Collection (10% of Fair
Market Value)

Payment of Delivery Receipts (Check and/or
Cash).

22
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Cllent proceed
to the guard for
registration using
logbook at the
guard’s table.

2. Submit
reqwrements.

3. New Permit
Holder:

Pay deposit and
requisition of
delivery receipts.

Existing Permit
Holder:

Pay Sand and
Gravel Tax
(previous or
current
extraction),
related costs, if
any and delivery
receipts.

Guard on duty,
checks body
temperature of
client, client uses
hand 'sanitizer and
foot bath and
strictly follows the
implementation of
“‘No Face Mask,
No Face Shleld
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

| Validate the

required
documents
submitted by the
new permit holder.

Receive the
abstract of
collections and
record the
remittances in the
resr_)lectlve ledger
of the existing
permit holder

-E-Accep dpayment

of San
Gravel Tax and
new requisition of
delivery receipts
and issue Official
Receipts.

None

None

An amount
equivalent to
25% of the total
volume applied
for and approved
as indicated in
the permit of the
new permit
holder.

Sand and Gravel
Tax is 10% of the
Fair Market Value
of the extracted
quarry materials.

P80.00 per
booklet of
Delivery Receipt.
(Price may
increase upon
notice of the
authorized

printery.)

1 minute

5 minutes

5 minutes

Guard on Duty

[ Validating Officer "'

rI_CoIIecting Officer |

PGLU | CITIZEN'S CHARTER

23



4. Proceed to
Administrative
Unit to receive the |
delivery receipts.

Present Official | (

| Prepare and
| process

Issuance Slip

equisition
RIS) for signature

None

5 minutes

Administrative
Officer

of the Provincial
| Treasurer or |
|authorized officer I

and release |
| delivery receipts.

Total None 16 minutes

4. SECURING OF TAX CLEARANCE

- Tax Clearance is a requirement needed when renewing business permit in the respective

OFFICE OF THE PROVINCIAL TREASURER

G2B-Government to Business Entity
G2C-Government to Citizen

" Registered Individuals/Business engaged in practices
requiring payment of Provincial Taxes.

-Various Government/Private agencies
-Lawyer if SPA is needed

-Identification Card of client

-ldentification Card of authorized representative
and authorization letter of Special Power of
Attorney (SPA) from the payee (if applicable)

-Filled out Application for Mayor’s Permit -LGU (Office of the Mayor) or request form

from partner offices requiring such

1. Client proceed | Guard on duty, None 1 minute Guard on Duty

to the guard for checks body
registration using |te‘mpera.ture of
logbook at the client, client uses
guard’s table. 'hand 'sanitizer and
| foot bath and
| strictly follows the
| implementation of
“No Face Mask,
' mo Ea?e”Shulgld,
o En olicy.
| (Take nrgtepof tr¥e
date, time,
| purpose, etc.)

PGLU | CITIZEN'S CHARTER
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2. Present the | Verify the None 5 minutes Verifying Officer
request form from documents.
partner
offices/filled out | |
Application for I
ayor's Permit |
along with other |
requirements
needed.
3. Proceed to ' Accept the Php 25.00 3 minutes Collecting Officer
Cash Receipts | payment and '
Umtand pay the | forward the
fF cial Rece|pt
Clearance (Pa b ) to Revenue
unpaid tax an perations Unit.
related cost, if
any) . . :
Process the 5 minutes Processing/Valida
request for ' ting Officer
signature of the '
IProvmcnaI
Treasurer and
update client's
ledger.
4. Receive the 'Release the Tax None 2 minutes Issuing Officer
Tax Clearance ' Clearance
from Revenue |requested
Operations Unit.
Total Php 25.00 16 minutes

5. SECURING PERMITS

- Permit is a requirement needed when the operation/business is requiring payment of Provincial
Taxes.

~ OFFICE OF THE PROVINCIAL TREASURER

Simple
G2B-Government to Business Entity
G2C-Government to Citizen

Registered Individuals/Businesses engaged in operations
requiring payment of Provincial Taxes and their Fees and
Charges.

Newly Registered Individuals/Businesses: -Various Government/Private agencies
-ldentification Card of client -Lawyer if SPA is needed
-Government issued |dentification Card of the
authorized representative and Special Power of
Attorney (SPA) from the payee (if applicable)
-Approved Mayor’s Permit to Operate -LGU (Office of the Mayor) or request form
from partner offices requiring such
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Existing Permit Holder:
-Updated tax payments
-Approved Mayor’s Permit to Operate
-Provincial Treasurer’s Office Tax Clearance

PGLU | CITIZEN'S CHARTER

1. Client proceed |Guard on duty, None 1 minute Guard on Duty
tot e guard for checks body
gb tratlon using | temperature of
ook at the client, client uses
guard s table. hand 'sanitizer and
foot bath and
strictly follows the
implementation of
“‘No Face Mask,
No Eatt:e,Shulald
ntry” polic
(Ta ke nrgtepof tﬁe
date, time,
purpose, etc.)
2. Present the Verify the None 5 minutes Verifying Officer
approved Mayor’s  documents.
ermit along with
other
requirements
needed.
3. Proceed to Accept the See Table 2.0 3 minutes Collecting Officer
Cash Receipts Payment and
Unit and pay the rward the
corresponding Official Receipt
permlt fee.(Pa é) R) to Revenue
unpaid tax an perations Unit.
related cost, if ) ) _
any). Process the 5 minutes Processing/Valida
request for ting Officer
signature of the
Provincial
Treasurer and
update client’s
ledger.
4. Receive the Release the None 2 minutes Issuing Officer
Provincial Sticker | Provincial Sticker.
from Revenue
Operations Unit.
Total None 16 minutes
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2.0 Permit Fee

1.Business of Printing and Publication Php 300.00
2. Business with Franchise Php 500.00
3. On proprietors, lessors, or operators of Amusement places Php 500.00
4.0n manufacture_rs, producers, wholesalers of, or dealers or : Php 300.00 :

retailers in distilled spirits, fermented liquors, softdrinks, cigars
and cigarettes, and other products dellvermﬁ their products to
sales outlets, or selling to consumers, whether directly or
indirectly within the Province using delivery trucks/vans..

5. On the extraction of Sand and Gravel and other Quarry

materials:

a. Quarry Permit, Commercial Sand and Gravel, Special Php 1,000.00
Industrial Sand and Gravel, Exclusive Sand and Gravel,

Government Gratuitous, and Special Pebble;

b. Industrial Sand and Gravel _ Php 1,500.00
c. Mineral Ore Export and Ore Transportation. Php 500.00
*Additional fee (Sec.37,No.2):Inspection/Verification Fee Php 500.00
6. On manufacturers or producers, wholesalers of the other Php 300.00

products not mentioned above.

**Additional costs (Sec.149): for items 1-6
a) Application Fees _ _ Php 100.00
b} I)Drowncual Sticker (1 each delivery truck/van as Annual Fixed Php 25.00
ax

PAYMENT OF PROVINCIAL TAXES (BUSINESS), FEES & CHARGES

- Under Ordinance No. 115-2017 otherwise known as the 2017 Revenue Code of the Province of
La Union, Sec. 12 states that all local taxes, fees or charges shall be collected by the Provincial
Treasurer, or his duly authorized deputies.

OFFICE OF THE PROVINCIAL TREASURER
Simple

G2B-Government to Business Entity
G2C-Government to Citizen

Various Taxpayers

Newly Registered Individuals/Businesses: -Various Government/Private agencies
-ldentification Card of client -Lawyer if SPA is needed
-Government issued Identification Card of the
authorized representative and Special Power of
Attorney (SPA) from the payee (if applicable)
-Approved Mayor’s Permit to Operate

-LGU (Office of the Mayor) or request form
from partner offices requiring such
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Existing Permit Holder:
-Updated tax payments
-Approved Mayor’s Permit to Operate

-PRC ID

Renewal:
-PRC ID

New Professionals:

-Official Receipt of payment from the previous year

-Professional Regulation Commission

PGLU | CITIZEN'S CHARTER

1. Client proceed |Guard on duty, None 1 minute Guard on Duty
to the guard for checks body
registration using |temperaturée of
logbook at the client, client uses
guard’s table. hand sanitizer and
foot bath and
strictly follows the
implementation of
“‘No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)
2. Present the Verify the None 5 minutes Verifying Officer
|.=.:a,pprcqved Mayor’s | documents.
ermit for
business entities
along with other
requirements
needed.
For Professionals,
present OR as
Proof of payment
or the previous
year.
3. Proceed to Accept the See Table 3.0 3 minutes Collecting Officer
Cash Receipts ayment and
Unit and pay the | forward the
corresponding Official Receipt
tax. (Pay unpaid | (OR) to Revenue
tax and related perations Unit.
cost, if any)
3. Proceed to Accept the See Table 3.0 3 minutes Collecting Officer
Cash Receipts ayment and
Unit and pay the | forward the
correﬁondlng‘ Official Receipt
tax. (Pay unpaid g)R) to Revenue
tax and related perations Unit.
cost, if any)




g:qn;vard the. None
fficial Receipt to
Revenue _
Operations Unit to
update existing
records and
register new

records)

5 minutes

Updating Officer

Issue Official None

Receipt.

4. Receive the
Official Receipt.

Total

3.0 Tax

2 minutes

Updating Officer

16 minutes

1.Business of Printinglq and Publication (Publisher or Printer)
Sec. 1)5—18 of the 2077 Revenue Code of the Province of La
nion

55% of 1% of the gross
annual receipts for the
preceding calendar year.

2. Business with Franchise (Sec.19-27 of the 2017 Revenue Code
of the Province of La Union)-Confered to private iy
|nd|V|duals,ﬂersons,porporatlons exercising a right, privilege
affected with public interest

55% of 1% of the gross
annual receipts realized
during the preceding
calendar year.

3. On the extraction of Sand and Gravel and other Quar
Tatgn‘als)(Sec.ZB—SQ of the 2017 Revenue Code of the
a Union

rovince of

a. Ordinary earth

b.Rivermix

c. Screened Sand

d. Screened Gravel

e. Boulders _

f. Pebbles & other decorative stones
ﬁ' Limestone, Silica

n. Magnetite )

i. Other metallicmaterials

10% of the Fair Market
Value ;FMV per cubic
meter of sand,gravel and
other quarry materials.

P100/cu.m.
P150/cu.m.
P200/cu.m.
P250/cu.m.
P350/cu.m.
PP380/cu.m.
P330/cu.m.
P2,000/mt.ton
P1,000/mt.ton

4. Practice of Profession (Sec.40-47 of the 2017 Revenue Code of
the Province of La Union )

40(a)Lawyers, Accountants,Engineers(Chemical,

Civil Electrical Electronics and Communication,
Geodetic,Metalurgical,Mining,Aeronautical,
Mechanical,Marine),Marine Officers,Second Officers,Desk
Officers,Engine Officers,Chemists, Dentists, Geologists, Architects,
Naval Architects, Optometrists, Pharmacists,
Physicians,Veterinarians/Veterinary Medicine

40&:)N0t mentioned in (A)

P300 every year

P200 every year

5. Proprietors, lessors, or operators of Amusement places
bSec. )8—56 of the 2017 Revenue Code of the Province of La
nion

PGLU | CITIZEN'S CHARTER

10% of the gross receipts
from admission fees ¢
from the purchased price
or rental rates



6. Business enﬁagzed in sale/lease or dis?osition of Video?_rams
Sec.5)7-60 of the 2017 Revenue Code of the Province of La
nion

7. For each delivery truck or van, or any used or maintained by

manufacturers or producers,wholesalers or dealers or retailers

Se_c.6) 1-63 of the 2017 Revenue Code of the Province of La
nion

a. To transport liquor,softdrinks,cigars and other similar products

whether directly or indirectly within the Province.

b. To transport other than above mentioned such as dry goods,

canned/packed/frozen foods,etc.

c. On the extraction, transport or sale of Sand and Gravel & other

mineral resources, lumber, hardware & other construction

materials:

-With 10 or more wheeler

-With less than 10 wheeler

10% of the purchase price
or rental rates for every
sale/lease or dtI]SpOSI’[IOI‘\ of

sucl

P500.00/truck
P300.00/truck

P500.00/truck
P300.00/truck
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box
located beside the Office of the Provincial Treasurer.

How feedback is processed?

"How to file a complaint?

242-5550 loc. 264/265

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)

Answer the client complaint form and drop it at the box
located beside the Office of the Provincial Treasurer.

Complaints may also be file thru:

PTO:
Tel No. :(072) 242-5550 loc. 264/265
Email : pto_lu@yahoo.com.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident

Evidence

PGLU | CITIZEN'S CHARTER
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How complaint is processed?

" Every end of the month, a personnel from the Office of

the Provincial Administrator opens the Complaint Box
and compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the

originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 264/265

Contact Information of the Office of
the Provincial Treasurer

PGLU | CITIZEN'S CHARTER

MS. JANET D. MOLINA

Acting Provincial Treasurer

Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

e-mail: pto_lu@yahoo.com.ph

Tel No.: (072) 242-5550 loc. 265

MS. ANNA MAY N. SAQUING

Supervising Administrative Officer

Provincial Capitol Bldg., Barangay Il, City of San
Fernando, La Union

e-mail: pto_lu@yahoo.com.ph

Tel No.: (072) 242-5550 loc. 264
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OFFICE OF THE
PROVINCIAL
ASSESSOR

P R O VI N CI AL G O VE R NMENT
O F L A U NI O N




1. ISSUANCE OF COMPUTER-GENERATED COPY OF TAX
DECLARATION (TD) - NEWLY APPROVED
- For NEWLY APPROVED transaction issued as owners copy and issued as to the status of the

property either with encumbrances or clear of any encumbrances for BIR, for Registration of
document, for loan, for reference and/or legal purposes.

PROVINCIAL ASSESSOR'’S OFFICE/ PROVINCIAL
TREASURER'’S OFFICE - CASH RECEIPTS DIVISION
Simple

G2G- Government to Government

G2B- Government to Business

G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

1. Authorization/Special Power of Attorney/ 1. Newly Declared Owner or previous owner
Identification card (Photocopy) 2. Legal Counsel
1. Get the 1. Interview the None 12 minutes Administrative
number card and client on the Staff
Letter Queue transaction
Card and give it to needed and
he ) provide the
person-in-charge. request slip.
2. Proceed tothe 2. Receive PHP 100.00 5 minutes Local Revenue
cashier and pa payment and per copy Collectlng Officer |
the corresponding issue Official LRCO-I)
fee. Receipt (OR). evenue
Collection Clerk |
Ticket Checker
(TC-1)
3. Proceed to 3. Receive OR None 19 minutes Administrative
Counter 2 (regular and record the OR Staff
transactions) or 3 number and
and submit amount and issue
request slip tracking no. to the
togE:ther with the  control slip and
OR. issue claim stub.
3.1. Forward
request slip to the
Assessment
Records _
Mana%ement Unit o
(ARMU). Statistician |
) Local Assessment
3.2. Review and Operations Officer
verify the Tax I (LAOO-I
Declaration (TD). Assessment Clerk
I (AC-11)
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3.3. Print the TD,
stamp Certified
Printed Copy
(CPrC) and affix
initial.

Note: If an
encumbrance
does not exist in
the system trace
back series of
TDs for
verification.

3.4. Review and
affix initial on the
printed/machine
copy of TD.

3.5. Getthe TD
from ARMU and
forward to
PAss/APAss.

3.6. Final review
and affix signature
on the printed
_rlpgchlne copy of

3.7. Get the
printed machine
copy of duly
signed TD and
record the
transaction.

|4. Release the
Tax Declaration to
the client.

4. Receive the
requested
document/s at
Counter 4.

None

None

Statistician |

Administrative
Staff

Provincial
Assessor (PAss)/
Assistant
Provincial
Assessor (APAss)

Administrative
Staff

Administrative
Staff

3 minutes

Total
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Php 100.00

39 minutes
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2. ISSUANCE OF COMPUTER-GENERATED COPY OF TAX DECLARATION (TD)

- Issued as to the status of the property either with encumbrances or clear of any encumbrances
for BIR, for Registration of document, for loan, for reference and/or legal purposes.

PROVINCIAL ASSESSOR’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX - If client request of more than one (1) tax
declaration and verification process up to the series of 1948.

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

1. Municipal Assessor’s Office
2. Municipal Treasurer’s Office
3. Real Property Owner

1. Tax Declaration

2. Latest tax receipt

3. Authorization/Special Power of Attorney/
Identification card (photocopy)

4. Letter request of owner or Legal counsel (if the 4. Legal Counsel
requestor is not the owner)

1. Get the 1. Interview the None 12 minutes Administrative
number card and client on the Staff
Letter Queue transaction
Card and give it to needed and
the ) provide the
person-in-charge. request slip.
2. Fill out the 2. Assistif None 5 minutes Administrative
request slip. needed in fillin Staff

out the reques

slip then give back

the slip for

Fayment of fees to

he Cashier.
3. Proceed tothe 3. Receive PHP 100.00 5 minutes LRCO-I
cashier and pa payment and per copy RCC-
the corresponding Issue Official TC-l
fee. Receipt (OR).
4. Proceed to 4. Receive OR None 5 minutes Administrative
Counter 2 (regular and record the OR Staff

transactions) or 3
and submit
request slip
tog];%ther with the
OR.

number and
amount and issue
tracking no. to the
control slip and
issue claim stub.
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4 .1Forward
request slip to the
Assessment
Records _
Mana%ement Unit
(ARMU).

4.2Review and
verify the Tax
Declaration (TD).

4 3Print the TD,
stamp Certified
Printed Copy
(CPrC) and affix
initial.

4 4Review and
affix initial on the
printed/machine
copy of TD.

4 5Get the TD
from ARMU and
forward to
PAss/APAss.

4 6Final review
and affix signature
on the printed
_rﬂglchme copy of

4.7 Get the printed
machine copy of
duly signed TD
and record the
transaction.

None

4 minutes.

2 minutes

5 minutes

2 minutes

2 minutes

Statistician |
LAQO-I
AC-II

Statistician |
Administrative

Staff

PAss/APAss

Administrative
Staff

5. Receive the
requested
document/s at
Counter 4.

5. Release the
Tax Declaration to
the client.

None

3 minutes

Administrative
Staff

Total
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Php 100.00

45 minutes
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3. ISSUANCE OF CERTIFIED PHOTOCOPY (CPhC) OF PROPERTY RECORD
FORM (PRF)

Issuance of Certified Photocopy for legal purposes.

PROVINCIAL ASSESSOR'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION
COMPLEX - If client request of more than one (1) tax
declaration and verification process up to the series of 1948.

G2G-Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

1. Tax Declaration
2. Authorization/Special Power of Attorney/

Identification card (Photocopy) 2. Real Property Owner
3. Letter request of owner or Legal counsel (if the |3. Legal Counsel
requestor is not the owner)

1. Municipal Assessor’s Office

1. Get the 1. Interview the None 12 minutes Administrative
number card and client on the Staff
Letter Queue transaction

Card and give it to needed and

the ) provide the

person-in-charge. request slip.

2. Fill out the 2. Assistif None 5 minutes Administrative
request slip. needed in fillin Staff

out the reques
slip then give back

the slip for

Fayment of fees to

he Cashier.
3. Proceed to the ‘3. Receive ~ PHP100.00 5 minutes - LRCO-I
cashier and pa payment and per copy RCC-
the corresponding Issue Official TC-l
fee. Receipt (OR).
4. Proceed to 4. Receive OR__ None | 5 minutes ~ Administrative
Counter 2 (regular and record the OR Staff

transactions) or 3 number and

and submit amount and issue
request slip tracking no. to the
togi:{(ather with the  control slip and
OR. issue claim stub.

4 1Forward Statistician |
reiguest slip to the LAOO-I
ARMU. AC-I
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4.2Review and None
verify the PRF.

4 3Photocopy the 2 minutes Statistician |
PRF, Stamp
CPhC and affix
initial.

4 4Review and 5 minutes Administrative
affix initial on the Staff

hoto copy of
BRF. oY

5. Getthe TD 2 minutes PAss/APAss
from ARMU and
forward to
PAss/APAss.

5.1 Final review 2 minutes Administrative
and affix signature Staff

on the printed
[Ir_'ngc:hme copy of

5.2Get the printed

machine cogly of

duly signed TD

and record the

transaction.
5Receive the 6. Release the None 3 minutes Administrative
requested Tax Declaration to Staff
document/s at the client.
Counter 4.

Total Php 100.00 46 minutes

4. ISSUANCE OF PLAIN PHOTOCOPY OF PROPERTY RECORD FORM (PRF)

Issuance of Certified Photocopy for reference purposes.

" PROVINCIAL ASSESSOR'S OFFICE/ PROVINCIAL
TREASURER'S OFFICE - CASH RECEIPTS DIVISION
COMPLEX - If client request of more than one (1) tax

| declaration and verification process up to the series of 1948.

G2G-Government to Government
G2B- Government to Business
G2C- Government to Citizen

Properiy_O\_Nners,_Notary Pubﬁ;, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions
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1. Tax Declaration

2. Authorization/Special Power of Attorney/

Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the 3. Legal Counsel
requestor is not the owner)

1. Get the
number card and
Letter Queue
Card and give it to
the )
person-in-charge.

2. Fill out the
request slip.

3. Proceed to the |
cashier and pay
}he corresponding
ee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
toqgther with the
OR.

5. Receive the
requested
document/s at
Counter 4.

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for

Fayme nt of fees to
he Cashier.

3. Receive OR
and record the OR
number.

4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1. Forward
re'guest slip to the
ARMU.

4.2. Retrieve/pull
out the PRF.

4 3. Photoco
the PRF Py

4 4. Get the plain
cc:g:wI of PRF from
ARMU and record
Review and affix
initial on the photo
copy of PRF.

| 5. Release the

PRF to the client.

Total |
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1. Municipal Assessor’s Office
2. Real Property Owner

None

None

PHP 25.00
per copy

None

PHP 25.00

12 minutes

5 minutes

5 minutes

5 minutes

2 minutes

3 minutes

5 minutes

2 minutes

3 minutes

42 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician |
LAQO-I|
AC-II

Administrative
Staff

Administrative
Staff



5. ISSUANCE OF CERTIFIED PHOTOCOPY (CPhC) OF FIELD APPRAISAL
AND ASSESSMENT SHEET (FAAS)

Issuance of Certified Photocopy for reference and/or legal purposes.

1. Tax Declaration

PROVINCIAL ASSESSOR’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

SIMPLE

G2G-Government to Government
G2B- Government to Business
G2C- Government to Citizen

‘1. Municipal Assessor’s Office

2. Authorization/Special Power of Attorney/
Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the |3. Legal Counsel
requestor is not the owner)

1. Get the

number card and

Letter Queue

t(tSIard and give it to
e

person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
toghether with the
OR.

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for
Fayment of fees to
he Cashier.

3. Receive OR
and record the OR
number.

| 4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1Forward
relguest slip to the
ARMU.
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2. Real Property Owner

None

None

PHP 100.00
per copy

None

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

12 minutes

5 minutes

5 minutes

5 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician |
LAOO-|
AC-I|



4 2Retrieve/pull None |

out and ghotocopy

the FAAS. |
|

4.3Stamp CPhC 2 minutes
and affix initial.

4 4Review and 2 minutes PAss/APAss
affix initial on the
FAAS.

Statistician |

4 5Final review 5 minutes Administrative
and affix signature Staff
on the FAAS. |

4.6Get the duly
signed FAAS and
record the
transaction.

5. Receive the 5. Release the None 3 minutes Administrative
requested document/s to the Staff

document/s at client.
Counter 4.

Total Php 100.00 44 minutes

6. ISSUANCE OF PLAIN PHOTOCOPY OF FIELD APPRAISAL AND
ASSESSMENT SHEET (FAAS)

Issuance of Plain Photocopy for reference purposes.

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

SIMPLE

G2G-Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

1. Tax Declaration 1. Municipal Assessor’s Office
2. Authorization/Special Power of Attorney/ 2. Real Property Owner

Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the 3. Legal Counsel

requestor is not the owner)
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1. Get the
number card and
Letter Queue
Card and give it to
the

person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
togigther with the
OR.

5. Receive the
requested
document/s at
Counter 4.

1. Get the

number card and

Letter Queue

t(!3_]ard and give it to
e

person-in-charge.
2. Assistif

needed in fillin

out the reques

slip then give back
the slip for
Payment of fees to
he Cashier.

3. Receive OR
and record the OR
number.

| 4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1 Forward
reiguest slip to the
ARMU.

4 2Retrieve/pull
out the FAAS.

4 .3Photocopy the
FAAS.

4.4Get the FAAS
and record the

| 5 Release the Tax |

Declaration to the
client.

Total |
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None

None

PHP 25.00
per copy

None

PHP 25.00

12 minutes

5 minutes

5 minutes

5 minutes

1 minute

1 minute

5 minutes

3 minutes

37 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician |
LAQO-I
AC-II

Administrative
Staff

Administrative
Staff
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7. ISSUANCE OF CERTIFIED PHOTOCOPY (CPhC) OF SUPPORTING

DOCUMENTS

Issuance of Certified Photocopy for any legal, reference, BIR and/or loan purposes.

1. Tax Declaration
2. Authorization/Special Power of Attorney/
Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the |3. Legal Counsel
requestor is not the owner)

1. Get the
number card and
Letter Queue
Card and give it to
the )
person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
togkether with the
OR.

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

SIMPLE

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for
[Jayment of fees to
he Cashier.

3. Receive OR
and record the OR
number.

| 4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4 1Forward
reguest slip to the
ARMU.
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1. Municipal Assessor’s Office
2. Real Property Owner

None

None

PHP 100.00
per copy

None

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

12 minutes

5 minutes

5 minutes

5 minutes

5 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician |
LAQO-I
AC-I



4.2 Retrieve/pull
out the FAAS,
stamp.

4 3Photocopy the
document, stamp
CPhC and affix
initial.

4 4Review and
affix initial on the
FAAS.

4 5Get the
document from
ARMU and
forward to
Pass/APAss.

4 6Final review
and affix signature
on the FAAS.

4.7 Get the duly
signed FAAS and
record the
transaction.

None

2 minutes

5 minutes

2 minutes

2 minutes

Statistician |

Administrative
Staff

PAss/APAss

Administrative
Staff

5. Receive the
requested
document/s at
Counter 4.

5. Release the
document/s to the
client.

None

3 minutes

Administrative
Staff

Total

Php 100.00

46 minutes

8. ISSUANCE OF PLAIN PHOTOCOPY OF SUPPORTING DOCUMENTS

- Issuance of Plain Photocopy for reference.

1. Tax Declaration

PROVINCIAL ASSESSOR'’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

SIMPLE

G2G-Government to Government
G2B- Government to Business
G2C- Government to Citizen

2. Authorization/Special Power of Attorney/
Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the |3. Legal Counsel
requestor is not the owner)
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Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

'1. Municipal Assessor’s Office
2. Real Property Owner
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1. Get the
number card and
Letter Queue
Card and give it to
the

person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
togigther with the
OR.

5. Receive the
requested
document/s at
Counter 4.

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for
Payment of fees to
he Cashier.

3. Receive
payment and
issue OR.

| 4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1Forward
reiguest slip to the
ARMU.

4 2Retrieve/pull
out the needed
document.

4.3Photocopy the
needed
document.

| 5. Release the

Tax Declaration to
the client.

Total
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None

None

PHP 25.00
per copy

None

PHP 25.00

12 minutes

5 minutes

5 minutes

5 minutes

2 minutes

5 minutes

5 minutes

3 minutes

42 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician |
LAOO-I
AC-II

Administrative
Staff

Administrative
Staff
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9. ISSUANCE OF CERTIFIED PHOTOCOPY (CPhC) OF OLD TAX

DECLARATION (TD)
Issuance of Certified Photocopy for legal, refence and/or BIR purposes.

‘1. Tax Declaration

2. Authorization/Special Power of Attorney/

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX - If client request of more than one (1) tax
declaration and verification process up to the series of 1948.

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the |3. Legal Counsel

1. Getthe

number card and

Letter Queue

t(r)]ard and give it to
e

person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
to%ether with the
O.R.

requestor is not the owner)

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for
Payment of fees to
he Cashier.

3. Receive
payment and
issue OR.

| 4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1. Forward
relguest slip to the
ARMU.
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None

None

PHP 100.00
per copy

None

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

1. Municipal Assessor’s Office
2. Real Property Owner

12 minutes

5 minutes

5 minutes

5 minutes

7 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician |
LAQO-I
AC-II
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4.2. Review and
verify the TD.

4 3. Photocopy
the document,
stamp CPhC and
affix initial.

4.4. Review and
affix initial on the
photocopy of TD.

45. Getthe
document from
RMU and
forward to
Pass/APAss.

4.6. Final review
and affix signature
on_the photocopy
of Td.

4.7. Get the duly
signed TD and
record.

None

2 minutes

5 minutes

2 minutes

2 minutes

Statistician |

Administrative
Staff

PAss/APAss

Administrative
Staff

5. Receive the

requested

document/s at

Counter 4.

5. Release the
document/s to the
client.

None

3 minutes

Administrative
Staff

Total

Php 100.00

48 minutes

10. ISSUANCE OF PLAIN PHOTOCOPY OF OLD TAX DECLARATION
- Issuance of Plain Photocopy for reference purposes.

1. Tax Declaration

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

SIMPLE

G2G-Government to Government
G2B- Government to Business
G2C- Government to Citizen

2. Authorization/Special Power of Attorney/
Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the |3. Legal Counsel
requestor is not the owner)
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Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

‘1. Municipal Assessor’s Office
2. Real Property Owner




1. Get the
number card and
Letter Queue
Card and give it to
the

person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
togigther with the
O.R.

5. Receive the
requested
document/s at
Counter 4.

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for
Payment of fees to
he Cashier.

3. Receive
payment and
issue OR.

| 4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1Forward
reiguest slip to the
ARMU.

4.2 Retrieve/pull
out TD.
4.3Photocopy the
. Py

4 4 Get the plain
copy of TD and
record.

| 5. Release the

Tax Declaration to
the client.

Total

PGLU | CITIZEN'S CHARTER

None

None

PHP 25.00
per copy

None

PHP 25.00

5 minutes

5 minutes

5 minutes

2 minutes

4 minutes

5 minutes

3 minutes

41 minutes

12 minutes Administrative

Staff

Administrative
Staff

Administrative
Staff

Statistician |
LAOO-I
AC-II

Administrative
Staff

Administrative
Staff

49



11. ISSUANCE OF CERTIFIED PHOTO COPY (CPhC) OF TAX MAP (TM)/
TAX MAP CONTROL ROLL (TMCR)

- Issuance of Certified Photocopy for legal, refence and/or BIR purposes.

1. Tax Declaration

2. Authorization/Special Power of Attorney/

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

SIMPLE

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the |3. Legal Counsel
requestor is not the owner)

1. Get the
number card and
Letter Queue
Card and give it to
the )
person-in-charge.

2. Fill out the
request slip.

3. Proceed to the |

cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
to%ether with the
O.R.

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for
Fayment of fees to
he Cashier.

3. Receive
payment and
issue OR.

| 4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1. Forward
relﬂuest slip to the
TMU.

PGLU | CITIZEN'S CHARTER

‘1. Municipal Assessor’s Office
2. Real Property Owner

None

None

PHP 100.00
per copy

None

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

12 minutes

5 minutes

5 minutes

5 minutes

5 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Draftsman |
AC-I



5. Receive the
requested
document/s at
Counter 4.

4.2. Received the
request and verify
the PIN in the
system and pull
out maps.

43. Photoco'gx

and stamp CPhC

on TM/TMCR and

affix initial.

4#.}{ Verify tr%e
otocopy o

PMITMCR.

4.5 Record in the

logbook and

forward to
Counter 4.

4 6. Receive the
TM/TMCR and
forward to
PAss/APAss.

4.7. Final review
and affix signature
on TM/TMCR.

4.8. Get the dul
signed TM/TMC
and record.

5. Release the
document/s to the
client.

Total

None

PHP 100.00

10 minutes

1 minutes

3 minutes

2 minutes

2 minutes

2 minutes

3 minutes

60 minutes

Draftsman |
AC-I|

TM-II
TM-|

Draftsman |
AC-II

Administrative
Staff

PAss/APAss

Administrative
Staff

Administrative
Staff

12. ISSUANCE OF PLAIN COPY OF TAX MAP (TM)/TAX MAP CONTROL

ROLL (TMCR)

Issuance of Plain Photocopy for reference purposes.

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

SIMPLE
G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

PGLU | CITIZEN'S CHARTER



1. Tax Declaration

2. Authorization/Special Power of Attorney/

Identification card (Photocopy)
3. Letter request of owner or Legal counsel (if the 3. Legal Counsel
requestor is not the owner)

1. Get the
number card and
Letter Queue
Card and give it to
the )
person-in-charge.

2. Fill out the
request slip.

3. Proceed to the |
cashier and pay
}he corresponding
ee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
togi:(zather with the
OR.

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for

Fayme nt of fees to
he Cashier.

3. Receive
payment and
issue OR.

4. Receive OR

and record the OR
number and _
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1. Forward
relauest slip to the
TMU.

4.2. Received the
request and verify
the PIN in the
system and pull
out maps.

43 Photocolgg
and stamp CPhC
on TM/TMCR and
affix initial.
4h4.t Verify ﬂ}e
otocopy o
per'T MC%
4.5. Record in the
logbook and

forward to
Counter 4.

PGLU | CITIZEN'S CHARTER

1. Municipal Assessor’s Office
2. Real Property Owner

None 12 minutes
None 5 minutes
PHP 25.00 5 minutes
per copy

None 5 minutes
10 minutes

10 minutes

1 minutes

3 minutes

2 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff
Draftsman |
AC-lI

Draftsman |
AC-II

TM-II
T™M-|

Draftsman |
AC-II

Administrative
Staff



4.6. Get the dul

signed TM/TMC

and record.
5. Receive the 5. Release the None 3 minutes | Administrative
requested document/s to the Staff
document/s at client.
Counter 4.

Total Php 25.00 56 minutes

13. CERTIFICATION OF TOTAL LANDHOLDINGS

- Issuance of certification for annulment of marriage, BIR and DAR purposes.

PROVINCIAL ASSESSOR'’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX - for the reason that all properties must be
verified in the system

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

1 1D 1. Municipal Assessor’s Office
2. Certification of total landholdings from MAO 2. Real Property Owner
3. Affidavit of Total Landholdings 3. Legal Counsel

4. Authorization/Special Power of
Attorney/Identification card (Photocopy)

5. Letter request of owner or of Legal counsel (if
the requestor is not the owner)

1. Get the 1. Interview the None 12 minutes Administrative
number card and client on the Staff
Letter Queue transaction

Card and give it to needed and

the ] provide the

person-in-charge. request slip.

2. Fill out the 2. Assistif None 5 minutes Administrative
request slip. needed in fillin Staff

out the reques

slip then give back

the slip for
ayment of fees to
he Cashier.

PGLU | CITIZEN'S CHARTER 53



3. Proceed to the
cashier and pay
}he corresponding
ee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
togi:(ether with the
OR.

5. Receive the
requested
document/s at
Counter 4.

3. Receive
payment and
issue OR.

4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1. Forward
reiguest slip to the
ARMU.

4.2. Review and
verify in the
systém for the
otal land
holdings of the
declarant.

4.3. Print
Certification of
Total Land
Holdings and affix
initial.

4.4. Review and
affix initial on the
Certification of
Total Land
Holdings.

45. Get
Certification from
MU and
forward to
PAss/APAss.

4.6. Final review
and affixed
signature on the
Certification of
Total Land
Holdings.

4.7. Get the
Certification of
Total Land
Holdings signed
and record the
transaction.

5. Release the
Certification of
Total Land
Holdings to client.

Total

PGLU | CITIZEN'S CHARTER

PHP 100.00 per
copy
+ PHP 30.00
(documentary
stamp)

None

None

Php 130.00

5 minutes

5 minutes

5 minutes

2 minutes

5 minutes

2 minutes

2 minutes

3 minutes

46 minutes

Administrative
Staff

Statistician |
LAQO-I
AC-I

Statistician |

Administrative
Staff

PAss/APAss

Administrative
Staff

Administrative
Staff

54



14. CERTIFICATION OF NON-ENCUMBRANCE
- Issuance for legal and/or loan purposes.

PROVINCIAL ASSESSOR’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX - If client request of more than one (1) tax
declaration and verification process up to the series of 1948.

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

1. Tax Declaration

2. Authorization/Special Power of

Attorney/Identification card (Photocopy)

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

1. Municipal Assessor’s Office
2. Real Property Owner

3. Letter request of the owner or Legal counsel (if |3. Legal Counsel

1. Get the
number card and
Letter Queue
Card and give it to
the ]
person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
to%\ther with the
O.R.

the requestor is not the owner)

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back

the slip for
ayment of fees to
he Cashier.

3. Receive
payment and
issue OR.

4. Receive OR
and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1. Forward
reiguest slip to the
ARMU.

PGLU | CITIZEN'S CHARTER

None

None

PHP 100.00

per copy
+ PHP 30.00

(documentary
stamp)

None

12 minutes

5 minutes

5 minutes

5 minutes

5 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician-I
LAQO-I
AC-I|
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5. Receive the
requested
document/s at
Counter 4.

4.2. Review and
verify in the
systém the TD of
the declarant.

4.3. Print
Certification of
Non-Encumbranc
e and affix initial.

Note: If an
encumbrance
does not exist in
the system trace
backseries of Tax
Declarations
(TDs) for
verification.

4 4. Review and
affix initial on the
Certification of
Non-
Encumbrance.

45. Get
Certification from
ARMU and
forward to
PAss/APAss.

4.6. Final review
and affix signature
onthe
Certification of
Non-
Encumbrance.

4.7. Get the duly
signed
Certification of
Non-Encumbranc
e and record the
transaction.

' 5. Release the

Certification of
Non-
Encumbrance to
client.

None

None

2 minutes Statistician |

5 minutes Administrative
Staff

2 minutes Provincial
Assessor (PAss)/

Assistant

Provincial
Assessor (APAsS)

2 minutes Administrative
Staff

3 minutes [ Administrative
Staff

Total

PGLU | CITIZEN'S CHARTER

Php 130.00

46 minutes

56



15. CERTIFICATION OF NON-IMPROVEMENT
- Issuance for BIR purposes.

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION
COMPLEX - for the reason that all improvement thereon must
be verified in the system

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

1. TD 1. Municipal Assessor’s Office
2. Certification of non-improvement from MAO 2. Real Property Owner
3. Authorization/Special Power of 3. Legal Counsel

Attorney/Identification card (photocopy)

4. Letter request of the owner or Legal counsel (if
the requestor is not the owner)

5. Affidavit of Non-Existing Improvement

1. Get the 1. Interview the None 12 minutes Administrative
number card and client on the Staff
Letter Queue transaction
Card and give it to needed and
the ) provide the
person-in-charge. request slip.
2. Fill out the 2. Assistif None 5 minutes Administrative
request slip. needed in fillin Staff

out the reques

slip then give back

the slip for

ayment of fees to

he Cashier.
3. I;roceeg to the 3. Recetived ~ PHP 100.00 5 minutes Ll_\lftgg-l
cashier and pa ayment an -
the correspo% ing [ssue OR. + Sﬁ{:“é’é’_’{m TC-l
fee. (documentary

stamp)

4. Proceed to 4. Receive OR None 5 minutes Administrative
Counter 2 (regular and record the OR Staff
transactions) or 3 number and
and submit amount and issue
request slip tracking no. to the
to%?ther with the  control slip and
O.R. issue claim stub.

4.1. Forward 5 minutes Statistician-|

reiguest slip to the -
ARMU. AC-II
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5. Receive the
requested
document/s at
Counter 4.

4.2. Review and
verify in the
systém the TD of
the declarant.

4.3. Print
Certification of
Non-Encumbranc
e and affix initial.

Note: If an
encumbrance
does not exist in
the system trace
back series of Tax
Declarations
TDs) for
verification.

4 4. Review and
affix initial on the
Certification of
Non-
Encumbrance.

45. Get
Certification from
ARMU and
forward to
PAss/APAss.

4.6. Final review
and affix signature
onthe
Certification of
Non-
Encumbrance.

4.7. Get the duly
signed
Certification of
Non-Encumbranc
e and record the
transaction.

| 5. Release the

Certification of
Non-
Encumbrance to
client.

None

None

2 minutes

5 minutes

2 minutes

2 minutes

3 minutes

Statistician |

Ad migistrative

taff

Provincial
Assessor (PAss)/
Assistant
Provincial
Assessor (APAss)

Administrative

Staff

taff

Admigistrative

Total

PGLU | CITIZEN'S CHARTER

Php 130.00

46 minutes

58



16. CERTIFICATION WITH IMPROVEMENT
- Issuance for BIR purposes.

PROVINCIAL ASSESSOR’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX- for the reason that all improvement thereon must
be verified in the system

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

1. TD 1. Municipal Assessor’s Office
2. Authorization/Special Power of 2. Real Property Owner
Attorney/Identification card (Photocopy)

3. Letter request of the owner or Legal counsel (if |3. Legal Counsel

the requestor is not the owner)

1. Get the 1. Interview the None 12 minutes Administrative
number card and client on the Staff
Letter Queue transaction

Card and give it to needed and

the ] provide the

person-in-charge. request slip.

2. Fill out the 2. Assistif None 5 minutes Administrative
request slip. needed in fillin Staff

out the reques
slip then give back

the slip for
ayment of fees to
he Cashier.
3. I;roceeg tothe 3. R»ezcs.etive.\cl ~ PHP 100.00 5 minutes ngg-l
cashier and pa ayment an -
the correspoﬁ ing [ssue OR. + F‘?ﬁ{:“é’ﬁ_’{m TC-l
fee. (documentary
stamp)
4. Proceed to 4. Receive OR None 5 minutes Administrative
Counter 2 (regular and record the OR Staff
transactions) or 3 number and
and submit amount and issue
request slip tracking no. to the
tog];%ther with the  control slip and
OR. issue claim stub.
4.1. Forward 5 minutes Statistician-|
LAQO-I

re&uest slip to the -
ARMU. AC-II
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4.2. Review and
verify in the
system.

4.3. Print )
Certification with
Improvement and
affix initial.

4.4. Review and
affix initial on the
Certification with
Improvement.

45. Get
Certification from
U and

forward to
PAss/APAss.

4.6. Final review
and affix signature
onthe =~
Certification with
Improvement.

4.7. Get the duly
signed )
Certification with
Improvement and
record the
transaction.

None

2 minutes

5 minutes

2 minutes

2 minutes

Statistician |

Administrative
Staff

PAss/APAss

Administrative
Staff

5. Receive the
requested
document/s at
Counter 4.

5. Release the
Certification with
Improvement to
client.

None

3 minutes

Administrative
Staff

17. CERTIFICATION OF NO REAL PROPERTIES

- Issuance of certification for annulment of marriage, BIR and DAR purposes.

Total

Php 130.00

46 minutes

PROVINCIAL ASSESSOR’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX - for the reason that all properties must be verified
in the system

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

PGLU | CITIZEN'S CHARTER

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions




1. TD

2. Authorization/Special Power of
Attorney/ldentification card (Photocopy)
3. Letter request of the owner or Legal counsel (if 3. Legal Counsel
the requestor is not the owner)

4. Affidavit of No Real Properties

1. Get the
number card and
Letter Queue
Card and give it to
the ]
person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pay
}he corresponding
ee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
to%ether with the
OR.

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin

out the reques

slip then give back
the slip for
Payment of fees to
he Cashier.

3. Receive
payment and
issue OR.

4. Receive OR

and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

4.1. Forward
re&uest slip to the
ARMU.

4.2. Review and
verify in the
systém.

4.3. Print
Certification of No
Real Properties
and affix initial.

4.4. Review and
affix initial on the
Certification of No
Real Properties
and affix initial.

PGLU | CITIZEN'S CHARTER

1. Municipal Assessor’s Office
2. Real Property Owner

None

None

PHP 100.00

per copy
+ PHP 30.00

(documentary
stamp)

None

12 minutes

5 minutes

5 minutes

5 minutes

5 minutes

2 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician-|
LAOO-I
AC-II

Statistician |



45. Get None 5 minutes Administrative
Certification from Staff
ARMU and
forward to
PAss/APAss.

4.6. Final review 2 minutes PAss/APAss
and affix signature
onthe
Certification of No
Real Properties.

4.7. Get the duly 2 minutes Administrative

signed Staff

Certification of No

Real Properties

and record the

transaction.
5. Receive the 5. Release the None 3 minutes Administrative
requested Certification of No Staff
document/s at Real Properties to |
Counter 4. client.

Total Php 130.00 46 minutes

18. ANNOTATION OF MORTGAGES

- Upon request of clients, banks, and private institutions.

- Annotated Mortgage below PhP 100,000.00 = PhP 100.00
100,000.00-500,000.00 = PhP 300.00
Above 500,000.00 = PhP 500.00

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX- If client’s request is more than one (1) tax
declaration

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

1. Real Estate Mortgage Contract duly registered | 1. Rural Banks or Private Institutions
2. Certified Printed Copy of Tax Declaration 2. Registry of Deeds
3. Photocopy of Title if any 3. Provincial Assessor’s Office

PGLU | CITIZEN'S CHARTER 62



1. Get the
number card and
Letter Queue
Card and give it to
the

person-in-charge.

2. Fill out the
request slip.

3. Proceed to the
cashier and pa
the corresponding
fee.

4. Proceed to
Counter 2 (regular
transactions) or 3
and submit
request slip
toggzther with the
OR.

5. Receive the
requested
document/s at
Counter 4.

2. Assist if

1. Interview the None
client on the

transaction

needed and

provide the

request slip.

stif None
needed in fillin

out the reques

slip then give back
the slip for
Payment of fees to
he Cashier.

3. Receive see above fees
payment and

iIssue OR.

4. Receive OR
and record the OR
number and
amount and issue
tracking no. to the
control slip and
issue claim stub.

None

4.1. Forward
reiguest slip to the
ARMU.

4.2. Review and
verify in the eRPT
systém and
annotate
mortga%a in the
ls:)ﬁstem AAS or
F.
4.3. Review and
affix initial on the
REMC.

4.4. Getrequest
from ARMU and
record.

5 Release the

D with
annotation and

EMC copy to
client.

Total see above fees

PGLU | CITIZEN'S CHARTER

12 minutes

5 minutes

5 minutes

5 minutes

10 minutes

2 minutes

5 minutes

3 minutes

47 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician-|
LAOO-I
AC-II

Statistician |

Administrative
Staff

Administrative
Staff

63



19. CANCELLATION OF MORTGAGES

Upon request of clients, banks, and

private institutions.

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX- If client’s request is more than one (1) tax

declaration

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

registered
2. Owner’s copy of TD
3. Photocopy of Title if applicable

1. Cancellation/Discharge of REMC duly

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

2. Registry of Deeds
3. Municipal Assessor’s Office

1. Get the 1. Interview the None
number card and client on the

Letter Queue transaction

Card and give it to needed and

the provide the

person-in-charge. request slip.

2. Filloutthe 2. Assistif
request slip. needed in fillin
out the reques

None

slip then give back

the slip for

ayment of fees to

he Cashier.

3. Proceed to the 3. Receive
cashier and pa payment and
]’ghe corresponding issue OR.
ee.

4. Proceed to '4. Receive OR

PHP 100.00
per TD

None

Counter 2 (regular and record the OR

transactions) or 3 number and

and submit amount and iss
request slip tracking no. to t
8§i§ther with the  control slip and

ue
he

issue claim stub.

4.1. Forward
relguest sliptot
ARMU.

PGLU | CITIZEN'S CHARTER

he

1. Rural Banks or Private Institutions

12 minutes

5 minutes

5 minutes

5 minutes

3 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Statistician-I
LAQO-I
AC-II

64



4.2. Review, None
verify and cancel
annotation of
mortgage in the
previous tax
declaration and
eRPT system.

4.3. Get request 5 minutes Administrative
from Q\RMU and Staff
record.

5. Receive the 5. Release the None 3 minutes Administrative
requested TD with_cancelled Staff
document/s at annotation
Counter 4. together with the

copy of
cancellation of
mortga e or CPrC
of TD if requested.

Total Php 100.00 41 minutes

20. ANNOTATION OF ADVERSE CLAIM, LIS PENDENS, AGREEMENT OF
ROAD RIGHT OF WAY, BAILBOND, NOTICE OF LEVY/TAX LIEN, HOLD IN
ABEYANCE, ETC.

- Upon request of clients, Municipal Trial Court and Regional Trial Court for legal purposes.

PGLU | CITIZEN'S CHARTER

 OONOOBRWN-

PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX - If client’s request is more than one (1) tax
declaration

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients directly/
indirectly involved in Real Estate Transactions

Letter Request 1. Notary Public
Copy of Adverse Claim (Registered) 2. Municipal/Regional Trial Court
Lis Pendens, Bailbond (Registered) 3. Registry of Deeds

Agreement of Road Right of Way

Latest copy of Tax Declaration

Latest Tax Receipt if needed

Photocopy of ID

Authorization/SPA

Birth Certificate, Death Certificate if needed
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1. Proceed to the
Administrative
Unit and present
the transaction
needed.

2. Fill out the
request slip.

3. Submit
request slip.

4. Proceed to the
cashier and pay
}he corresponding
ee.

Go back to the
Admlnlstratlve
Unit and submit
request slip
toaether with the

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fiIIin?
out the reques

slip.

| 3 Receive the

equest slip and
uly reglstered
ocument

Record and
indicate tracking
number, give back
the slip for
Fayment of fees to
he Cashier —
Cash Receipt
Unit.

| 4. Receive

ayment and
Fss%e OR

5. Receive OR

and record the OR
number and
amount then
return it back to
the client.

5.1. Forward the
documents wuth
the re uest sl |p to
Pass/APAss for
comment and
approval.

5.2. Review and
recommend action
to be taken on the
request.

Note: If apf)roved,
request will
forwarded to the
U for
annotation.
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None

None

None

PHP 100.00
per TD

None

12 minutes

5 minutes

5 minutes

5 minutes

5 minutes

2 minutes

30 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Administrative
Staff

Administrative
Staff

PAss/APAss/SAO
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853. If None
disapproved and
with complex
problem, prepare
aletterto
concerned client
to be approved by
Pass and return
with )
corresponding
notice for
compliance.

5.4. Review, 5 minutes Statistician I
verify and LAOO-I

annotate in the TD AA-I

geRPT
stem)/FAAS or
PRF and record in

the logbook.

5.5. Get the 5 minutes Administrative

request from Staff

U and

record.
6. Receive the '6._ Release TD | None | 5 minutes Administrative
copy of the TD with annotation to Staff
with annotation client.

from AU.
Total PHP 100.00 77 minutes

21. CANCELLATION OF ADVERSE CLAIM, LIS PENDENS, BAILBOND,
NOTICE OF LEVY/TAX LIEN, HOLD IN ABEYANCE
- Upon request of clients, Municipal Trial Court and Regional Trial Court

PROVINCIAL ASSESSOR’'S OFFICE/ PROVINCIAL
TREASURER’S OFFICE - CASH RECEIPTS DIVISION

COMPLEX - If client’s request is more than one (1) tax
declaration

G2G- Government to Government
G2B- Government to Business
G2C- Government to Citizen

Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions

1. Letter Request 1. Notary Public
2. Copy of Cancellation of Adverse Claim 2. Municipal/Regional Trial Court
(Registered)
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(Registered)

3. Court Decision with Certificate of Finality

4. Latest copy of TD
5. Latest Tax Receipt if needed

1. Proceed to the
Administrative
Unit and present
the transaction
needed.

2. Fill out the
request slip.

3. Submit
request slip.

4. Proceed to the |
cashier and pay
}he corresponding
ee.

5. Go back to the
Administrative
Unit and submit
request slip
together with the
OR.

6. Photocopy of ID

1. Interview the
client on the
transaction
needed and
provide the
request slip.

2. Assist if

needed in fillin
out the reques

slip.

3. Receive the
recauest slip and
duly registered
Cancellation of
Adverse Claim,

etc.
Record and
indicate tracking
number, give back
the slip for
Fayment of fees to
he Cashier —
Cash Receipt
Unit.

4. Receive
payment and
iIssue OR.

5. Receive OR
and record the OR
number and
amount then
return it back to
the client.

5.1. Forward the
documents with
the request slip to
Pass/APAss for
comment and
approval.

5.2. Review and
recommend action
to be taken on the
request.
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None

None

None

PHP 100.00
per TD

PHP 100.00
per TD

3. Registry of Deeds

12 minutes

5 minutes

3 minutes

5 minutes

3 minutes

2 minutes

3 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Administrative
Staff

Administrative
Staff

PAss/APAss/SAO
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6. Receive the
copy of the TD
with cancelled

annotation.

22. REVIEW AND APPROVAL OF ASSESSMENT TRANSACTIONS

For the processing of assessment transactions as to the transfer of ownership and revision of tax
declaration as stated below.

Note: If apf)roved,
request will be
forwarded to the
ARMU for
cancellation.

5.3.
disapproved and
with complex
problem, prepare
aletterto
concerned client
to be approved by
Pass and return
with i
corresponding
notice for
compliance.

5.4. Review,
verify and cancel
the annotations on
the TD (eRPT
System)/FAAS or
PRF and record in
the logbook.

6. Release TD
with cancelled
annotation or
CPrC with clear of
any .
encumbrances if
requested.

Total |

None

None

PHP 100.00

10 minutes

5 minutes

46 minutes

Administrative
Staff

" PROVINCIAL ASSESSOR’S OFFICE/ PROVINCIAL
~ TREASURER'S OFFICE - CASH RECEIPTS DIVISION

HIGHLY TECHNICAL - If client’s request is more than one (1)
transaction

E;‘-_ZG— Government to _Govemment )
G2B- Government to Business
G2C- Government to Citizen

" Property Owners, Notary Public, Banks, Government and
Private Companies/Corporations and all other clients
directly/indirectly involved in Real Estate Transactions
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1. TRANSFER OF OWNERSHIP
- Letter request of the owner with endorsement of
Municipal Assessor - Transfer Fee Receipt -
Current Tax receipt/ Cert. issued by Municipal
Treasurer - Certified Printed Copy of latest Tax
Declaration issued by

OPAss - Mode of Conveyance duly registered at | 7

ROD. - Cert. Electronic copy of Title from ROD, if
any - BIR Certification of Authorizing Registration
(CAR) others: -Tax Map Maintenance/ Blue Print
copy of sketch

plan - Special Power of Attorney -
Affidavit of Publication (If Deceased Owner)

2. REVISION
2.1. UNKNOWN OWNER
- Letter request of the owner with endorsement of
Municipal Assessor - Field investigation report of
Municipal Assessor - Copy of current Tax
Declaration/ Property Record Form - Current tax
receipt/Certification issued by the Municipal
Treasurer - BL Form V-37/Cadastral Map/Tax
Map Maintenance - Affidavit of ownership with
conformity of adjacent
boundary owners attested by Barangay Captain

2.2. OMITTED/UNREVISED TAX DECLARATION
- Letter request of the owner with endorsement of

Municipal Assessor - Field investigation report of
Municipal Assessor - Copy of current Tax
Declaration/ Property Record Form - Current tax
receipt/Certification issued by the Municipal

Treasurer - BL Form V-37/Cadastral Map/Tax
Map Maintenance

2.3. RECLASSIFICATION
- Letter request with endorsement of Municipal
Assessor - Investigation Report of the Municipal
Assessor - Field validation by the PAO Inspection
team if needed - Zoning Certificate of CLUP duly
approved by the SB of

the municipality - Copy of Tax Declaration of land
and its structure, if

necessary - Clearance from DENR or DAR from
Agricultural to any

kind of classification - SB Resolution for
reclassification of big areas - Current Tax receipt/
Certification issued by Municipal

Treasurer
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Sr 01w 0 NI —+

Declared owner
Municipal Assessor
Provincial Treasurer
Municipal Treasurer
Provincial Assessor
Registry of Deeds
BIR

. Notary Public
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2.4. CONSOLIDATION/ SUBDIVISION
- Letter request of the owner/ endorsement of MA
- Agreement of Subdivision/ Partition - Certified
Electronic copy of Title from ROD/MA, if any -
Blue print copy of Consolidation/ Subdivision plan/
Sketch

plan - Tax Map Maintenance - Current Tax
receipt/ Certification issued by MT

3. DECLARED NEW TAX DECLARATION
3.1. Unregistered Land
- Letter request with endorsement of MA
- Investigation Report from MA
- Affidavit of Ownership attested by the Barangay
Captain

with conformity of the boundary owners duly
registered - Barangay Council Resolution attesting
and conforming

the ownership of the declarant duly registered
- Certified BL Form V-37
- Affidavit of Waiver duly notarized, if any
- Sketch Plan with Community Environment and
Natural Resources Office (CENRO) Certificate of
alienable & disposable
- Field Validation by the OPASS Inspection Team, if
necessary

3.2. Titled Land

- Letter request with endorsement of MA

- Certified Electronic copy of Title issued by the
ROD

- Tax Map Maintenance

3.3. Building (Residential, Agricultural,
Commercial, Industrial, Special Classes)

- Letter request endorsement of MA - Building
Permit, if any - Certificate of Occupancy, if any -
Floor Plan - Field Validation by the OPAss
Inspection team, if needed

- Picture of the building

- Latest TD of the lot

- Latest tax receipt of the lot

3.4. Machineries

- Letter request with endorsement of Municipal
Assessor - Book value/ Financial statement to
include receipts/ acquisition cost, machinery
descriptions & life sworn statement - Machine
lay-out (for big plants/ factories) -Picture of the
Building -Latest Tax Declaration of the Lot -Latest
Tax Receipt of the Lot
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4. DEMOLISHED BUILDINGS or
NON-OPERATIONAL BUSINESS
ESTABLISHMENTS:

- Letter request with endorsement of MA

- Certified Printed copy of TD wherein “Cancelled
for being demolished” was annotated thereon from

MA's

- Current Tax receipt/ Certification issued by MT

- Certification from Barangay Captain
- Certificate of Demolition

1. Submit the 1. Receive and

prepared FAAS check applicable

and supporting transactions from

documents to the different MA/s

Counter I. and Walk-in
Clients.

2. Record in the
Electronic Real
Pro%erty Taxation
(eRPT) system
and issue
control/tracking
number.

3. Print Routing
Slip and batch
receiving copy.

4. Attach routing
slip and endorse
to concerned
ARMU staff.

5. Receive and
attach previous
Prope F\{Record
Form (PRF) or

FAAS.

6. Receive,
record, validate
and verify records
from the system
and the previous
PRF or FAAS.
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None

None

None

None

None

None

8 minutes

15 minutes

5 minutes

7 minutes

5 minutes

15 minutes

Administrative
Staff

Administrative
Staff

Administrative
Staff

Administrative
Staff

ARMU Staff

Administrative
Staff



Note: (1) If an
encumbrance
does not exist in
the system, trace
back from the
PRF/FAAS to
series of TD’s for
verification down
to series 1948; (2)
Attach pendin
notes if record has
annotations or
encumbrances.

7. Review and
affix signature in
the F

8. Record and
forward
transaction to
TMU.

9. Receive and
verify from the

TMCR in the
eRPT system, and
sketch on the TM
as to the
correctness of
PIN, boundaries,
lot numbers and
area. If the
documents and
hard copy of
FAAS in the eRPT
system is verified
and correct affix
initial on
applicable
transaction.

Note: In case of
inconsistencies in
the TMCR and
TM, attach
pending notes.

10.Record and
forward
assessment
transaction to the
Assessment
Standard )
Examination Unit
(ASEU)/Property
Valuation and
Examination Unit
(PVEU).
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None

None

None

None

None

5 minutes Statistician-I/
LAOO-I

3 minutes AAss-|I/
AA-I|

30 minutes TMU
TM-I

2 minutes TM-II
TM-I
DraEsman-l
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11.Receive and
record
assessment
transaction and
forward to the
assigned
examiner.

12.Review and
evaluate FAAS
and _
relevant/required
documents.

Note: In case of
errors in the
market value (MV)
computation and
inconsistencies in
the document,
attach pending
notes.

13.Encode and
assign Tax
Declaration
Number in the
Electronic Real
Property Taxation
(eRPT) System.

14.Make final
review in the
eRPT system and
determine the
accuracy of the
computéd values
based on the
2008 SMV.

« |If verified,
complete and
correct, affix
initials on
applicable
transaction.

15.Record and
forward
documents to the
Administrative
Unit.

16.Receive and
record the
transaction, and
segregate the
pending and for
approval
transactions.
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None

None

None

None

None

None

5 minutes

30 minutes

5 minutes

30 minutes

2 minutes

10 minutes

ASEU/PVEU
AA-III

ASEU/PVEU
Staff

ASEU/PVEU
Staff

Administrative
Unit

Administrative
Staff
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Note: The None
segregated
ending
ransaction shall
be forwarded to
PAss/APAss for
review/recommen
dation to be
endorsed to
MA/Walk-in clients
for compliance.

17 .Review the | None

data in the eRPT
system.

« If the documents
and hard copy of
FAAS in the eRPT
system is verified
and correct, affix
initial in the FAAS
and forward to
PAss for approval.

18.Review and None
approve.

transaction then

affix %%nature in

the FAAS.

Note: In the
absence of PAss,
forward
documents to
APAss for review
and approval.

19.Encode in the None
eRPT system the

date of approval

of the Provincial

Assessor and

forward to the

20.Receive and None
rint of New Tax

Declaration and

issuance of Notice

of Assessment

with the attached

documents and

forwarded to

Admin Unit.
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20 minutes

10 minutes

10 minutes

10 minutes

APAss

PAss

APAss

Administrative
Staff

ARMU
Staff
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21.Forwarded to None 2 minutes ARMU
PAss/APAss for Staff
signature of the

Notice of

Assessment and

Tax Declaration.

22 _Affix signature None 2 minutes Pass/ APAss
in the Tax

Declaration and

Notice of

Assessment.

23.Get the signed None 5 minutes Administrative
Notice of Staff
Assessment with

attached

documents and

forwarded to

ARMU.

24 Receive and None 10 minutes ARMU
segregate the Staff
documents for

fi im? and release

client/Municipal
Assessor (MA).
2. Receive . Update new None 5 minutes Administrative
approved Field Tax eclaration Staff
Assessment number in the

Appraisal Sheet, record book.
Tax Declarations

and other 2. Release
ortln? approved Field
documen S. Assessment

Appraisal Sheet,
Tax Declarations

and other
supportin
documents.
Total None 4 hours &
11 minutes
NOTE
AIIowabIe period for extension due to unusual, unavoi a and hlghly technical circumstances:
Maybe extended for another 20 days (Section 9(b? (1) o In case there are
inconsistencies found in the transaction, same will be en rsed back 'to the Municipal Assessor for

compliance.

PGLU | CITIZEN'S CHARTER 76



Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located at the Provincial Assessor's Office- Assistance
Desk.

How feedback is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
700-4783.

How to file a complaint?
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Answer the client complaint form and drop it at the box
located at the Provincial Assessor’s Office- Assistance
Desk.

Complaints may also be filed thru telephone at

OPASS:
Tel No. :(072) 700-4783
Email : acacho@launion.gov.ph

OPG:
Tel No. :(072) 888-3608/ (072) 888-6035
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President

National Citizens Complaint Hotline
Tel. No. : 8888
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How to file a complaint?

" Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Complaint Box
and compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the

originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
700-4783.
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GLOSSARY OF TERMS
AA ' Administrative Aide
| AAss . Administrative Assistant
AC Assessment Clerk
| APAss . Assistant Provincial Assessor
ARMU Assessment Records Management Unit
| ASEU | Assessment Standard Examination Unit
BIR ' Bureau of Internal Revenue
' BL Form Bureau of Lands Form
CAR Certification of Authorizing Registration
| CENRO | Community Environment and Natural Resources Office
CPhC ' Certified Photo Copy
' CPrc ' Certified Printed Copy
DAR Department of Agrarian Reform
eRPT " Electronic Real Property Taxation
FAAS Field Appraisal and Assessment Sheet
' G2B ' Government to Business
G2C ' Government to Citizen
| G2G | Government to Government
LAOO | Local Assessment Operations Officer
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GLOSSARY OF TERMS

LRCO ' Local Revenue Collection Officer
' MA | Municipal Assessor
MT Municipal Treasurer

|
OPAss . Office of the Provincial Assessor
'OR [ Official Receipt
Pass ' Provincial Assessor
PIN " Property Identification Number
PRF \ Property Record Form
| PVEU \ Property Valuation Examination Unit
RCC Revenue Collection Clerk
'REMC | Real Estate Mortgage Contract
ROD ' Registry of Deeds
'SAO | Supervising Administrative Officer
TC . Ticket Checker
| TD \ Tax Declaration
™ | Tax Mapper
™ | Tax Map
TMCR ' Tax Map Control Roll
TMU | Tax Mapping Unit

PGLU | CITIZEN'S CHARTER
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ECONOMIC
DYNAMISM AND
COMPETETIVENESS
'SECTORS

P R O VI N CI AL G O VE R NMENT

O F L A U NI O N
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1. TOURIST ASSISTANCE
Assistance for tourists for itineraries, accommodation and general inquiry on tourism

LA UNION PROVINCIAL TOURISM OFFICE (LUPTO)
TOURIST ASSISTANCE DESK

Simple
G2C - Government to Citizen
All

None None
1. For Walk-in, 1. Tourist None 1 minute Tourist
Clients are Assistant (TA) on Assistant
required to use duty to assist and
the foot bath, orient the client on
have their the services being
temperature offered with
checked, hands | compliance to
sanitized, and health and safety
register in the rotocols

Client Logbook or | (Maintaining
eresentt eir ocial Distancing
APANAM QR and Always
Code in the lobby, Wearing of Face
before proceeding | Mask and Face
to the Tourist Shield).
Assistance Desk.

2. Client chooses |2. TAto give None 3 minutes ' Tourist

type of service request slip take Assistant
and to fill out note the service
request slip. needed/requested

by the client.

2.1. For Request |2.1. TAto provide
of Tourism Data | tourism data
needed/requested
including but not
limited to tourism
master plans,
tourism statistics,
and other
tourism-related
data.

2.2 For Tour 2.2 TA presents
Itineraries prepared tour
itinerary and
orients them on
the various
destinations and
tour guide
directory.
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2.3. For )
Accommodation
Assistance

2.4. For General
Tourist
Destination

'3, Client Receives '

Service and
fills-out the
Customer
Feedback Form
and drops it at the
Customer
Feedback Box
located at the
Tourist Assistance
Desk.

2.3. TA presents
various )
accommodation
establishment and
contact details.

2.4 TA assists
and orients clients
on the various
destinations/
attractions in the
province.

3. Tourist
Assistant presents
the Customer
Feedback Form.

3 minutes

Tourist
Assistant

Tourist
Assistant

Total
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7 minutes

82



How to send a feedback?

Feedback and Complaints

Answer the Customer Feedback Form and drop it at the
designate drop box located at the Tourist Assistance
Desk.

How feedback is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator — Human Resource
Management Unit (OPA-HRMU) opens the Customer
Feedback Box and compiles and records all feedbacks
submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback. The answer of the feedback is then relayed to
the citizen.

For inquiries and follow-up, citizen may contact (072)
607-9692.

How to file a complaint?
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Answer the Customer Feedback Form and drop it at the
Customer Feedback Box located at the Tourist
Assistance Desk.

Complaints may also be file thru telephone at

La Union Provincial Tourism Office (LUPTO):
Tel No. :(072) 607-9692
Email: tourism@]launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

Civil Service Commission (CSC) Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

Anti-Red Tape Act (ARTA) Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888
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“How to file a complaint?

Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator - Human Resource
Management Unit (OPA-HRMU) opens the Customer
Feedback Box and compiles and records all complaints
submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072).

Contact Information of LUPTO
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MR. ADAMOR L. DAGANG

Provincial Information Officer/Tourism Officer - Designate
Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

Email: tourism@]launion.gov.ph

Tel No.: (072) 607-9692

MR. GABRIEL M. MENDOZA

Administrative Officer, LUPTO

Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

e-mail: tourism@launion.gov.ph

Tel No.: (072) 607-9692 / 242-5550 loc. 286
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OFFICE OF THE
PROVINCIAL
)AGRICULTURIST

P R O VI N CI AL G O VE R NMENT
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1. PROVISION OF MACHINERIES/EQUIPMENT

Technical assistance in providing farm machineries/tools/Equipment to clients.

Office of the Provincial Agriculturist

Highly- Technical o
G2G- Government to Government
G2C — Government to Citizen

Request Letter

Associations, Cooperatives, LGU’s and Barangays

None

1. Clients to
proceed to the
guard for logbook
registration.

Guards on duty,
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No facemask, No
face shield, No
entry" policy.

None

3 minutes Guard on duty

2. Submits
request letter to
the Office of the
Governor (OPG).

Inform the clients
that it would take
within 1 to 3 da?ls
for the approval of
the request.

None

5 minutes OPG Staff

Received
endorsement or

routing slip from
the OBG.p

None

2 minutes OPAg
Administrative
Staff

3. Wait for a call
or text as to the
availability of the
requested units.

OPAg receives
and records the
forwarded
approved request
letter/resolution
from the Office of
the Provincial
Governor with
attached routin
slip signed by the
Provincial
Agriculturist.
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None

1 day | OPAg Liaison
Officer /Admin.
Staff
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Submits Summary
of Requested
Farm
Machineries/Tools
/Elgu:pment to
Gasa
reference for the
Breparatlon of
urchase Request
signed by
Provincial
Agriculturist.

None

10 minutes

Liaison Officer

4. Waits a call or
text for the
schedule of site
validation.

Coordinates with
the clients thru
all/Text/Social
Medla for the
schedule of
validation.

None

5 minutes

AEU Technical
Staff

Conduct site
validation.

None

3 days

AEU Technical
Staff

Prepares and
submlts validation
report.

None

2 days

AEU Technical
Staff

OPAg to prepare
MastgerllsP P
proponents.

None

10 minutes

AEU Technical
Staff

Submits Masterlist
of Proponents to
OPG.

None

1 day

Liaison Officer

Prepares Release
Order.

None

10 minutes

Coordinator/AEU |
Technical Staff

Informs client thru
call/text about the
release of
requested units.

None

1 day

Coordinator/AEU |
Technical Staff

5. Pick-up/haul
and receive
approved items.

6. Fills-up
Customer
Feedback form
(CFF).

Checks items is in
good condition
and releases the
same.

Informs and

appnses the client
on how to fil -uP
CFF and drop the
same at the
Suggestion/
Complaint Box.

None

None

1 day

10 minutes

Coordinator/AEU |
Technical Staff

Guard on duty

Total
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None

9 days and
55 minutes
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2. FARMERS INFORMATION AND TECHNOLOGY SERVICES (FITS)

CENTER AND TECHNICAL ADVICES

Provision of Information, Education and Communication (IEC) materials

1. Proceeds to
the guard for
logbook
registration.

Office of the Provincial Agriculturist

None

Guards on duty,
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry" policy.

_Simple

G2C- Government to Citizen

None

3 minutes

Guard on duty

2. 2 Regiisters in
the FITS Togbook.

Entertains and
interview the
walk-in client/s
about the
requested FITS-
|[EC materials.

None

5 minutes

| FITS Coordinator

Provides a brief
lecture about the
requested IEC
materials.

None

20 minutes

' FITS Coordinator

3. Receives the
IEC materials and
answer the client
feedback form.

4. Fills-up
Customer
Feedback form

(CFF).

Releases and
records the IEC
materials
requested by the
walk-in client/s.

Informs and

apprises the client
on how to ﬁII-uP
CFF and drop the
same at the
Suggestion/
Complaint Box.

None

None

5 minutes

10 minutes

' FITS Coordinator

Guard on Duty

Total
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None

43 minutes
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3. SOIL SAMPLE ANALYSIS

Technical assistance in the collection of soil samples for fertilizer recommendation to client.

1. Proceeds to the

guard for logbook
registration.

SOIL SAMPLE

Office of the Provincial Agriculturist

Complex

G2G—Governme§t gGovernment
G2C — Government to Citizen

Checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No facemask, No
face shield, No
entry" policy.

ALL

None

3 minutes

Guard on duty

Interview the
client and record
information
required.

None

10 minutes

Technical Staff

2. Submits soil
sample.

Receives soil
sample for soil
analysis.

None

5 minutes

Farmworker 11/
Technical Staff

3. Waits for the
call of the
representative of
the Provincial
Agriculturist.

Pulverizes and
air-dry soil
sample.

None

5 days

Farm Worker [/
Technical Staff

Conducts soil
laboratory testing
and chemical
analysis and
compute fertilizer
recommendation.

None

1 day

Technical Staff/
Officer

Encodes the
result of soil
analysis & review
for correction and
affix signature.

None

15 minutes

Computer
Encoder

Reviews and take
note of the results
and ,
recommendation
of soil analysis
and issues _
apgropnate action
to be taken.
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None

1 day

Technical Staff/
Officer

89



Inform the client, None 5 minutes Senior
thru SMS/mobile Agriculturist/
call of soil Agriculturist Il
recommendation.
4. Receives the |Release result of None 10 minutes Farm Worker I/
result of soil soil analysis and Technical Staff
analysis and recommeéended
recommend fertilizer to the
pl_?ropnate client.
lizer
5. Fills-up Informs and None 10 minutes Guard on duty
Customer appnses the client
Feedback form on_how to fill uP
(CFF). CFF and drop the
same at the
Suggestion/
Complaint Box. .
Total None 6 days, 1 hour and

8 minutes

4. CROP PEST INCIDENCE

Technical assistance in identifying Crops Pest and Disease Analysis and provide recommendation

and their control.

PEST INCIDENT REPORT

1. Proceeds the
guard for logbook
registration.

Office of the Provincial Agriculturist

~ Highly Technical
G2C- Government to Citizen

Al

Checks body
temperature of
client, client uses
hand ‘sanitizer and
foot bath and
strictly follows the
implementation of
“No facemask, No
face shield, No
entry" policy.

None

3 minutes Guard on duty

:_2. Submits pest
incident report.

Receives and
records pest
incident report in
the Pest
Momtorlng Report
Logbook.

None

5 minutes ; Crol;jos tand soils

Staff
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Conducts
interview to the
client with
observance of
social distancing.

None

10 minutes

Senior
Agriculturist/
Agriculturist Il

3. Waits for a call
or text for the
schedule of field
inspection.

Informs client on
the actual field
inspection
schedule for
identification of
pest incidence.

None

10 minutes

Integrated Pest |

Management
Coordinator

Conducts actual
field inspection
and provide
control and
recommendation
for chemical
control in_ )
coordination with
DA-RCPC.

None

1 day/
municipality

Integrated Pest |

Management
Coordinator

Follow up client as
to the status of
incidence thru call
or text after 5
days.

None

5 days

Integrated Pest
Management
Coordinator

Conduct actual
field inspection
after 3-5 days if
thereisno =
improvement in
the application of
pesticide and
recommend
further pest
control measures.

None

1 day/
municipality

Integrated Pest
Management
Coordinator

4. Fills-up
Customer
Feedback form
CFF).

Inform and )
Apprised the client
on how to ﬁII—uF
CFF and drop the
same at the
Suggestion/
Complaint Box.

None

10 minutes

Guard on duty

Total

None

7 days and
38 minutes
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5. PROVISION OF AGRICULTURAL INPUTS (Release of Seedling Materials)

Technical assistance in the validation of site for the release of seedling materials.

Office of the Provincial Agriculturist

Complex ]
G2G-Government to Government
G2C - Government to Citizen

ALL

Request Letter None

1. Submits Checks body None 3 minutes Guard on duty
Request Letter to | temperature of
the Office of the | client, client uses
Provincial hand sanitizer and
Governor. foot bath and
strictly follows the
implementation of
“No facemask, No
face shield, No
entry" policy.

Receives and None 1 day OPG Staff
records request
letter with
feedback form
and attach routing
slip signed by the
Provincial
Governor and
forward it to the
Office of the
Provincial
Agriculturist.

Receives and None 10 minutes Liaison Officer
records the /Admin. Staff
approved request
letter from the
Office of the
Provincial
Governor with
attached routing

slip.

2. Wait for a call |Receives and None 10 minutes OPAg Crops &
or text for the records the Soils Unit staff
schedule of site | request and
validation. schedule site
visit/validation.

Conducts site None 10 minutes Liaison Officer
visit/validation and /Admin. Staff
personal interview
and prepare
validation report.
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Informs the client None 5 minutes OPAg Crops &
for _ Solls Unit
recommendation technical staff
based on site
validation results.
Encodes/prepares None 10 minutes OPAg Crops &
release order. Solls Unit
technical staff
Submits Validation None 15 minutes OPAg Crops &
eport and attach Smls Unit staff
Release Order.
Reviews and None 10 minutes Provincial
approves Agriculturist
validation report
and Release
Order.
Informs the client None 5 minutes OPAg Crops &
of the approved Soils Unit staff
request.
3. Receives/ pick | Prepares and None 30 minutes Client and
d:u the Release accomplishes the Nursery
rder and sign acknowledgement In-Charge
acknowledgement receipt.
receipt.
4. Client to fill-up | Informs and None 10 minutes Guard on Duty
Customer Appnses the client
Feedback form on ow to fill u[)
(CFF). F and drop the
seme at the
Suggestion/
Complalnt Box.
Total None 3 days, 1 hour and

48 minutes
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6. PROVISION OF AGRICULTURAL AND FISHERY INPUTS

Assistance through provision of tilapia fingerlings aimed to address the needs of our fisherfolks to
ensure food/fisheries sufficiency.

OFFICE OF THE PROVINCIAL AGRICULTURIST
(FISHERY SERVICES DIVISION)

SIMPLE

G2C-Government to Citizen
G2G - Government to Government

Fisherfolks of La Union and LGU’s

1. Proceeds to the | Guard on duty None 1 minute Guard on Duty
Provincial Capitol. | checks body
temperature of the
client, requires
client to use hand
sanitizer and foot
bath and strictly
follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry" pollci/.
Client takes note
of the date, time
and purpose of

his/her visit).
2. Submits Letter | Receives and None 1 day OPG -
Request to the submits the Information Desk
Office of documents to the
Provincial Provincial
Governor (OPG) | Governor for
with attached appropriate
endorsement action.
letter from . _ | .
City/Municipal Receives the None 30 minutes OPA%— Admin
Mayor. documents with nit
routing slip from
OPG.
OPAg to act on None 5 minutes Provincial
the request based Agriculturist
of Governor’s
routing slip.
Informs and None 10 minutes OPAg — Fishery
coordinates with Unit

the concerned
CIt?_rI/munlmpaJ
shery coordinato
re%ar ing the
schedule of site
validation activity.

=
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Conducts site
validation.

Technical Staff

None 1 day

Submits validation
report and release
order to the
Provincial
Agriculturist for
appropriate
action.

None 10 minutes Technical Staff

3. Receives
message and/or
call from the
Office of the
Provincial
Agriculturist —
Fishery Unit.

Informs the client
of the approval/
disapproval of the
request together
with the schedule
of the availment if
favorably
considered.

None 10 minutes Fishery Unit

Technical Staff

Proceeds to Sta.
Rita Fish Farm to
pick up and
receives the
approved
requested
fingerlings and
signs
acknowledgement
receipt.

Checks body
temperature of the
client, requires
client to use hand
sanitizer and
strictly follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry Policy”.
Farm staff takes
note of the date,
time and purpose
of his/her visit).

Technical staff
conducts )
briefing/orientation
to the client/s
regarding on good
aquaculture
practices that
includes proper
handling, )
stocking, feeding
and water
management
before releasing
the fingerlings.

None 1 hour Sta. Rita Fish
Farm Staff

5. Fills-up
Customer
Feedback form
(CFF).

Informs and
apprises the client
on how to fl||—LlF
CFF and drop the
same at the
Suggestion/
Complaint Box.

None 10 minutes Guard on Duty

Total

2 days, 2 hours |
and 16 minutes

None
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7. PROVISION OF TRAINING AND SEMINAR (Lectures)

Technical assistance on trainings and seminars.

~ Office of the Provincial Agriculturist
(Cooperative Community Development Unit)

SIMPLE
G2C - Government to Citizen

ALL

Letter of Request ' None

Submits request | Checks body None 1 minute Guard on Duty
letter to the Office temperature of

of the Governor | client. Client uses
(OPG). hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry" polic
and Proceeds fo
the Office of the
Governor to
submit request
letter for notation. '

‘Online OPG receives the None 3 minute . OPG Staff
submission request letter for
(e-mail). notation.

Receives request None 1 minute Guard on Duty
letter with notation
from OPG and
Provincial
Agriculturist |
instructs the |
technical/concern
ed staff for the
coordination and
facilitation of

requested

training/seminar. .
Waits for initial Coordinates with None 30 minutes | Technical/
action taken from | the client to Concerned Staff
OPAg. finalize schedule,

venue, needed |
training supplies |
and materials and |
other concerns for
the conduct of
training/seminar.
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3. Attendance to
the Training/
Seminar.

F(Face- to Face)

>Fills- up the
attendance sheet
and accomplish
the Learning and
Development
Feedback Form/
Trainin
Evaluation Form.

Virtual set up.

>Training
participants shall
properly fill up the
attendance sheet
via virtual mode.

Facilitation of the
training by OPAg
training
management
team and ensure
compliance to the
following:

a. Health and
safety protocols

- observe physical
distancing

- wear face mask
and face shields

- disinfect or
sanitize hands

- check body
temperature

b. House Rules
c. Training
management
team Instructions.

Monitors proper
filling up of
attendance sheet
and Learning and
Developmen
Form/Training
Evaluation Form.

Sends Virtual
Training/ Seminar
ID and Passcode
and prepares
necessary office
equipment for
virtual purposes.

The training
management
team shall monitor
the proper filling
up of attendance
sheet and
Learning and
Development
Feedback
form/Trainin
Evaluation Form
usiong provided
links.

None 8 hours

Technical/
Concerned staff

4. Client to fill-up
Customer
Feedback form
(CFF).

Informs and
apprises the client
on how to ﬁII—uF
CFF and drop the
same at the
Suggestion/
Complaint Box.

None 10 minutes

Guard on Duty

Total

None 8 hours and
51 minutes
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How to send a feedback?

h How feedback is processed?

How to file a complaint?

PGLU | CITIZEN'S CHARTER

607-0409.

Evidence

Feedback and Complaints

Answer the client feedback form and drop it at the box
located at the OPAg Assistance Desk.

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)

Answer the client complaint form and drop it at the box
located at the OPAg Assistance Desk.

Complaints may also be file thru telephone at

OPAg:
Tel No. : (072) 607-4492
Email : opaglaunion@yahoo.com

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident
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How complaint is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Complaint Box,
consolidates and records all complaints submitted.

The complaints shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-04009.

Contact Information of the Office of
the Provincial Agriculturist

PGLU | CITIZEN'S CHARTER

Col. Ramon F. Laudencia, MNSA, CSEE

Provincial Agriculturist/ Office of the Provincial
Agriculturist (OPAQ)

Aguila Road, Barangay Sevilla, City of San Fernando, La
Union

E-mail Address: opaglaunion@yahoo.com

Tel. No :. (072) 607-0409/0920-9725-711

Mr. Mario Eliseo O. Casimiro,

Administrative Officer V/ Office of the Provincial
Agriculturist (OPAQ)

Aguila Road, Barangay Sevilla, City of San Fernando, La
Union

E-mail Address: opaglaunion@yahoo.com

Tel. No. : (072) 607-4492/
0918-241-5905/0966-279-9521
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OFFICE OF THE
PROVINCIAL
VETERINARIAN

P R O VI N CI AL G O VE R NMENT
O F L A U NI O N




OFFICE OF THE PROVINCIAL VETERINARIAN

Simple

GOVERNMENT-TO-CLIENT(G2C)

GOVERNMENT TO BUSINESS (G2B)

PROVINCIAL ANIMAL QUARANTINE CHECKPOINT -
SHIPPED - IN CARGOES

(live animals, poultry eggs, fresh and frozen meat entering the
province)

Clients who are engaged in the transport of live animals as
breeder, fattener, slaughter, fresh meat and frozen meat
purposes shipped — in and shipped — out to and from the
province

One (1) Original copy of the following: - Veterinary Shipping Permit

1. Hogs (VSP)&Veterinary Health Certificate (VHC)

- Veterinary shipping permit (VSP). from the Office of the Provincial Veterinarian/
- Veterinary Health Certificate (VHC). Bureau of Animal Industry (BAI) from the

- Barangay permit. point of origin.

- Certificate of ASF free test. - Barangay Hall/ Barangay Captain from the

point of origin.

- ASF free test from Regional Animal
Disease Diagnostic Laboratory (RDDL) from
the point of origin.

2. other live animals/poultry egg - Veterinary Shipping Permit (VSP)&
-Veterinary Health Certificate (VHC) Veterinary Health Certificate (VHC) from the
- certified by licensed/government veterinarian Office of the Provincial Veterinarian/ Bureau
- Veterinary Shipping Permit (VSP) - signed by of Animal Industry (BAI) from the point of
Provincial Veterinarian origin.

3. freshl/frozen meat - Meat Inspection Certificate (MIC) from

- Meat Inspection Certificate (MIC) issued by National Meat Inspection Services (NMIS)
deputized Meat Inspector or from National Meat accredited slaughterhouse where the animal
Inspection Service (NMIS) was slaughtered.

-Veterinary Shipping Permit (VSP) - signed by - Veterinary Shipping Permit

Provincial Veterinarian (VSP)&Veterinary Health Certificate (VHC)

from the Office of the Provincial Veterinarian/
Bureau of Animal Industry (BAI) from the
point of origin.
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Deputized Animal

2 minutes

1. The client must | 1. The Quarantine None \
wear facemask Inspector must Quarantine
and proceed to ensure that the Inspector
the designated client wear face
clients’ receiving |mask, disinfect
area, 1 meter his/her hands and
distance should | 1 meter distance
be observed and |is observed.
disinfect his/her
hand using the
provided
alcohol/sanitizer.
2. Present the 2. Receive, check None 5 minutes Deputized Animal
shipping and verify the Quarantine
documents. required Inspector
documents.
3. Conduct ocular None 7 minutes Deputized Animal
inspection of Quarantine
animals/meat Inspector
products/eggs and
disinfection of
cargoes.
3. Pay the 4. Record the 1.Cattle, 3 minutes Deputized Animal
corresponding documents, Carabao, Horse Quarantine
fee, sign the collect fees from | _ 30 0o/head Inspector
monitoring sheet, the shl%per and '
and receive the issue official |
verified document |receipt and return | 2. Swine (adult)
and official the verified - 100.00/head
receipt. shipping
documents. 3. Swine
(piglets)
- 25.00/head
4. Goat, Dog,
Cat
- 20.00/head
5. Poultry
a. Egg
- 10.00 per 500
pieces
b. Day-old Chick
- 0.25/head
c. Adult -
0.25/head
6. Fighting Cock
- 20.00/head
7. Meat by
Products
a. Fresh Meat
- 0.50/Kilo
b. Frozen Meat
- 0.50/Kilo
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4. Fill out
customer
feedback and
complaint form
and drop at the
suggestion box.

5. Give client
customer
feedback and
complaint form
advise to fill ou
and drop at the
suggestion box.

None

Total

Live animals -
Depends on the
species &
quantity of
animals

Eggs - Depends
on the quantity

Fresh/Frozen
Meat - Depends
on the quantity
(kg)

1.Cattle,
Carabao, Horse
- 30.00/head

2. Swine (adult)
- 100.00/head

3. Swine

(piglets)
- 25.00/head

4. Goat, Dog,
Cat
- 20.00/head

5. Poultry

a. Egg

- 10.00 per 500
pieces

b. Day-old Chick
- 0.25/head

c. Adult -
0.25/head

6. Fighting Cock
- 20.00/head

7. Meat by
Products

a. Fresh Meat
- 0.50/Kilo

b. Frozen Meat
- 0.50/Kilo

1 minute Deputized Animal
Quarantine

Inspector

18 minutes
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One (1) original copy of the following:
1. Live Animals
- Barangay certificate from the point of origin.
- Veterinary Health/Livestock Inspector’s

Certificate from the City/Municipality
- Certificate of ownership for Large Ruminants.

OFFICE OF THE PROVINCIAL VETERINARIAN

Simple

GOVERNMENT-TO-CLIENT (G2C)
GOVERNMENT TO BUSINESS (G2B)
PROVINCIAL ANIMAL QUARANTINE CHECKPOINT -
SHIPPED - OUT CARGOES
(live animals, poultry eggs, fresh and frozen meat entering the
province)

2. Fresh and Frozen Meat
- Meat inspection certificate.

Clients who are engaged in the transport of live animals as
breeder, fattener, slaughter, fresh meat and frozen meat
purposes shipped — in and shipped — out to and from the
province

- Barangay Captain/Hall from the point of

origin.

- Veterinary Health Certificate or Livestock
Inspector’s Certificate from the
City/Municipality where the animal came

from.

- Certificate of ownership from the owner of

the Animal

- Meat Inspection Certificate (MIC) from
National Meat Inspection Services (NMIS)
accredited slaughterhouse from La Union
where the animal was slaughtered.

1. The client must | 1. The Quarantine None 2 minutes ‘ Deputized Animal
wear facemask Inspector must Quarantine
and proceed to ensure that the Inspector
the designated client wear face
clients’ receiving | mask, disinfect
area, 1 meter his/her hands and
distance should | 1 meter distance
be observed and |is observed.
disinfect his/her
hand using the
provided
alcohol/sanitizer.
2. Present the 2. Receive, check None 5 minutes Deputized Animal
shipping and verify the Quarantine
documents. required Inspector
documents.
3. Conduct ocular None 5 minutes Deputized Animal
inspection of Quarantine
animals/meat Inspector
products/eggs and
disinfection of
cargoes.
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3. Pay the _ 4. Record the
corresponding documents,
fee, sign the collect fees from
monitoring sheet, | the shipper and
and receive the issue official
receipt and return
the verified
shipping
documents.
4. Fill out 5. Give client
customer customer
feedback and feedback and
complaint form complaint form
and drop atthe | advise to fill out
suggestion box. | and drop at the
suggestion box.

Total

PGLU | CITIZEN'S CHARTER

Deputized Animal
Quarantine
Inspector

1.Cattle, 18 minutes
Carabao, Horse

- 30.00/head

2. Swine (adult)
- 50.00/head

3. Swine

(piglets)
- 25.00/head

4. Goat, Dog,
Cat
- 20.00/head

5. Poultry

a. Egg

- 0.10 pieces

b. Day-old Chick
- 0.25/head

c. Adult -
0.25/head

6. Fighting Cock
- 10.00/head

7. Meat by
Products

a. Fresh Meat
- 0.50/Kilo

b. Frozen Meat

- 0.50/Kilo

' Deputized Animal |
Quarantine
Inspector

None 1 minute

Live animals - 18 minute
Depends on the

species &

quantity of

animals

Eggs - Depends
on the quantity

Fresh/Frozen
Meat - Depends
0}[1 the quantity

.Cattle,

Carabao, Horse
- 30.00/head
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2. Swine (adult)
- 50.00/head

3. Swine
(piglets)
- 25.00/head

4. Goat, Dog,
Cat
- 20.00/head

5. Poultry

a. Egg

- 0.10 pieces

b. Day-old Chick
- 0.25/head

c. Adult -
0.25/head

6. Fighting Cock
- 10.00/head

7. Meat by
Products

a. Fresh Meat
- 0.50/Kilo

b. Frozen Meat
- 0.50/Kilo

OFFICE OF THE PROVINCIAL VETERINARIAN

Simple

GOVERNMENT-TO-CLIENT (G2C)

GOVERNMENT TO BUSINESS(G2B)

PROVINCIAL ANIMAL QUARANTINE CHECKPOINT -
PASSING THROUGH CARGOES

(live animals, poultry egg, fresh and frozen meat shipment
passing through La Union)

Clients who are engaged in the transport of live animals as
breeder, fattener, slaughter, fresh meat and frozen meat
purposes passing through the province

1. Live animals/poultry egg - Veterinary Shipping Permit

- Veterinary Health Certificate (VHC) | (VSP)&Veterinary Health Certificate (VHC)
certified by licensed/ government veterinarian. |fr(:om the Office of the Provincial Veterinarian/
- Veterinary Shipping. Bureau of Animal Industry (BAI) from the

- additional requirement for hogs (Certificate of point of origin.

disease-free status on ASF, Barangay certificate).
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- ASF free test from Regional Animal
Disease Diagnostic Laboratory (RDDL) from
the point of origin.
2. Fresh and Frozen Meat - Meat Inspection Certificate (MIC) from
- Meat Inspection Certificate (MIC) issued by National Meat Inspection Services (NMIS)
deputized Meat Inspector or from National Meat accredited slaughterhouse where the animal
Inspection Service (NMIS). was slaughtered.
- Veterinary Shipping Permit (VSP) - signed by - Veterinary Shipping Permit (VSP) from the
Provincial Veterinarian Office of the Provincial Veterinarian/ Bureau
of Animal Industry (BAI) from the point of
origin.
1. The client must | 1. The Quarantine None 2 minutes Deputized Animal
wear facemask Inspector must Quarantine
and proceed to ensure that the Inspector
the designated client wear face
clients’ receiving |mask, disinfect
area, 1 meter his/her hands and
distance should | 1 meter distance
be observed and |is observed.
disinfect hands
using the
provided alcohol/
sanitizer.
2. Present the 2. Receive, check None 5 minutes Deputized Animal
shipping and verify the Quarantine
documents and required Inspector
si%;n {nonltonng documents.
sheet. e - : -
3. Conduct ocular None 7 minutes Deputized Animal
inspection of Quarantine
animal cargoes. Inspector
3. Receive the 4. Return the None 3 minutes Deputized Animal
verified verified Quarantine
documents. documents. Inspector
4. Fill out 5. Give client None 1 minute Deputized Animal
customer customer Quarantine
feedback and feedback and Inspector
complaint form complaint form
and drop at the advise to fill out
suggestion box. |and drop at the
suggestion box.
Total None 18 minutes
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1. For walk-in
clients, the client
must wear
facemask and
proceed to the
designated clients
receiving area,
observe 1 meter
distance, disinfect
hands using the
provided
alcohol/sanitizer,
submit self for
body temperature
check and
register in the
client’s logbook.

1. Chute for cattle and carabao

OFFICE OF THE PROVINCIAL VETERINARIAN
Simple
GOVERNMENT-TO-CLIENT (G2C)

FOOD ANIMAL GENETIC IMPROVEMENT BY ARTIFICIAL
INSEMINATION

Farmers who are engaged in the backyard raising of livestock
i.e. cattle, carabao and swine.

- Shall be provided by the carabao owner

1. The Artificial None 1 minute Artificial
Insemination Insemination
trained technical Trained Technical
staff must ensure Staff

that the client
wear face mask,
disinfect his/her
hands, get body
temperature, 1°
meter distance is
observed and
registered in the
clients log book.

2. Brief the farmer None 10 minutes Artificial

on the artificial Insemination
insemination Trained Technical
procedures and Staff

preparation for the

actual

insemination.
2. Client can also | 3. Receive call/ None 1 minute Artificial
contact the Office |respond text and Insemination
of the Provincial | brief the farmer on | Trained Technical
Veterinarian via | the artificial ' Staff
phone call to insemination
request for procedures and
artificial preparation for the

insemination (A.l.)
services for cattle,
carabao and
swine.

actual
insemination.
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The schedule of
actual )
insemination will
be determined by
the technician
according to his
assessment on
the actual heat
period of the
animal based from
the signs or
observations that
was provided by
the client.

(e.g. swelling of
vulva éwhen did it
started),
consistency of
mucus discharge,
etc).

3. Prepare chute |4. Conduct None 20 minutes Al Trained
for cattle and artificial Technical Artificial
carabao. insemination on Insemination
cattle, carabao or Trained Technical
swine. Staff
4. Pay . 5. Receive the Cattle/ 2 minutes Avrtificial
corresponding fee | payment, issue Carabao/Swine Insemination
and receive the | official. - P250.00/head Trained Technical
official receipt. : Staff
5. Fill out 6. Give client None 20 minutes Artificial
customer customer Insemination
feedback and feedback and Trained Technical
complaint form complaint form Staff
and drop at the advice to fill out
suggestion box. |and drop at the
suggestion box.
Total Php 250.00 44 minutes

OFFICE OF THE PROVINCIAL VETERINARIAN

Comiplex

GOVERNMENT-TO-CLIENT (G2C)
GOVERNMENT TO BUSINESS (G2B)
ANIMAL HEALTH DISEASE CONTROL AND VETERINARY
PUBLIC HEALTH SERVICES - FOR MUNICIPAL LIVESTOCK
INSPECTORS

PGLU | CITIZEN'S CHARTER

-Farmers who are engaged in the backyard raising of
livestock, poultry and pet animals
-Municipal Livestock Inspectors
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1 Original copy, 1 duplicate copy and 1 triplicate
copy
- Letter request from city/municipal mayors on the
issuance of animal vaccines

- City/Municipal Mayor's Office

1. Proceed to the |1. Get body None 2 minutes Provincial Capitol

Provincial Capitol | temperature and Information Desk
uilding disinfect his/her Officer

designated hands with

client’s receiving | alcohol/hand

area, wear face sanitizer, get body

mask disinfect temperature and

hands with advice to proceed

alcohol/hand | to the Office of the

sanitizer, submit | Provincial

self for body Governor.

temperaturé

check and 1

rr;letelrddt;stance 2. Receive the None 2 minutes Office of the

kel request letter for Provincial

gug%ri\{?etttgr the issuance of Governor

request for animal animal vaccines. (OPG) Staff.

vaccines to the

Office of the

Governor.

2. Wear face 3. The technical None 2 minutes Office of the

mask and staff shall ensure Provincial
roceed to the that the client is Veterinarian Staff

ice of the wearmg,face

Provincial mask, disinfect

Veterinarian, his/her hands,

disinfect hands take body

with alcohol temperature,

submit self for register at client’s

body temperature Iogbook/

check, register at | NAPANAM-LA

client’s and UNION contact

submit 1 Xerox tracer, receive the

copy of the above |request copy.

request letter.

3. Wait for Office | 4. Advice the None 5 days & Office of the

of the Provincial | client to wait for a 2 minutes Provincial

Veterinarian’s maximum of five Veterinarian Staff

advice of the §5) working days

request of or the approval of

issuance within 5 | their request.

days.

4. Fill out 5. Give client None 1 minute Office of the

customer customer Provincial

feedback and feedback and Veterinarian

complaint form
and drop at the
suggestion box.

complaint form

advice to fill out
and drop at the
suggestion box.

PGLU | CITIZEN'S CHARTER
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1 Original copy, 1 duplicate copy and 1 triplicate
copy
- Letter request from city/municipal mayors on the
issuance of animal vaccines

- City/Municipal Mayor's Office

6. Receive the None 2 minutes Office of the
request letter with Provincial
the attached Veterinarian
referral/action slip Technical Staff
of Office of the
Provincial
Governor and
advise the
requesting client
via phone call to
proceed and
receive from the
Office of the
Provincial
Veterinarian the
requested
vaccine.
5. Return to the | 7.The technical None 10 minutes Office of the
Office of the staff shall ensure Provincial
Provincial that the client is Veterinarian
Veterinarian upon weanng,face Technical Staff
receipt of the mask, disinfect
advice, wear face |his/her hands,
mask, disinfect take bod
hands with . temperature,
alcohol, submit register at client’s
self for body logbook/NAPANA
temperature =~ | M-LA UNION
check, register in |contact tracer,
the client’s Issue the vaccine
logbook and and record the
receive the issued vaccine in
vaccine. the biologics
logbook.
6. Fill out 8. Give client None 1 minute Office of the
customer customer Provincial
feedback and feedback and Veterinarian
complaint form complaint form, Technical Staff
and drop at the advise to fill out
suggestion box. |and dropped at
the suggestion
box.
Total None 5 days &
22 minutes

PGLU | CITIZEN'S CHARTER



OFFICE OF THE PROVINCIAL VETERINARIAN

Simple

GOVERNMENT-TO-CLIENT (G2C)

GOVERNMENT TO BUSINESS (G2B)

ANIMAL HEALTH DISEASE CONTROL AND VETERINARY
PUBLIC HEALTH SERVICES - FOR WALK-In-CLIENTS

- Farmers who are engaged in the backyard raising of
livestock, poultry and pet animals
« Municipal Livestock Inspectors

1 Original copy, 1 duplicate copy and 1 triplicate
copy
- Fill-up Request form - Office of the Provincial Veterinarian
- Vaccination record(if available) - Pet Owner
1. The client must | 1. The technical None 2 minutes . Office of the
be wearing face | staff must ensure | Provincial
mask and face that the client '\ Veterinarian
shield and wear face mask, Staff/
Proceed to Office | disinfect his/her Technical Staff
of the Provincial |'handsand1
Veterinarian meter distance is
with the pet observed.
animals, submit
self for body
temperature
check, disinfect
hands with
alcohol and sign a
request form.
2. Submit the pet |2. The None 13 minutes Technical Staff
animal patient for | Veterinarian
consultation/ checks the patient
check-up. and administer the
necessary
medications |
needed.
3. Pay ) 3. Receive the Rabies 2 minutes Office of the
corresponding fee  payment and Vaccination- Provincial
and receive the Issue official NONE . Veterinarian
official receipt. receipt. ) Staff/
Consultation and Technical Staff
Treatment —
P 50.00
Deworming
+ Puppies and
Kittens - P 50.00
- Adult dogs and
cats - P 100.00
PGLU | CITIZEN'S CHARTER n2



4. Fill out 4. Give client None 1 minute Technical Staff
customer customer
feedback and feedback and
complaint form complaint form
and drop atthe | advise to fill out
suggestion box. | and drop at the
suggestion box.
Total| Treatment - 19 minutes
P 50.00
Dewormin
« Puppies
Kittens - P 50.00
+ Adult dogs and
cats - P 100.00

OFFICE OF THE PROVINCIAL VETERINARIAN

Simple

GOVERNMENT-TO-CLIENT (G2C)

GOVERNMENT TO BUSINESS (G2B)

ANIMAL HEALTH DISEASE CONTROL AND VETERINARY
PUBLIC HEALTH SERVICES - ZOONOTIC AND EMERGING
& RE-EMERGING DISEASE CONTROL

« Farmers who are engaged in the backyard raising of
livestock, poultry and pet animals
» Municipal Livestock Inspectors

1 Original copy, 1 duplicate copy and 1 triplicate |
copy |

- Letter request from city/municipal - City/Municipal Mayor’s Office/ Municipal
mayor/Municipal Agriculturist/City Veterinarian. \ Agriculturist/City Veterinarian.

1. Proceed to the | 1. The Technical None 1 minute Attending
Office of the Staff must ensure Veterinarian/
Provincial that the client Officer of the Day

Veterinarian, wear

wear face mask,

face mask and disinfect his/her
face shield, handsand 1
submit self for meter distance is
body temperature observed.
check, disinfect

hands with

alcohol and

register in the
client’s logbook.

PGLU | CITIZEN'S CHARTER

13



2. Submit disease
case report.

2. Receive the
disease case
report and give
instructions to the
Technical Staff to
evaluate the
request letter.

None

3 minutes

Provincial
Veterinarian

3. Inform the
livestock farmer
on the schedule
of disease
investigation.

3. Coordinate with
the client on the
schedule of
conduct of
investigation.

None

5 minutes

Technical Staff

4. Assist the
Office of the
Provincial
Veterinarian’s
staff in the )
conduct of on-site
surveillance and
epidemiological
investigation on
the reported
disease case.

4. Conduct on-site
surveillance and
epidemiological
investigation on
the reported
disease case.

5. Collectand

process samples
and attach the
investigation
report fo be
submitted to
Regional Animal
Diagnostic
Laboratory or the
Phl[lﬂfl)lne Animal
Health Center.

None

None

8 hours

3 minutes per
animal

Technical Staff

_Technical Staff_ "

6. Report the
disease case to
the Provincial
Veterinarian and
the head of the
affected
Municipality and
recommend
appropriate
measures per
laboratory results
done by the
Bureau of Animal
Industry - Animal
Disease
Dtafgnosm and
Reference
Laboratory.

None

1 hour

Technical Staff

5. Fill out
customer
feedback and
complaint form
and drop at the
suggestion box.

7. Give client
customer
feedback and
complaint form
advice to fill out
and drop at the
suggestion box.

None

1 minute

Technical Staff

Total

PGLU | CITIZEN'S CHARTER

None

9 hours &
13 minutes
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1. Proceed to the
Office of the
Provincial
Veterinarian, wear
face mask and
face shield,
submit self for
body temperature
check, disinfect
hands with
alcohol and
register in the
client’s logbook,
fill up request
form and Report
incident of
maltreatment,
abusive, and
inhumane
treatment of
animal.

OFFICE OF THE PROVINCIAL VETERINARIAN

Simple

GOVERNMENT-TO-CLIENT (G2C)
GOVERNMENT TO BUSINESS (G2B)

PROVINCIAL ANIMAL WELFARE AND MEAT INSPECTION
SERVICE

1. The technical
stall must ensure
that the client
wear face mask,
disinfect his/her
hands, get body
temperature and 1
meter distance is
observed.

ANIMAL WELFARE
* Any concerned citizen

None

1 minute

Technical staffs of
Animal Welfare
and Meat
Inspection
Division

|

2. Record the None 1 minute Technical staffs of
Following: Animal Welfare

« Name of and Meat
reporting Inspection
individual Division

- age |

« gender

« address

« Contact number

3. Interview the None 1 minute Technical staffs of

client and note the
nature of the
abusive deed.
Note the details of
untoward event,
record the name,
address of the
erson involved.
ote when and
where the alleged
incident took
place. Filling up of
report/complaint.

PGLU | CITIZEN'S CHARTER

Animal Welfare
and Meat
Inspection

Division
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2. Wait for the 4. Report the None 1 day Office of the

updates on the incident to the Provincial
outcome of Authority for Veterinarian’s
investigation further = ' Technical staff and
(within™ day). investigation. Municipal
Livestock
Coordinator
3. Fill out 5. Give client None 1 minute Office of the
customer customer Provincial
feedback and feedback and Veterinarian’s
complaint form complaint form Technical staff and
and drop atthe | advice to fill out ' Municipal
suggestion box. | and drop at the Livestock
suggestion box. Coordinator
Total None 1day &3
3 minutes

OFFICE OF THE PROVINCIAL VETERINARIAN

COMPLEX
GOVERNMENT-TO-CLIENT (G2C)

GOVERNMENT TO BUSINESS (G2B)

RABIES EXAMINATION AND VETERINARY DIAGNOSTIC
SERVICE - RABIES TEST

- Walk-In Clients
- Private Veterinary Clinic Patients

E Laboratory Request Form ' - Office of the Provincial Veterinarian
- Rabies Submission Form - Office of the Provincial Veterinarian
- Head of the suspected animal (fresh/frozen). -Client

Must be in ice box with ice.

1. Proceed to the | 1. The technical None 1 minute ' Trained Technical
Office of the staff must ensure | _staff on Rabies

Provincial that the client | Direct Fluorescent
Veterinarian, wear | wear face mask, Antibody Test
face mask and disinfect his/her ‘

face shield, hands, get body
submit self for temperature and 1 ‘
body temperature | meter distance is

check, disinfect | observed.

hands with

alcohol and

register in the

client's logbook. I
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2. Review the

None

10 minutes

Trained Technical

designated time of
the day (once a
day only to
minimize
exposure)

« Fill-up the
Rabies Direct
Fluorescent
Antlbodwest
(DFAT) Worksheet

PGLU | CITIZEN'S CHARTER

2. Fill u
Laboratory filled-up staff on Rabies
Examination Laboratory Direct Fluorescent
Request Form Examination Antibody Test
and Rabies Request Form
Submission Form. |and Rabies
Submission Form
and interview the
client regardin
the animal profile
and victim profile.
3. Submit head of | 3. Receive the None 3 minutes Trained Technical
the suspected sample and staff on Rabies
animal/s secure it inside Direct Fluorescent
(fresh/frozen). the rabies Antibody Test
laboratory until the
designated time
for testing.
4. Pay ) 4. Receive the Php 200.00 3 minutes Technical staff
correSponding payment and
fees. issue official
receipt.
5. The staff advise None 3 minutes Technical staff
the victim (bitten
person) to seek
medical )
assistance while
waiting for the test
result.
5. Fill out 6. Give client None 1 minute Technical staff
customer customer
feedback and feedback and
complaint form complaint form
and drop at the advise to fill out
suggestion box. |and drop at the
suggestion box.
6. Wait for the 7. Inform the client None 3 days Client
result and that the test will
advisory from be done within 3
attending days and wait for
veterinarian. a call or text
message
regarding the
result.
8. Conduct rabies None 10 minutes Trained Technical
test on the staff on Rabies

Direct Fluorescent
Antibody Test

n7



« Collect the brain
sample _

+ Prepare slide

« Conduct
mlcroscopK

- Record the
result in the
Rabies DFAT
Worksheet

9. Encode the
result, print and
affix signatures
examiner/s and
rovincial
Veterinarian) on
the Laboratory
Report for Rabies
Examination.

None

2 hours

Trained Technical
staff on Rabies
Direct Fluorescent
Antibody Test

7. Receive call or
text from the
Office of the
Provincial
Veterinarian’s
technical staff
regardlng the
rabies test result
and follow their
advice.

10. Call or text the
client to inform
regarding the
rabies test result
and give advice
on what to do
based from the
result.

None

7 minutes

Trained Technical
staff on Rabies

‘ Direct Fluorescent
Antibody Test

11. Inform the
concerned
municipal/city
livestock
coordinator
regarding the
rabies test result
conducted thru
email.

None

10 minutes

Office of the
Provincial
Veterinarian’s staff

- Pets: Bring the animal for fecal collection

Total

None

3 days, 5 hours &
38 minutes

OFFICE OF THE PROVINCIAL VETERINARIAN
SIMPLE

GOVERNMENT-TO-CLIENT (G2C)

GOVERNMENT TO BUSINESS (G2B)
RABIES EXAMINATION AND VETERINARY DIAGNOSTIC
SERVICE - FECALYSIS ON PETS

PGLU | CITIZEN'S CHARTER

" . Walk-In Clients
- Private Veterinary Clinic Patients

'-Client
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1. The technical

Attending

40 minutes

1. Proceed to the None _
Office of the staff must ensure Veterinarian/
Provincial _ that the client Officer of the Day
Veterinarian with | wear face mask,
the pet, wear face | disinfect hands
mask and face with alcohol, get
shield body temperature
submit self for and’1 meter
body temperature |distance is
check, disinfect observed.
hands with
alcohol and
register in the
client’s logbook.
2. Fill out Request | 2. Interview the None 5 minutes Attending
Form. owner about the Veterinarian/
history of the Officer of the Day
animal.
3. Submit the pet |3. Collect fecal None 10 minutes Attending
animal/s for fecal | samples. Veterinarian/
collection. Officer of the Day
Restrain the
animal durin
collection of fecal
samples.
4. Pay _ 4. Receive the Php 100.00 3 minutes Attending
corresponding payment and Veterinarian/
fees. Issue official Officer of the Day
receipt.
5. Prepare direct None Laborato
fecal smear and Technical staff
conduct
microscopic
examination,
encode and
handover the
result to the
attending ,
veterinarian/officer
of the day.
5. Receive the 6. Release the None 20 minutes Attending
fecalysis test test result and Veterinarian/
result and follow | advise the client Officer of the Day
the advice of the |on what to do
attending based from the
veterinarian. test result.
6. Fill out 7. Give client None Attending
customer customer Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form,
and drop at the advise to fill out
suggestion box. |and drop at the
suggestion box.
Total Php 100.00 3 hours &

PGLU | CITIZEN'S CHARTER
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1. Proceed to the
Office of the
Provincial )
Veterinarian with
the pet, wear face
mask and face
shield

submit self for
body temperature
check, disinfect
hands with
alcohol and
register in the
client’s logbook.

OFFICE OF THE PROVINCIAL VETERINARIAN

Simple

GOVERNMENT-TO-CLIENT (G2C)
GOVERNMENT TO BUSINESS (G2B)
RABIES EXAMINATION AND VETERINARY DIAGNOSTIC
SERVICE - FECALYSIS ON LIVESTOCK AND POULTRY

- Livestock: Fresh Fecal sample (20 grams)

1. The technical
staff must ensure
that the client
wear face mask,
disinfect hands
with alcohol, get
body temperature
and™ 1 meter
distance is
observed.

- Walk-In Clients
- Private Veterinary Clinic Patients

None

- Office of the Provincial Veterinarian

1 minute

| Attending
Veterinarian/
Officer of the Day

2. Fill out Request | 2. Interview the None 5 minutes Attending
Form. owner about the Veterinarian/
history of the Officer of the Day
animal. .
3. Submit fecal 3. Receive fecal None 10 minutes Attending
samples (at least | samples. Veterinarian/
20 grams). Officer of the Day
4. Pay _ 4. Receive Php 100.00 3 minutes Attending
correSponding payment and Veterinarian/
fees. issue official | Officer of the Day
receipt. .
5. Wait for the 5. Inform the client None 1 day ' Attending
result and that the test will | Veterinarian/
advisory from be done in 1 day | Officer of the Day
attending and he/she may
veterinarian. follow-up for the
test result on the
next day.
6. Prepare direct None 3 hours Technical staff

fecal smear and
conduct
microscopic
examination.

PGLU | CITIZEN'S CHARTER
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6. Fill out 7. Give client None 1 minute \ Attending
customer customer | Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form
and drop atthe | advise to fill out
suggestion box. | and drop at the

suggestion box.
7. Return to the | 8. Encode and None 20 minutes Attending
Office of the release the | Veterinarian/
Provincial fecalysis test Officer of the Day
Veterinarian, wear | result and advise
face mask, the client what to
disinfect hands do based from the
with alcohol test result.
submit self for
body temperature
check, register in
the client's
logbook, receive
the fecalysis test
result and follow
the advice of the
Veterinarian. |
8. Fill out 9. Give client None 1minute | Attending
customer customer ‘ Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form
and drop at the advise to fill out
suggestion box. |and drop at the

suggestion box.

Total| Php 100.00 1 day, 3 hours & ‘

41 minutes

- Bring the animal/s

OFFICE OF THE PROVINCIAL VETERINARIAN

~ SIMPLE

PGLU | CITIZEN'S CHARTER

s Client

GOVERNMENT-TO-CLIENT (G2C)

GOVERNMENT TO BUSINESS (G2B)
RABIES EXAMINATION AND VETERINARY DIAGNOSTIC
SERVICE - SKIN BIOPSY

. Walk-In Clients
« Private Veterinary Clinic Patients
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1. The technical

1 minute

Attending

1. Proceed to the None ndin
Office of the staff must ensure Veterinarian/
Provincial _ that the client Officer of the Day
Veterinarian with | wear face mask,
the pet, wear face | disinfect hands
mask and face with alcohol, get
shield, body temperature
submit self for and’1 meter
body temperature |distance is
check, disinfect observed.
hands with
alcohol and
register in the
client’s logbook.
2. Fill out Request | 2. Interview the None 5 minutes Attending
Form. owner about the Veterinarian/

health history of Officer of the Day

the animal.
3. Submit the 3. Conduct skin None 10 minutes Attending
animal/s for skin | scraping. Veterinarian/
scraping and Officer of the Day
restrain the
animal.
4. Pay _ 4. Receive the Php 150.00 3 minutes Technical staff
correSponding payment and
fees. issue official

receipt.
5. Wait for the 5. Prepare slide None 3 hours Laborato
result and and conduct Technical sfaff
advisory from microscopy
attending encode and hand
veterinarian. over test result to

the attending

veterinarian.
6. Receive the 6. Release the None 30 minutes Attending
test result and result and advise Veterinarian/
follow the advice |the client what to Officer of the Day
of the do base from the
Veterinarian. result. Give the
Submit the necessa
animal/s for treatment to the
treatment if animal if needed.
needed.
7. Fill out 7. Give client None 1 minute Attending
customer customer Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form
and drop at the advice to fill ou
suggestion box. | and drop at the

suggestion box.

Total Php 150.00 3 hours &
50 minutes

PGLU | CITIZEN'S CHARTER
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- Bring the animal/s for blood collection

OFFICE OF THE PROVINCIAL VETERINARIAN

SIMPLE

GOVERNMENT-TO-CLIENT (G2C)

GOVERNMENT TO BUSINESS (G2B)
RABIES EXAMINATION AND VETERINARY DIAGNOSTIC
SERVICE - CLINICAL CHEMISTRY

« Walk-In Clients

- Private Veterinary Clinic Patients

- Client

1. Proceed to the |1. The technical None 1 minute ' Attending
Office of the staff must ensure Veterinarian/
Provincial _ that the client Officer of the Day
Veterinarian with | wear face mask,
the pet, wear face | disinfect hands
mask and face with alcohol, get
shield, submit self | body temperature
for body and’1 meter
temperature distance is
check, disinfect observed.
hands with
alcohol and
register in the
client’s logbook.
2. Fill out Request | 2. Interview the None 5 minutes Attending
Form. owner about the Veterinarian/
health history of Officer of the Day
the animal.
3. Submit the 3. Conduct blood None 20 minutes | Attending
animal/s for blood | collection. Veterinarian/
collection and Officer of the Day
restrain the
animal.
4. Pay _ 4. Receive the Php 2, 380.00 5 minutes Attending
correspondin payment and Veterinarian/
fees and wait for |issue official Officer of the Day
the result and receipt and Inform
advisory from the client that the
attending test will be done in
veterinarian. 1 day.
5. Fill out 5. Give client None 1 minute Attending
customer customer Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form
and drop atthe | advice to fill out
suggestion box. | and drop at the
suggestion box.
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6. Perform None 1 day Laborato
quantitative Technical sfaff
analysis through
blood chemistry
analyzer, encode
the test result and
hand over to the
attending
veterinarian.
6. Return to the | 7. Release the None 30 minutes Attending
Office of the result and advise Veterinarian/
Provincial the client what to Officer of the Day
Veterinarian, wear | do base from the
face mask, result. Give the
disinfect hands necessa
with alcohol treatment to the
submit self for animal if needed.
body temperature | Refer to clinic if no
check, register in | available means
the clients of treating the
logbook, receive | animal.
the clinical
chemistry test
result and follow
the advice of the
Veterinarian.
Submit the
animal/s for
treatment if
needed.
7. Fill out 8. Give client None 1 minute Attending
customer customer Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form
and drop at the advise to fill out
suggestion box. | and drop at the ‘
suggestion box. |
Total, Php 2, 380.00 1 day, 1 hour & |

- Attending private veterinarian’s order

- Request form

3 minutes |

OFFICE OF THE PROVINCIAL VETERINARIAN

SIMPLE

GOVERNMENT-TO-CLIENT (G2C)
GOVERNMENT TO BUSINESS (G2B)
RABIES EXAMINATION AND VETERINARY DIAGNOSTIC
SERVICE - PRIVATE VETERINARY CLINIC PATIENTS

- Walk-In Clients
- Private Veterinary Clinic Patients

- Private Veterinary Clinic
- Office of the Provincial Veterinarian
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None

1 minute

Attending

1. Proceed to the |1. The technical _
Office of the staff must ensure Veterinarian/
Provincial _ that the client Officer of the Day
Veterinarian with | wear face mask,
the pet, wear face | disinfect hands
mask and face with alcohol, get
shield, submit self | body temperature
for body and™1 meter
temperature distance is
check, disinfect observed.
hands with
alcohol and
register in the
client’s logbook.
2. Fill out Request 2. Receive the None 5 minutes Attending
Form and submit | specimen for Veterinarian/
the specimen laborato Officer of the Day
together with the | examination.
private
veterinarian’'s
order form.
3. Wait for the 3. Inform the client None 1 minute Attending
result and that the test will Veterinarian/
advisory from the |be done in 1 day. Officer of the Day
attending
veterinarian.
4. Pay _ 4. Receive the Clinical Chemistry 3 minutes Attending
corresponding payment and - Php 2, 380.00 Veterinarian/
fees. Issue official Officer of the Day
receipt.
5. Fill out 5. Give client None 1 minute Attending
customer customer Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form,
and drop at the advise to fill out
suggestion box. |and drop at the
suggestion box.
6. Perform None 1 day Laborato

laboratory test,
encode the test
result and hand
over to the
attending
veterinarian.

Technical sfaff

PGLU | CITIZEN'S CHARTER
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6. Return to the 7. Release the None 30 minutes Attending
Office of the result and advise Veterinarian/
Provincial the client what to Officer of the Day
Veterinarian, wear | do base from the
face mask, result. Give the
disinfect hands necessa
with alcohol treatment to the
submit self for animal if needed.
body temperature |Refer to clinic if no
check, register in |available means
the client's of treating the
logbook, receive |animal.
the test result and
follow the advice
ofthe
Veterinarian.
Submit the
animal/s for
treatment if
needed.
7. Fill out 8. Give client None Attending
customer customer Veterinarian/
feedback and feedback and Officer of the Day
complaint form complaint form,
and drop at the advise to fill out
suggestion box. |and drop at the

suggestion box.

Total| Php 2, 380.00

42 minutes

PGLU | CITIZEN'S CHARTER
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box

located at the Client Assistance Desk.

How feedback is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-0248.

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Answer the client complaint form and drop it at the box
located at the Tourist Assistance Desk.

Complaints may also be file thru telephone at

OPVET:
Tel No. :(072) 607-0248
Email : pgluopvet@gmail.com

Office of the Governor:
Tel. No. : (02) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident

Evidence
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Contact Information of Office of the | DR. NIDA N. GAPUZ

Provincial Veterinarian Provincial Veterinarian
Aguila Road, Sevilla, City of San Fernando, La Union
e-mail: pgluopvet@gmail.com
Tel No.: (072) 607-0248

MR. FERDINAND P. BUCCAT

Supervising Administrative Officer-Provincial Veterinary
Office

Aguila Road, Sevilla, City of San Fernando, La Union
e-mail: pgluopvet@gmail.com

Tel No.: ((072) 607-0248
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OFFICE OF THE
PROVINCIAL
GOVERNOR -
LOCAL ECONOMIC
ENTERPRISE AND
INVESTMENT
'PROMOTIONS UNIT

P R O VI N CI AL G OV E R NMENT
O F L A U NI O N



1. Assistance to Micro, Small & Medium Enterprises (MSMEs) for the
promotion and selling of products.

- MSMEs are encouraged to promote and sell their products at the La Union Agri-Tourism Center
(LUATC) widely knows as the “Pasal.Ubong Center” to ensure sustainable growth and
development.

Local Economic Enterprise & Investment Promotions Unit
(LEEIPU)

Simple

G2C- Government to Citizen
G2B- Government to Business

1. Mayor’s/Business Permit
2. BIR Registration

3. DTI Registration or CDA Registration

4. FDA Registration (if any)

5. Product Profile

1. Fill-out the
Registration Form

a) Health and
safety protocol
Advise MSMEs to
observe physical
distancing at least
one (1) meter
apart. The use of
face mask and
face shield is
required. Get the
body temperature
through thermal
scanner and let
them sanitize their
hands before
entering the La
Union ~
Agri-Tourism
Center (LUATC).

Require MSMEs
to write their
contact details in
the tracing
slip/logbook ,
together with their
body temperature
for contact tracing
purposes.

Assist MSMES in
the filling-out the
form.
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Micro, Small & Medium Enterprise (MSMESs)

None

1. Local Government Unit

2. Bureau of Internal Revenue

3. Department of Trade and Industry or
Cooperative Development Authority

4. Food and Drug Administration

5. LEEIPU

5 Minutes Admigistrative

taff
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b) Receive &
review the validity
of requirements
submitted.

c) Interview

MEs on the
products to be
sold.

ﬁ/? Request the
SMEs to
provide product
samples for
assessment.

e) Discuss to
MEs the
branding and
labeling code of
the province and
useof | vLa
Union logo.

None

10 Minutes

20 Minutes

10 Minutes

15 Minutes

Technical Staff
Selection Head /

Technical Staff

Technical Staff

Technical Staff

2. Provide

sample products.

a. Check the
quality of the
products to
ensure the
product safety.

b. Discuss to
MSMEs the terms
and conditions/
agreement on the
services to be
provided.

None

1 Hour

10 Minutes

Technical Staff

Selection Head /
Technical Staff

3. Wait for the
approval.

4 Delivery of
products.

a. Evaluate/
assess the ,
registration/applic
ation for products
inclusive to be
sold at LUATC
and inform clients
to wait for 1
working day for
approval.

b. Onced o
approved, inform
I\fé)MEs to
advised to deliver
the products.

| Check the

delivered
products per
piece

None

None

15 Minutes

10 Minutes

2 Hours

' Unit/Section Head:

Administrative
Staff

Administrative
Staff
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5. Secure Update MSMEs None 30 Minutes Technical Staff
payment of once payment is
products. ready for pick-up.

Total None 5 Hours and l |
5 Minutes |

2. Assistance to clients (customers/buyers of products)

- Clients/customers shall be assisted in buying/purchasing of products at LUATC
- Knowledge about the product shall be provided to the clients/customers.

Local Economic Enterprise & Investment Promotions Unit
(LEEIPU)

Simple

G2C- Government to Citizen

Micro, Small & Medium Enterprise (MSMESs)

NONE | NONE |
1. Fill-out the Health and Safety None 2 Minutes Administrative
customer’s Protocol : Staff
logbook. Advise clients / '

customers to
observe physical
distancing at least
one (1) meter
apart. The use of
face mask and
face shield is
required. Get the
body temperature
through thermal
scanner and let
them sanitize their
hands before
entering the La
Union ~
Agri-Tourism
Center (LUATC).

Require clients /
customers to write
their contact
details in the
tracing
slip/logbook _
together with their
body temperature
for contact tracing
purposes.
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Assist clients / None Administrative
customers in Staff
filling-out the
logbook.
2. Customer Attend to queries None 15 Minutes Administrative
select products to | of customers Staff
be bought. about the
products bein
sold at LUATC.
3. Customers Provide the None 10 Minutes Administrative
pay the selected roducts to clients Staff
roducts to be customers.
ought. i
Issue receipts.
Total None 27 Minutes
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Feedback and Complaints

How to send a feedback? Answer the client feedback form and drop it at the box
located at the LEEIPU Assistance Desk.

How feedback is processed? Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-2467 and/or 619-5075.

How to file a complaint? | Answer the client complaint form and drop it at the box
located at the LEEIPU Assistance Desk.

Complaints may also be file thru telephone at

LOCAL ECONOMIC ENTERPRISE AND INVESTMENT
PROMOTIONS UNIT:

Tel No. :(072) 619-5075

Email : leeipu@launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888
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How to file a complaint?

" Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-2467 and/or 619-5075.

Contact Information of the Local
Economic Enterprise and
Investment Promotions Unit
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MS. CHARITO C. DATOR

LEEIPU Head

La Union Agri-Tourism Center, Mabanag Justice Hall,
City of San Fernando, La Union

Email: leeipu@launion.gov.ph

Tel No.: (072) 242-2467

MS. JULIENNE GAYLE V. CARINGAL-GUIANAN
Administrative Officer V

La Union Agri-Tourism Center, Mabanag Justice Hall,
City of San Fernando, La Union

Email: leeipu@launion.gov.ph

Tel No.: (072) 619-5075
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1. Submission of Job Vacancies

- MSMEs are encouraged to promote and sell their products at the La Union Agri-Tourism Center
(LUATC) widely knows as the “PasalL.Ubong Center” to ensure sustainable growth and
development.

» Job vacancies

« Business Permit
* BIR Registration
» SEC Registration
* DOLE Registration

A. New Employeer

PUBLIC EMPLOYMENT SERVICE OFFICE &
DEPARTMENT OF LABOR AND EMPLOYMENT

Simple

G2C- Government to Citizen
G2B- Government to Government

Employers

-Local Government Unit (LGU)

-Bureau of Internal Revenue (BIR)

-Security and Exchange Commission (SEC)
-Department of Labor & Employment (DOLE)

1. Fill-out the 1. Advice the None 5 Minutes Administrative
Department of client to observe Staff
Labor & physical
Errcls)l%yment distancing at least
DOLE) 1) meter, wear
stablishment ce mask and
Registration Form | face shield and
for new business/ | use alcohol based
private disinfectant u%on
establishments. | entering PESO.
Require the client
to write their
contact details in
the logbook of
PESO for contact
tracing purposes.
Assist the client in
Filling-out the
form.
2. Submit the 2. Receive and None 3 Minutes Administrative
following review the Staff
documents. following
» Job vacancies = | submitted
« Business Permit |documents:
» BIR Registration |« Job vacancies
« SEC « Business Permit
Re%stratlon * BIR Registration
* DOLE | « SEC
Registration Re%stratlon
« DOLE |
Registration

PGLU | CITIZEN'S CHARTER
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Review
completeness of
details of the job
vacancies
submitted.

3. Wait for the
approval of the
ob vacancies to

= gosted at
PESO.

Approve the
posting of job
vacancies.

None

3 minutes

PESO Manager |

Total

None

11 minutes

B. Old Employer

1. Fill-out logbook
of employers at
Public
Employment
Service Office

(PESO)

1. Advice the
client to observe
hysical
distancing at least
#1) meter, wear
ace mask and
face shield and
use alcohol based
disinfectant uBon
entering PESO.

Require the client
to write their
contact details in
the logbook of
PESO for contact
tracing purposes.

Assist and refer
the client to the
assigned clerk.

None

3 minutes

Administrative
Staff

2. Submit job
vacancies.

2. Receive and
review
completeness of
details of the job
vacancies
submitted for
posting.

Approve the
posting of job
vacancies.

None

2 minutes

2 minutes

Administrative
Staff

PESO Manager

Total

None

7 minutes
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2. Employment Referral Service

- Public Employment Service Office (PESO) provides a venue where people could explore various
employment options and serve as referral and information center for the various employment
services and programs of the Department of Labor & Employment (DOLE).

PUBLIC EMPLOYMENT SERVICE OFFICE &
DEPARTMENT OF LABOR AND EMPLOYMENT
Simple

G2C- Government to Citizen

Jobseekers, Employers, Students (15-30 yrs. old),

Out of School Youth (15-30 yrs. old) Migratory Workers,

Person with Disabilities (PWDs), Returning Overseas Filipino
Workers (OFWs), Displaced Workers

« Application Letter NONE

* Resume
'1._Fill-out the 1. Advice the None 3 Minutes ' Administrative
PESO client to observe Staff
Employment physical

SFystems Form distancing at least
EIS

|(: ) - }1) meter, wear
orm/Applicant's | face mask and
Registration face shield and |

Form. use alcohol based
disinfectant upon
entering PESO.

Require the client
to write their
contact details in
the I%]book of
PESO for contact
tracing purposes.

Receive gob
applicant, check
the requirements
and conduct
interview.

Assist the client.

2. Submit 2. Receive and None 2 Minutes Administrative
accomplished Check the Staff
PESO accomplished

Employment PEIS form if

Systems Form roperly filled-up.
FYEIS bl :

orm/Applicant’s |
Registration |
Form.
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3. Look/select job | 3. Wait for the job None 3 minutes Administrative
vacancy that applicant’s Staff
suits/fits his or her | decision.
qualification. o
Assist (if needed) .

4. Inform the 4. Receive the None 3 minutes | Administrative

ESO Staff about |resume and | Staff
the job vacancy Frepare referral
he/she wants to etter.
apply. |
5. Wait for 5. Forward the None 3 minutes Administrative
referral letter to referral letter to Staff
be released/ the PESO '
issued. Manager for

signature.

6. Receive 6. Release referral None 2 minutes Administrative
referral letter. letter. Staff
7. Proceed to the | 7. Provide None 5 minutes | PESO Manager/
assigned PESO | employment Technical Staff
Staff after coac;hlngl to job
receiving the applicant.
signed referral
letter for
employment
coaching.

Total None 21 minutes

3. Special Recruitment Activity (SRA) / Overseas Employment

- Special Recruitment Activities shall only be conducted at the venue stated in the SRA and under
the supervision of duly authorized representatives of the Philippine Overseas Employment
Administration (POEA) Regional Office or appropriate local government unit.

PUBLIC EMPLOYMENT SERVICE OFFICE,
DEPARTMENT OF LABOR AND EMPLOYMENT &
PHILIPPINE OVERSEAS EMPLOYMENT ADMINISTRATION

' Highly Technical
G2B-Government to Business & G2C-Government to Citizen

Jobseekers, Employers, Migratory Workers,
Person with Disabilities (PWDs), Returning Overseas Filipino
Workers (OFWs), Displaced Workers

+ Letter of intent Philippine Overseas Employment
« Certificate of license from POEA Administration (POEA)

« List of Job orders

+ Company profile
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For Walk-in Clients

1. Submit Letter | 1. Advice the None Administrative
of Intent with client to observe Staff
Philippine physical
Overseas distancing at least
Employment p) meter, wear
Administration ace mask and
(POEA) certificate  face shield and
of license, job use alcohol based
order and disinfectant u%on
compana/ Ela_roﬂle entering PESO.
attached. The _ )
letter of intent Require the client
should be to write their
addressed to the |contact details in
Office of the the I%;book of
Provincial PESQO for contact
Governor. tracing purposes.
Verify to the 5 minutes
Philippine
Overseas
Employment
Administration
POEA) the status
of the requesting
overseas
recruitment
agency.
Prepare No 5 minutes
Objection
Certificate (NOC).
Endorse NOC to PESO Manager
the Office of the
Provincial
Governor for
approval.
2. Wait for the 2. Advise the None 3 days Administrative
notice from PESO | client about the Staff
about the status of the
approval of re_cw_ested NQOC
re.chu.ested NOC | within three (3)
within three (3) days.
days.
Pick-up the Issue the
approved No approved NOC to
bjection the client.
Certificate (NOC).
3. Submit to 3. Settles the None 10 minutes PESO Manager
PESO the _ |schedule and the
approved SPeClal venue of the
ecruitmen recruitment
Authority (SRA) | activity in Public
issued by POEA. |Employment
Service Office
(PESO).

PGLU | CITIZEN'S CHARTER
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email from PESO
about the
approval of
requested NOC
within three (3)
working days.

Acknowledge the
receipt of No

Objection
Certificate (NOC).

client about the
status of the
re_%uested NOC
within three (3)
days through
email.

Email the
approved NOC to
the client.

4. Provide the job |4. Disseminate None 5 working days Administrative
hiring/recruitment | the information on before the ™ Staff
Flyers/Posters or | the schedule of scheduled activity
Tarpaulins five (5) |interview and job
dar\]/s before the = | vacancies by
scheduled activity. | posting in the
ulletin board,

providing copies

of {ob vacancies

to the City /

Municipal Public

Employment

Service Offices

(PESOs) and

social media for

five (5) days

before the

scheduled activity.
5. Submit terminal | 5. Accept the None 5 minutes PESO Manager/
report after then | terminal report. Technical Staff
recruitment
activity.

Total None 8 days &
25 minutes
For Online Clients
1. Email the 1. Verify to the None 5 minutes Administrative
Letter of Intent Philippine Staff
with Philippine Overseas
Overseas Employment
Employment Administration
Administration (POEA) the status
(POEA) certificate | of the requesting
of license, job overseas
order and recruitment
companc}/ profile |agency.
attached. _
_ Prepare No 5 minutes

The letter of intent | Objection
should be Certificate (NOC).
addressed to the
Office of the Endorse NOC to PESO Manager
Provincial the Office of the
Governor. Provincial

Governor for

approval.
2. Wait for the 2. Advise the None 3 working days Administrative

Staff
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3. Submit to 3. Settles the None 10 minutes PESO Manager
PESO the _ schedule and the
approved SFemal venue of the
ecruitmen recruitment
Authority (SRA) | activity In Public
issued by POEA. |Employment
Service Office
PESO).
4. Submit/email 4. Disseminate None 5 working days Administrative
the job hiring/ the information on Staff
recruitment the schedule of
flyers/Posters or | interview and job
tarpaulins five (5) |vacancies by
days before the osting in the
scheduled activity. | bulletin board,
providing copies
of {ob vacancies
to the 'CIT.?// ,
Municipal Public
Employment
Service Offices
(PESOs) and
social media five
5) days before
e scheduled
activity.
6. Submit terminal |6. Accept the None 5 minutes Administrative
report after the terminal report. Staff
recruitment
activity.
Total None 8 days &
25 minutes

4. Local Recruitment Activity (LRA) / Local Employment

- Local recruitment activities shall only be conducted at the venue stated in the LRA and under
the supervision of duly authorized representatives from the DOLE Regional Office or appropriate
local government unit.

PUBLIC EMPLOYMENT SERVICE OFFICE &
DEPARTMENT OF LABOR AND EMPLOYMENT

Highly Technical

G2C- Government to Business
G2B- Government to Government
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Jobseekers, Employers, Migratory Workers, Person with
Disabilities (PWDs), Returning Overseas Filipino
Workers (OFWs), Displaced Workers
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» Job vacancies -Employer

* Business Permit -Local Government Unit (LGU)

» BIR Registration -Bureau of Internal Revenue (BIR)

» SEC Registration -Security and Exchange Commission (SEC)
* DOLE Registration -Department of Labor & Employment (DOLE)
« Letter of Intent -Employer

For Walk-in Client

1. Submit Letter |1. Advice the None Administrative
of Intent with: client to observe Staff

« Job vacancies _ |physical

» Business Permit |distancing at least
* BIR Registration %1) meter, wear

« SEC ace mask and

Re%stratlon face shield and
« DOLE use alcohol based
Registration disinfectant uBon

_ entering PESO.
The letter of intent . )
should be Require the client
addressed to the |to write their
Office of the contact details in
Provincial the logbook of
Governor. PESQO for contact

tracing purposes.

Receive and
review the letter of
request and

attached
documents.
Prepare No 5 Minutes
Objection
Certificate (NOC).
Endorse No 5 Minutes PESO Manager
Objection
Certificate (NOC)
to the Office of the
Provincial
Governor for
approval.
2. Wait for the 2. Advise the None 3 working days Administrative
notice from PESO | client about the Staff
about the status of the
approval of requested NOC
re.cwested NOC | within three (3)
within three (3) days.
working days.
Pick-up the
approved No Issue the

bjection approved NOC to
Certificate é)NOC) the client.
From PESO.
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3. Disseminate

5 days before the

Administrative
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3. Provide job . [ None th
hiring/ recruitment | the information on schedules activity Staff
fly ers! osters or |the schedule of
tarpau ns five (5) |interview and job
r\lls before the vacancies by
eduled activity. | posting in the
ulletin board,
providing copies
of {ob vacancies
to the City/
Municipal PESOs
and social media
five (5) days
before the )
scheduled activity.
4. Submit terminal | 4. Accept the None 5 minutes PESO Manager/
report after the terminal report. Technical Staff
recruitment
activity.
Total None 8 days &
15 minutes
For Online Clients
1. Email the 1. Receive and None 5 minutes Administrative
Letter of Intent review the letter of Staff
with: _ request and
» Job vacancies | attached
» Business Permit |documents.
» BIR Registration _
« SEC Prepare No 5 minutes
Re%stratlon Obj
* DOLE Certlﬂcate (NOC).
Registration
! Endorse No PESO Manager
The letter of intent | Objection
should be Certificate (NOC)
addressed to the |to the Office of the
Office of the Provincial
Provincial Governor for
Governor. approval.
2. Wait for the 2. Advise the None 3 working days Administrative
email from PESO | client about the Staff
about the status of the
approval of requested NOC
re uested NOC | within three (3)
in three (3) days_ through
worklng days. email.
Acknowled e the |Email the
recelpt of approved NOC to
the client.
Certn" cate (NOC).
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3. Provide job
hiring/recruitment
flyers/Posters or
tarpaulins five (5)
days before the.
scheduled activity.

3. Disseminate
the information on
the schedule of
interview and job
vacancies by
osting in the
ulletin board,
providing copies
of {ob vacancies
to the City/
Municipal PESOs
and social media

None

5 working days
before the ™
scheduled activity

Administrative
Staff

five (5) days

before the

scheduled activity.
‘4. Submit terminal |4. Accept the None 5 minutes PESO Manager/
report after the terminal report. Technical Staff
recruitment
activity.

Total None 8 days &
15 minutes

5. Special Program for the Employment of Students (SPES)

- This program is intended to help poor but deserving students pursue their education by means of
employment during summer vacation.

PGLU | CITIZEN'S CHARTER

PUBLIC EMPLOYMENT SERVICE OFFICE &
DEPARTMENT OF LABOR AND EMPLOYMENT

Complex

G2C- Government to Citizen
G2B- Government to Government

Students (In-School Youth / Out-of-School Youth)

Qualifications:

- 15 - 30 years old

- Enrolled during the present school year/term or during the
school year/term immediately preceding the summer vacation
(In-School Youth).

- Drop-out who intend to continue his/her education
(Out-of-School Youth).

- Parents combined net income after tax including his/her
own, if does not exceed the annual regional poverty threshold
for a family of six (6) for the preceding year as determined by
the Philippine Statistics Authority (PSA).

- Garnered a passing grade during the school year/term
attended.
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- Students Profile Form
- Birth Certificate
- Certification of Grades
- Certificate of Indigency
- Income Tax Return (ITR) (for employed parents)
- SPES Application Form

-Public Employment Service Office (PESO)
-Philippine Statistics Authority (PSA)
-School Registrar

-Barangay Hall

-Bureau of Internal Revenue (BIR)

-Public Employment Service Office (PESO)

1. Visit PESO & | 1. Advice the None 5 minutes Administrative
fill-up SPES client to observe Staff
Application Form. |physical
, distancing at least
Submit the 1) meter, wear
accomplished ce mask and
SPES Application |face shield and
Form. use alcohol based
disinfectant u%on
entering PESO.
Require the client
to write their
contact details in
the logbook of
PESO for contact
tracing purposes.
Receive and verify
the SPES
Application Form
submitted.
2. Submit of the |2. Assess & None 10 minutes Administrative
following review the Staff
documents: completeness of
- Students Profile | submitted
- Birth Certificate | requirements/
- Certification of | documents: _
Grades - Students Profile
- Certificate of - Birth Certificate
Indigency - Certification of
- Income Tax Grades
Return (ITR) (for | - Certificate of
employed Indigency
parents) - Income Tax
Return (ITR) (for
employed
parents)
3. Wait for the 3. * Assess/ None 5 working days | PESO Manager/

result of .
application within
five working (5)
days.

evaluate the
ualifications of
S applicant.
-Shqr_’tllstlng of
guah,ﬂed SPES
pplicants.
*Inform the
shortlisted and
qualified SPES
applicant on the
schedule of
interview.
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4. Report to
PESQ for
interview.

4. Advice the
client to observe
physical
distancing at least
p) meter, wear
ace mask and
face shield.

Require the client
to write their
contact details in
the logbook of
PESQO for contact
tracing purposes.

Interview the
shortlisted and
qualified SPES
applicants.

None

15 minutes

Administrative
Staff

PESO Manager

5. Accomplish
pertinent
documents.

5. Prepare and
process
documents for
submission to the
Department of
Labor &
Employment.

None

30 minutes

PESO Manager/ |
Technical Staff

6. Sign SPES
Contract.

6. Advice the
client to observe

pm{s'ca
distancing at least
1) meter, wear
ace mask and
face shield.

Require the client
to write their
contact details in
the logbook of
PESO for contact
tracing purposes.

Sign SPES
Contract.

None

10 minutes

Administrative
Staff

PESO Manager

7. Accept the
Order of
Employment.

7. Issue Order of
Employment for
the hired SPES
Workers.

None

30 minutes

PESO Manager |

Total

None

5 days, 1 hour & |

20 minutes
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box

located at the Public Employment Service Office (PESO)
Assistance Desk. Answer the client feedback form and
drop it at the box located at the Public Employment
Service Office (PESQO) Assistance Desk.

How feedback is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-2467.

How to file a complaint?

Answer the client complaint form and drop it at the
suggestion box located at the PESU Office.

Complaints may also be filed thru telephone at

PESO La Union:

Tel No. :(072) 242-2467

Email : peso.launion@yahoo.com /
peso.launion02@gmail.com

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

PGLU | CITIZEN'S CHARTER
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How to file a complaint?

| Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Complaint Box
and compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-2467.

Contact Information of the La Union
Provincial Public Employment
Service Office
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MS. CHARITO C. DATOR

Provincial PESO Manager

Public Employment Service Office, 2/F LUPAC Building

Quezon Avenue, Brgy. I, City of San Fernando, La Union

Email: peso.launion@yahoo.com/
peso.launion02@gmail.com/
pglu_pesu@launion.gov.ph

Tel No.: (072) 242-2467

MR. EXEQUIEL N. MADAYAG, Jr.

Labor and Employment Officer Il

Public Employment Service Office, 2/F LUPAC Building

Quezon Avenue, Brgy. I, City of San Fernando, La Union

Email: peso.launion@yahoo.com/
peso.launion02@gmail.com/
pglu_pesu@launion.gov.ph

Tel No.: (072) 242-2467
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1. ISSUANCES OF PERMITS/CLEARANCES (WITH CONSTRUCTION WORKS
TO BE DONE WITHIN THE PROVINCIAL ROAD RIGHT-OF-WAY)

- Road Right-of-Way (RROW) Permit, Excavation Permits, Clearances of new/proposed projects
along Provincial RROW.

OFFICE OF THE PROVINCIAL ENGINEER
Simple
G2G - Government to Government

G2B — Government to Business
G2C — Government to Citizen

~ All Government Agencies, LGUs, GOCCs, other Gov't,
Instrumentalities, Private Entities/Individuals

1. Health Declaration Form/Napanam QR Code
2. Request Letter to the Provincial
Governor/Provincial Engineer
3. Location Plan of the Project
4. Back-up Computation
5. Official Receipt as Proof of Payment
6. Request Letter to the Provincial Provincial Engineer’s Office;
Governor/Provincial Engineer for the Provincial Treasurer’s Office
Reimbursement of Bond
7. Approved Certificate of Completion
8. Voucher for Reimbursement
9. Back-up Computation for the Payment of
Damages (if the provincial road has not been
properly restored)
A. WORKPLACE HEALTH AND HYGIENE PROTOCOLS
1. Clients must | 1. The PEO staff None 1 minute |Administrative Unit
practice physical |should take the
distancing at least | client’s
one ri” meter temperature
apart at all times. |through the
= non-contact
2. Clients must |temperature
undergo scanner.
temperature
check and filling
up the Health
eclaration Form
and Visitor's
Logbook before
entering the office
premises. If the
clients have
registered
Napanam La
Union Contact
Tracer, scan the
QR codes at the

designated QR
scanning point.
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3. Respirato
etiquette must be

2. The PEO staff
should check if

Inspection/
Verification Fee.

3. Show proof of
payment.

payment and
issue official
receipt.

3. Validation/Site
Inspection.

Ordinance No.

115-2017
Chapter Il
Article X, Section |

144, b. 10, page
34 b8

Inspection Fee

per request from
oint of origin
FCapttoI Bldg.)

Bauang, San
Juan
— Php100.00
Caba, Bacnotan,

Naguilian
- Php150.00

Aringay, Burgos,
Bagulin, Balaoan,
an Gabriel
— Php200.00

Agoo, Bangar,
Luna, Santol
— Php250.00

Sto. Tomas,
SudFl,pen, Tubao
— Php300.00

Rosario, Pugo
—PhpSS0.0%

observed at all the client is
times and the use weann'g facemask
of facemask is properly.
mandatory.
Sanitize hands
using the
provided alcohol/
alcogel.
Total None 1 minute
B. APPLICATION OF PERMITS/CLEARANCES
1. Submit 1. Receive None 5 minutes | Administrative Unit
request letter. request letter.
2. Payment of 2. Receive Provincial Tax 10 minutes Provincial

Treasurer’s Office

i 1wo_rlﬁday_ h g;@al ;\gentll
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4. Payment of 4. Preparation of | Cost for Portland 30 minutes Special Agent |l
Restoration ack—uP _ Cement Concrete

Guarantee computation for Pavement
Deposit the Restoration (PCCP)\;\:{
(Refundable). Guarantee = Length x Width
Deposit. x Thickness x
Unit Cost of

PCCP (per sq.
m.)

Cost for Road
Shoulder*
= Length x Width
x Thickness x
Unit Cost of
Concrete (Class
A, percu. m.)

5. Show proof of | 5. Preparation/ None 20 minutes Special Agent
payment. drafting of
Excavation
Permit/ROW
Clearance.
6. Receive the 6. Release of None 10 minutes Provincial
Excavation Excavation Engineer
Permit. Permit.
7. Receive the 7. Approval of the None 15 minutes Provincial
ROW Clearance. | Provincial Engineer
Engineer.
8. Release of the None 5 minutes Special Agent I
ROW Clearance.
8. Fill-up the 9. Assist the None 3 minutes ' Administrative Unit|

Feedback Form | client in filling-up
and dropping it in |the Feedbac
the Suggestion Form.

Total Inspection Fee 1 day, 1 hour
o and 38 minutes
Restoration
Guarantee
Deposit ._
C. CLAIMING/REFUNDING THE RESTORATION GUARANTEE DEPOSIT
1. Clients must None 1 minute ' Administrative Unit|

practice physical
distancing at least
one (1) meter
apart at all times.
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2. Clients must
undergo
temperature
check and filling
EP the Health
eclaration Form
and Visitor’s
Logbook before
entering the office
premises. If the
clients have
registered
Napanam La
Union Contact
Tracer, scan the
QR codes at the
designated QR
scanning point.

1. The PEO staff
should take the
client’s
temperature
through the
non-contact
temperature
scanner.

3. Respirato
etiquette must be
observed at all

2. The PEO staff
should check if
the client is

times and the use weannP facemask
of facemask is properly.
mandatory.
Sanitize hands
using the
provided
alcohol/alcogel.
4. Upon 3. Receive None 5 minutes |Administrative Unit
completion of the |request letter.
project, submit
request letter for | 4. Site inspection None 1 working day Special Agent ||
reimbursement. | for final
completion/accept
ance if the
rovincial road
as been
restored.
5. Preparation/ None 15 minutes Special Agent |l
drafting of
certificate of
completion.
6. Approval of the None 15 minutes Provincial
certificate of Engineer
completion.
7. Preparation of None 1 working day Liaison Officer
voucher for the
reimbursement of
bond.
5. Receive 8. Release of None 5 minutes Provincial
payment. payment. Treasurer’s Office
(Cash Division)
Total None 2 days and
41 minutes
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D. PAYMENT OF DAMAGES IF THE PROVINCIAL ROAD HAS NOT BEEN PROPERLY
RESTORED

1. Receive
balance and
official receipt.

1. Upon site
inspection and
found that the
rovincial road
as not been
properly restored,
reparation of
ack- F .
computation for
the damages to
be deducted in the
Restoration
Guarantee
Deposit.

2. Inform/
recommend the
Client as well as
the Provincial
Engineer and the
Provincial
Treasury Office on
the payment of
damages.

3. Release of
balance and _
issuance of official
receipt for the
payment of
damages.

None

30 minutes

Special Agent |l

5 minutes

Special Agent I

5 minutes

Provincial
Treasurer’s Office
(Cash Division)

Total

None

40 minutes

'Note: *One or both, whichever is/are to be done in the construction/restoration works.
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2. ISSUANCES OF PERMITS/CLEARANCES (NO CONSTRUCTION WORKS TO

BE DONE WITHIN THE PROVINCIAL ROAD RIGHT-OF-WAY)
- Road Right-of-Way (RROW) Permit, Excavation Permits, Clearances of new/proposed projects
along Provincial RROW.

OFFICE OF THE PROVINCIAL ENGINEER

_ Simple

G2G — Government to Government
G2B — Government to Business
G2C — Government to Citizen

1. Health Declaration Form/Napanam QR Code
2. Request Letter to the Provincial
Governor/Provincial Engineer

3. Location Plan of the Project

A. WORKPLACE HEALTH AND HYGIENE PROTOCOLS

1. Clients must
practice physical
distancing at least
one (1) meter
apart at all times.

2. Clients must
undergo
temperature
check and filling
LEI;.) the Health
eclaration Form
and Visitor’s
Logbook before
entering the office
premises. If the
clients have
registered
Napanam La
Union Contact
Tracer, scan the
QR codes at the
designated QR
scanning point.

1. The PEO staff
should take the
client’s
temperature
through the
non-contact
temperature
scanner.

3. Respirato
etiquette must be
observed at all
times and the use
of facemask is
mandatory.
Sanitize hands
using the
provided alcohol/
alcogel.

2. The PEO staff
should check if
the client is
weann{g facemask
properly.

Provincial Engineer’s Office;
Provincial Treasurer’s Office

None

All Government Agencies, LGUs, GOCCs, other Gov't,
Instrumentalities, Private Entities/Individuals

1 minute

;'Administrative Unit

Total
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B. APPLICATION OF PERMITS/CLEARANCES

1. Submit
request letter.

2. Payment of
Inspection/
Verification Fee.

3. Show proof of
payment.

1. Receive
request letter.

2. Receive
payment and
issue official

receint

3. Validation/Site
Inspection.

None

Provincial Tax
Ordinance No.
115-2017
Chapter Il
Article X Section
144, b.3140, page

Inspection Fee
per request from
{Jomt_ of origin

5 minutes | Administrative Unit

Provincial
Treasurer’s Office

10 minutes

1 working day Special Agent |l

Capitol Bldg.)
Bauang, San
uan
— Php100.00
Caba, Bacnotan,
Naguilian
— Php150.00
Aringay, Burgos,
Bagulin, Balaoan,
an Gabriel
— Php200.00
Agoo, Bangair,
Luna, Santol
— Php250.00
Sto. Tomas,
SudF[pen, Tubao
— Php300.00
Rosario, Pugo
— Php350.
4. Preparation of None 20 minutes Special Agent |l
Excavation
Permit/ROW
Clearance.
4. Receive the 5. Release of None 10 minutes Provincial
Excavation Excavation Engineer
Permit. Permit.
5. Receive the 6. Approval of the None 15 minutes Provincial
ROW Provincial Engineer
Clearance. Engineer.
7. Release of the None 5 minutes Special Agent |l
ROW Clearance.
6. Fill-up the 8. Assist the None 3 minutes Administrative
Feedback Form | client in filling-up Unit
and dropping it in |the Feedbac
the Suggestion Form.
Box.
Total None 1 day, 1 hour

and 8 minutes
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3. REQUESTS FOR REPAIR WORKS (NO MATERIALS AVAILABLE)

- Repair works provided by the Provincial Engineer’s Office such as carpentry, plumbing and

electrical works as per requests by the PGLU Offices, District Hospitals and LGUs

OFFICE OF THE PROVINCIAL ENGINEER

- HIGHLY TECHNICAL
G2G — Government to Government

All PGLU Offices, District Hospitals, LGUs

1. Health Declaration Form/Napanam QR Code
2. Request Letter to the Provincial
Governor/Provincial Engineer

3. Location Plan of the Project

A. WORKPLACE HEALTH AND HYGIENE PROTOCOLS

Provincial Engineer’s Office;
Provincial Treasurer’s Office

1. Clients must
practlce physical
|stancmg at least
one ri meter
apart at all times.

2. Cllents must
undergo
temperature
check and flllng
L[ij the Health
eclaration Form
and Visitor’s
Logbook before
entering the office
premises. If the
clients have
registered
Napanam La
Union Contact
Tracer, scan the
R codes at the
designated QR
scanning point.

3. Respirato
etiquette must be
observed at all
times and the use
of facemask is
mandatory.
Sanitize hands
using the
prowded alcohol/
alcogel.

1. The PEO staff
should take the
client’'s
temperature
through the
non-contact
temperature
scanner.

2. The PEO staff

should check if
the client is
wearmlg facemask
properly.

Total

None

None

1 minute

1 minute

' Administrative Unit
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B. REQUESTS FOR REPAIR WORKS

1. Submit 1. Receive None 5 minutes ' Administrative
request letter. request letter. _ Unit
2. Coordinate None 5 minutes Administrative
with the Unit

Construction/
Maintenance Unit
for the requested

repair works. .
2. Assist/show 3. Check and None 30 minutes | Construction/
the PEO staff the |assess the ] Maintenance Unit
repair works to be | requested repair
done. works.

4. Procurement None 18 days | Liaison Officers

of materials if
materials are not

available. _
5. Initiate the None 1 day ' Construction/
carpentry/ Maintenance Unit
plumbing/
electrical works. _
3. Fill-up the 6. Assist the None 3 minutes Administrative
Feedback Form | client in filling-up Unit

and dropping it in |the Feedbac
tEi;e Suggestion Form.
OX.

Total None 19 days
and 43 minutes |

4. REQUESTS FOR REPAIR WORKS (WITH MATERIALS AVAILABLE)

- Repair works provided by the Provincial Engineer’s Office such as carpentry, plumbing and
electrical works as per requests by the PGLU Offices, District Hospitals and LGUs

OFFICE OF THE PROVINCIAL ENGINEER
HIGHLY TECHNICAL
' G2G - Government to Government
All PGLU Offices, District Hospitals, LGUs

1. Health Declaration Form/Napanam QR Code
2. Request Letter to the Provincial Provincial Engineer’s Office;
Governor/Provincial Engineer Provincial Treasurer’s Office
3. Location Plan of the Project
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A. WORKPLACE HEALTH AND HYGIENE PROTOCOLS

plumbing/
electrical works.

1. Clients must | 1. The PEO staff None 1 minute |Administrative Unit

practice physical | should take the

distancing at least | client’s

one (1) meter temperature

apart at all times. |through the

- : non-contact

2. Clients must  |temperature

undergo scanner.

temperature

check and filling

LEJP the Health

eclaration Form

and Visitor’s

Logbook before

entering the office

premises. If the

clients have

registered

Napanam La

Union Contact

Tracer, scan the

QR codes at the

designated QR

scanning point.

3. Respirato 2. The PEO staff

etiquette must be |should check if

observed at all the client is

times and the use weannrg facemask

of facemask is properly.

mandatory.

Sanitize hands

using the

provided alcohol/

alcogel.

Total None 1 minute

B. REQUESTS FOR REPAIR WORKS

1. Submit 1. Receive None 5 minutes Administrative

request letter. request letter. Unit
2. Coordinate None 5 minutes Administrative
with the ) Unit
Construction/Main
tenance Unit for
the requested
repair works.

2. Assist/show 3. Check and None 30 minutes Construction/

the PEO staff the |assess the ) Maintenance Unit

repair works to be | requested repair

done. works.
4. Initiate the None 1 day Construction/
carpentry/ Maintenance Unit
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3. Fill-up the 5. Assist the
Feedback Form | client in filling-up
and dropping it in |the Feedbac
tEi;e Suggestion Form.

OX.

None

3 minutes

Administrative
Unit

Total

None

19 days

and 43 minutes |

5. REPAIR OF SERVICE/LIGHT VEHICLES (No Materials/Parts available)

- Minor repair jobs and replacement of wear and tear parts of service/light vehicles to be

conducted by the Motorpool staff.

OFFICE OF THE PROVINCIAL ENGINEER

HIGHLY TECHNICAL

G2G - Government to Government

1. Health Declaration Form/Napanam QR Code
2. Request Letter to the Provincial
- Governor/Provincial Engineer _

'A. WORKPLACE HEALTH AND HYGIENE PROTOCOLS

All PGLU Offices, District Hospitals, LGUs

Provincial Engineer’s Office

1. Clients must | 1. The PEO staff
practice physical | should take the
distancing at least | client’s
one (1) meter temperature
apart at all times. |through the
; non-contact
2. Clients must | temperature
undergo scanner.
temperature
check and filling
%p the Health
eclaration Form
and Visitor’s
Logbook before
entering the office
premises. If the
clients have
registered
Napanam La
Union Contact
Tracer, scan the
QR codes at the
designated QR
scanning point.

None

1 minute

.[-Administrative Unit
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3. Respirato
etiquette must be
observed at all
times and the use
of facemask is
mandatory.
Sanitize hands
using the
provided alcohol/
alcogel.

2. The PEO staff
should check if
the client is
weann'g facemask
properly.

Total

None

1 minute

'B. PREPARATION FOR THE REPAIR OF THE SERVICE VEHICLE/LIGHT VEHICLE

1. Submit
request letter.

1. Receive
request letter.

None

5 minutes

Administrative
Unit

2. Forward/
coordinate the
request to the
Motorpool staff.

None

1 minute

Administrative
Unit

2. Bring the
vehicle to be
repaired at the
Motorpool.

3. Assist/show
the PEO staff the
suspected car
malfunction to be
repaired or
worn-out parts to
be replaced.

3. If the vehicle
cannot be
immobilized, the
Motorpool staff
will tow the said
vehicle.

| 4. Ocular

inspection/
troubleshooting of
the vehicle an
discussion with
the driver to
assess extent of
repair.

None

None

1 hour

10 minutes

Motorpool Staff

Motorpool Staff

5. Prepare and
filling-up the
Pre-Inspection
Checklist.

6. Prepare Job

Order and listin
of materials/parts
needed for the
repair.

None

None

5 minutes

10 minutes

Motorpool Staff

Motorpool Staff ”

7. Procurement
of materials/parts.

None

19 days

Motorpool Staff

4. Test drive the
vehicle.

8. Perform repair
of vehicle.

9. Test drive the
vehicle.
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5. Fill-up the 10.Assist the None 3 minutes Administrative
Feedback Form | client in filling-up Unit

and dropping it in |the Feedbac
’gne Suggestion Form.
OX.

Total None 19 days, 3 hours |
and 4 minutes

6. REPAIR OF SERVICE/LIGHT VEHICLES (with Materials/Parts available)

- Minor repair jobs and replacement of wear and tear parts of service/light vehicles to be
conducted by the Motorpool staff.

OFFICE OF THE PROVINCIAL ENGINEER

SIMPLE
G2G - Government to Government

~ All PGLU Offices, District Hospitals, LGUs

1. Health Declaration Form/Napanam QR Code

2. Request Letter to the Provincial Provincial Engineer’s Office,
Governor/Provincial Engineer Motorpool Section

3. Pre-Inspection Checklist

4. Job Order

A. WORKPLACE HEALTH AND HYGIENE PROTOCOLS

1. Clients must | 1. The PEO staff None 1 minute Administrative Unit
practice physical |should take the
distancing at least | client’s
one (1) meter temperature
apart at all times. |through the
- - non-contact
2. Clients must | temperature
undergo scanner.
temperature
check and filing
L[I)p the Health
eclaration Form
and Visitor’s
Logbook before
entering the office
premises. If the
clients have
registered
Napanam La
Union Contact
Tracer, scan the
R codes at the I
designated QR |
scanning point.
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3. Respirato
etiquette must be
observed at all
times and the use
of facemask is
mandatory.
Sanitize hands
using the
provided alcohol/
alcogel.

2. The PEO staff
should check if
the client is
wearln? facemask
properly.

Total

None

1 minute

B. PREPARATION FOR THE REPAIR OF THE SERVICE VEHICLE/LIGHT VEHICLE

and 5 minutes*

Submit request Receive request None 5 minutes Administrative
letter. letter. Unit
Forward/coordinat None 1 minute Administrative
e the request to Unit
the Motorpool
staff.
Bring the vehicle |If the vehicle None 1 hour Motorpool Staff
to be repaired at | cannot be
the Motorpool. immobilized, the
Motorpool staff
will tow the said
vehicle.
Assist/show the | Ocular inspection/ None 10 minutes Motorpool Staff
PEO staff the troubleshooting of
suspected car the vehicle an
malfunction to be | discussion with
repaired or the driver to
worn-out parts to | assess extent of
be replaced. repair.
Prepare and None 5 minutes Motorpool Staff
ﬁllln?-up the
Pre-Inspection
Checklist.
Prepare Job None 10 minutes Motorpool Staff
Order and listin
of materials/paris
needed for the
repair.
Perform repair of None 1 hour* Motorpool Staff
vehicle.
Test drive the Test drive the None 30 minutes Client/Motorpool
vehicle. vehicle. Staff
Fill-up the Assist the client in None 3 minutes Administrative
Feedback Form ﬁlhng—upt e Unit
and dropping it in | Feedback Form.
the Suggestion
Box.
Total None 3 hours

Note: *Time shall be added depending on the extent of the repair works.
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7. EQUIPMENT RENTAL

- Excavation, leveling, loading, hauling, compacting, transporting and dredging works using
equipment through rental.

OFFICE OF THE PROVINCIAL ENGINEER

COMPLEX

G2G - Government to Government

G2B — Government to Business

G2C — Government to Citizen

All Government Agencies, LGUs, GOCCs, other Gov't,
Instrumentalities, Private Entities/Individuals

1. Health Declaration Form/Napanam QR Code Provincial Engineer’s Office, Motorpool
2. Request Letter to the Provincial Section

Governor/Provincial Engineer

3. Approved Equipment Rental Form

A. WORKPLACE HEALTH AND HYGIENE PROTOCOLS

1. Clients must | 1. The PEO staff None 1 minute ' Administrative Unit
practice physical |should get the
distancing at least | client’s

one (1) meter temperature

apart at all times. |through the
. non-contact

2. Clients must | temperature

undergo scanner.

temperature

check and filling

L[tjp the Health

eclaration Form
and Visitor's

Logbook before
entering the office
premises. If the
clients have
registered
Napanam La
Union Contact
Tracer, scan the
R codes at the
designated QR
scanning point.

3. Respirato 2. The PEO staff
etiquette must be | should check if
observed at all the client is
times and the use weannP facemask |
of facemask is properly. I
mandatory.
Sanitize hands
using the
provided alcohol/
alcogel.
Total None 1 minute
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B. PREPARATION AND PROCESSING OF RENTAL EQUIPMENT RENTAL FORM

rental.

payment and
Issue official
receipt.

Ordinance No.
115-2017,
Chapter V., Article
IV, Section 159,

page 40

Wheel Loader
(PL-97-01 and
PL-11-02
Php8, 800 00 per

Php, 46%’ 00 per

Track Type
Excavator
(BH -97-01 and

H-06-02)
Php8 000 00 per

Php1, 333’ 00 per
Vibratory
Compactor
(VR-97-01)
Php6, 400 00 per
Php, 063 00 per
Track Type
Tractor
(DZ-07-01 and
DZ-11-03)
Php1 0 000 00

PhpfJ 666 gﬁ per
hour

1. Submit 1. Receive None 5 minutes Administrative
request letter. request letter. Unit
2. Forward/ None 1 minute Adminisf[rative—
coordinate the Unit
request to the
Motorpool staff.
3. Preparauon None 5 minutes | Motorpool Staff "
and filling- u&
qunpment ental
Form.

Signing of Signing of None 2 minutes Motorpool
Equmen Rental Equnpmen Rental Qperations
Form. Form if equipment Supervisor

is available on the and the
date requested. Provincial
Engineer
3. Payment of 5. Receive Provincial Tax 10 minutes Provincial

Treasurer’s Office
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Motor Grader
(RG-97-01 and
RG-11-02)
PhpB,%O0.00 per
ay,;

Php1 ,33%.00 per
hour

Backhoe Loader
B —97—0?J 2and

Php8,000.00 per
day;
Php1,333.00 per
hour

Vibratory
Compactor

(VR-97-02)
Php5,000.00 per
ay.
Php833:00 per
hour

Track Type
Tractor
(DZ-07-02)
PhpB,%O0.00 per
ay;
Php1,333y.00 per
hour
Skid Steer
Loader
(SSL-07-01)
Php4,%00.00 per

a
Phpsseydo per
hour

Prime Mover with
Low Bed
(SFY 178)
Php10,000.00
Eer dag'
Php1,666.00 per
hour

Low Bed Trailer
(SUD 261)
Php5,000.00 per

a
Phpsss?'(jo per
hour

Php4,800.00 per
day;
Php800:00 per
hour
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Dump Truck
(SKA 743 and
SKA 748
Php4,800.00 per

a
Phpsoo?'tjo per
hour

Cargo Truck
745

and
SKV 96&9
Php3,000.00 per
day;
Php500:00 per
hour
Man Lifter Truck
(SJR 407)
Php4,800.00 per
day;
Php800.00 per
hour
k Lift
(SJR 407)
Php5,600.00 per
day;
Php933.00 per
hour

Wing Van
Php4,8 0._00 per

da
PhpBOO?JOO per
hour

Air Compressor
Php4,000.00 per

Feedback Form
and dropping it in
the Suggestion
Box.

client in filling-up
the Feedbac
Form.

PGLU | CITIZEN'S CHARTER

da
Php666:00 per
hour
4. Show proof of |6. Signing of None 2 minutes Provincial
payment. Equipment Rental Treasurer
Form upon
payment.
7. Approval of None 2 minutes Provincial
Equipment Rental Governor
Form for approval.
5. Receive the 8. Issuance of the None 1 minute Motorpool Staff
al:'pproved aéppfoved
quipment Rental | Equipment Rental
Form. Form.
6. Fill-up the 9. Assist the None 3 minutes Administrative

Unit

169



7. Assistin the 10.Preparation of None 5 minutes Motorpool Staff
deployment of the |trip ticket and
equipment by travel order.
showing the way . —
to the site and. 11. Approval of the None 10 minutes Provincial
provide fuel, oil trip ticket and Engineer
and per diems of |travel order.
the driver/ . .
operator. 12.Dispatching of None 1 day Motorpool Staff
equipment upon
approval of travel
order and trip
ticket.
8. Monitor the 13.Perform tasks None 1 day* Heavy Equipment
performance/acco  as specified work perator
mplishment of the |in the Equipment
equlpgtnent/ Rental Form.
operator.
P 14 Return the None 1 day Motorpool Staff
equipment to
Motorpool upon
end of tasks
stated in the
Equipment Rental
Form.
Total | Rental Charges 3 days* and
for Heavy and 44 minutes

Light Equipment
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Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located at the Provincial Engineer’s Office.

How feedback is processed?

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 Local 306, 308.

Answer the client complaint form and drop it at the box
located at the Provincial Engineer’s Office.

Complaints may also be file thru telephone at

Provincial Engineer’s Office:
Tel No. :(072) 242-5550 Local 306, 308
Email : pglu_peo@launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident

Evidence
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How complaint is processed? " Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)

619-5494.
Contact Information of the ENGR. RESSIE A. ESTRELLA
Provincial Engineer’s Office Provincial Engineer

Provincial Capitol, City of San Fernando, La Union
Email: pglu_peo@launion.gov.ph
Tel No.: (072) 242-5550 Local 306, 308

ENGR. EMILLE F. MARTINEZ

Supervising Administrative Officer

Provincial Capitol, City of San Fernando, La Union
Email: pglu_peo@launion.gov.ph

Tel No.: (072) 242-5550 Local 306, 308
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1. APPLICATION OF NEW COMMERCIAL SAND AND GRAVEL (CSAG) PERMIT
" PROVINCIAL GOVERNMENT-ENVIRONMENT AND

Simple

NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

G2C — Government to Citizen
G2G — Government to Government
G2B — Government to Business Entity

All interested citizens, non-government organizations and other
stakeholders who are engaged in small quarrying activity/
operation, marketing/trading in the Province of La Union

1.A SUBMISSION OF APPLICATION FOR NEW CSAG PERMIT

Five (5) sets in original copy or certified true
copy of the following documents:

1. Duly accomplished Application Form:;

2. Location Map of the applied area showing
(geographic coordinates /meridional blocks)
and boundaries in relation to major
environmental features of the project using
NAMRIA topographic map in a scale of 1:50
000 duly prepared, signed and sealed by MGB
deputized Geodetic Engineer;

3.Sketch Plan duly prepared, signed and
sealed by MGB deputized Geodetic Engineer;
4. One (1) year Work Program duly prepared,
signed and sealed by Mining
Engineer/Geologist;

5. Initial Environmental Examination (IEE)
report;

6. Proof of Technical Competence including
among others, curriculum vitae, and track
record in mining operation and environmental
management of the technical personnel who
shall undertake the activities in accordance
with the submitted one (1) year work program;
7. Proof of financial capability to undertake the
activity pursuant to the submitted one (1) year
work program such as the following:

a) For individuals- Copy of Income Tax Return
for the preceding year and proof of bank
deposit or credit line in the amount that shall
not be less than the proposed budget of the
utilization work program;

PG-ENRO
Geodetic Engineer accredited by MGB

Geodetic Engineer accredited by MGB

Licensed Mining Engineer/Registered
Geologist

DENR-EMB

Licensed Mining Engineer/Registered
Geologist

Bank
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b) For corporation, partnership, association or
cooperative-latest audited financial statement,

annual report, credit lines bank guarantees

and/or similar negotiable instrument;

8. Duly certified articles of
Incorporation/Partnership /Association,
By-Laws and Certificate of Registration issued
by the Securities and Exchange Commission
(SEC) or authorized Government Agencies;

9. Sanggunian endorsement at least 2 of the ff:

a) Barangay;
b) Municipal;
c) Province;

10. Other supporting papers that the PMRB

may require.

SEC

Concerned LGU

1. Client proceed |Guard on duty None 1 minute Guard on Duty
to the guard for | checks body (SSU)
registration using |temperature of
logbook at the client, client uses
guard’s table. The | hand sanitizer and
client must wear | foot bath and
facemask and strictly follows the
face shield. implementation of
“No Face Mask,
No Face Shleld
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)
2. Client proceed | The EMS will None 10 minutes Environmental
to PG-ENRO and |check the Management
show the 5 sets in  completeness of Spemalust (EMS)I
onﬁlnal copy or the re uirements and Community
|f|ed true copy | then (if complete) Development
of all th rowde order slip Officer (CDO)I who
reqmrements. or the payment of | are in-charge of
fees at the Mines
Provincial Geosciences
Treasury Office Section (MGS)
(PTO).
3. Client proceed | Instruct client to Application fee: 30 minutes Provincial
to Provincial pay. Php100.00 Treasurer’s Office
E-Fﬁ%%s)'-‘{g Cg'ﬁce Inspection/verificati
pay on fee: Php 500.00
4. Client will The EMS Il will None 10 minutes  |EMS Il and CDO I
submit the OfﬁCIal receive the OR who are in-charge
Recelﬁt and complete of Mines &
application Geosciences
requirements and Section (MGS)
brief the client of
the procedures to
secure Area
Status Clearance.
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5. Client receives
service and
fills-out the
Customer
Feedback Form
and drops it at the

Suggestion Box
located in front of
the PG-ENRO.

The EMS will
instruct the client
to fill up the
Customer
Feedback Form
and then prepare
endorsemen
letter signed by
the Provincial
Governor to the
Mines and
Geosciences
Bureau iMGB) for
area status and
clearance.

Note:

OPA for initial
OPG for signature

Tot;i

None

Php 600.00

2 days

—2_da_ys &
51 minutes

EMS Il and

Supervisin
Environmental
Management

Specialist

1.B. PROCEDURE UPON APPROVAL OF THE AREA STATUS AND
CLEARANCE ISSUED BY MGB OFFICE

PROVINCIAL GOVERNMENT-ENVIRONMENT AND

NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

G2C — Government to Citizen
G2G — Government to Government
G2B - Government to Business Entity

Five (5) sets in original copy or certified true
copy of the following documents:

1. Area Status and Clearance
2. Certificate of Posting at least 3 of the ff:

*Barangay

* Municipal
Provincial
PENRO

* MGB Regional Office :
3. Environmental Compliance Certificate (ECC)

4.
5.
6. DPW

Field verification report
Surety Bond of Php 20,000.00
Clearance

MGB Regional Office
Concerned LGU

DENR-EMB

MGB Office
Insurance Company
DPWH

All interested citizens,_non—government organizations and other
stakeholders who are engaged in small quarrying activity/
operation, marketing/trading in the Province of La Union
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1. Client proceeds
to the guard for
registration using
the logbook at the
guard’s table.

2. Submit 5 sets
in original copy or
certified true copy
of the
requirements.

Guard on duty
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

The EMS I will
review and
evaluate the
completeness of
the requirements
and then inform
the client about
the deliberation
procedure of the

I%pl\ﬁlg%tion by the

None 1 minute Guard on Duty
(SSU)

EMS Il and CDO |
who are in-charge
of Mines &
Geosciences
Section

None 3_0 minu:tes

Total

None 31 minutes

PMRB PASSED A RESOLUTION FAVORABLY ENDORSING THE CSAG APPLICATION

2. Submit 5 sets
in original copy or
certified true copy
of the
requirements.

Inform the client of
the result of the
deliberation
through call and
prepare CSAG
permit and
ermit-to-operate
hen endorse
thereof to the
Office of the
Provincial )
Governor for his
approval.

ote:
OPA for initial
OPG for signature

Upon approval of
;h% CSRE% permit,
inform the client
that the permit
was already
signed and ready

for pick-up.
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Supervising EMS
EMS Il and CDO |
who are in-charge
of Mines &
Geosciences
Section

None 1 hour
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1.C. RELEASE OF CSAG PERMIT AND PERMIT TO OPERATE

Guard on duty

1 minute
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1. Client proceed None Guard on Duty
to the guard for | checks body (SSU)
registration using |temperature of
logbook at the client, client uses
guard’s table. hand sanitizer and

foot bath and

strictly follows the

implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.

(Take note of the

date, time,

purpose, etc.)
2. Pay Permit Fee |Issue order slip for, Permit fee: Ph 1 hour EMS Il and CDO |
at the Provincial | the payment of 1,000.00 who are in-charge
Treasury Office | permitfee and tax | Tax clearance: of Mines &
and seek Notary |clearance fee and Php 25.00 Geosciences
Public. after paying, P <9. Section

instruct the client

to seek

notarization of the

CSAG Permit

from private

notary public.
3. Client will Accept the OR None 10 minutes EMS Il and CDO |
submit OR and and notarized who are in-charge
notarized CSAG ermit and of Mines &
Bermlt to then release the Geosciences

G-ENRO permit to the Section

client.
4. Client will EMS Il instructs None 3 minutes EMS Il and CDO |
receive the | the client to fill up who are in-charge
approved permit | the Customer of Mines &
and fill out the Feedback Form. Geosciences
Customer Section
Feedback Form
and drop it at the
Suggestion Box
located in front of
the PG-ENRO.

Total Php 1,025.00 10 minutes
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2. APPLICATION OF NEW INDUSTRIAL SAND AND GRAVEL (ISAG) PERMIT

Any qualified person may apply for Industrial Sand and Gravel Permit with the Provincial Governor
through the Provincial Mining Regulatory Board (PMRB) for the extraction, removal and
disposition of sand and gravel and other loose or unconsolidated materials that necessitate the
use of mechanical processing covering an area of not more than five (5) hectares at any one time
for a term of five (5) year from date of issuance thereof, renewable for like periods but not to
exceed a total term of twenty-five (25) years: Provided, That only one (1) Permit shall be granted
to a Qualified Person in a municipality at any one time under such terms and conditions as
provided herein.

PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple

G2C — Government to Citizen

G2G - Government to Government

G2B — Government to Business Entity

All interested citizen, private or non-government organization
and other stakeholder who are engaged in small quarrying
activity/operation, marketing/trading in the Province of La Union

2.A SUBMISSION OF APPLICATION FOR NEW ISAG PERMIT

Five (5) sets in original copy or certified true
copy of the following documents:

1. Duly accomplished Application Form; PG-ENRO

2. Location Map of the applied area showing Geodetic Engineer accredited by MGB
(geographic coordinates /meridional blocks)

and boundaries in relation to major

environmental features of the project using

NAMRIA topographic map in a scale of 1:50

000 duly prepared, signed and sealed by MGB

deputized Geodetic Engineer;

3. Sketch Plan duly prepared, signed and Geodetic Engineer accredited by MGB
sealed by MGB deputized Geodetic Engineer;

4. Five (5) years Work Program duly prepared, Licensed Mining Engineer/Registered
signed and sealed by Mining Geologist

Engineer/Geologist;

5. Initial Environmental Examination (IEE) DENR-EMB

report;

6. Environmental protection and enhancement Licensed Mining Engineer/Registered
program; Geologist

7. Proof of Technical Competence including Licensed Mining Engineer/Registered
among others, curriculum vitae, and track Geologist

record in mining operation and environmental
management of the technical personnel who
shall undertake the activities in accordance
with the submitted five (5) year work program;
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8. Proof of financial capability to undertake the
activity pursuant to the submitted five (5) year
work program such as the following:
a. For individuals - Copy of Income Tax Return
for the preceding year and proof of bank deposit
or credit line in the amount that shall not be less
than the proposed budget of the utilization work
program;
b. For corporation, partnership, association or
cooperative-latest audited financial statement,
annual report, credit lines bank guarantees
and/or similar negotiable instrument;
9. Duly certified articles of
Incorporation/Partnership /Association, By—Laws
and Certificate of Registration issued by the
Securities and Exchange Commission (SEC) or
authorized Government Agencies;
10. Sanggunian endorsement at least 2 of the ff:

a. Barangay;

b. Municipal;

c. Province;
11. Other supporting papers that the PMRB may

Bank

SEC

Concerned LGU

require

1. Client proceed |Guard on duty None 1 minute Guard on Duty
to the guard for checks body (SSU)
registration using | temperature of
logbook at the client, client uses
guard’s table. The | hand sanitizer and
client must wear | foot bath and
facemask and strictly follows the
face shield. implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.

(Take note of the

date, time,

purpose, etc.)
2. Client proceed | The EMS will None 10 minutes EMSII and CDO |
to PG-ENRO and |check the who are in-charge
show the 5 sets in  completeness of of Mines &
ong!nal copy or | the requirements Geosciences
certified trué copy |then (if complete) Section (MGS)
of all the rovide order slip
requirements. or the payment of

fees at the

Provincial

Treasury Office

(PTO).
3. Client proceed | Instruct client to Application fee: 30 minutes  Provincial Treasury |

to Provincial
Treasury Office
(PTO) to pay.

pay.
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Php100.00
Inspection/verificati|
on fee: Php 500.00

Office
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4 Clientwill | The EMS Il will None 10 minutes EMS Il and CDO |
submit the Official receive the OR who are in-charge
Recelﬁt (OR)to |and complete of Mines &
PG-ENRO. application Geosciences

requirements and Section (MGS)

brief the client of

the procedures to

secure Area

Status Clearance.
5. Client receives | The EMS will None 2 days EMS Il and
service and instruct the client Supervisin
fills-out the to fill up the Environmental
Customer Customer Management
Feedback Form | Feedback Form Specialist
and drops it at the | and then prepare
Suggestion Box | endorsemen
locaied in front of | letter signed by
the PG-ENRO. the Provincial

Governor to the

Mines and

Geosciences

Bureau QMGB) for

area status and

clearance.

Note: =

OPA for initial

OPG for signature

Total Php 600.00 2 days &
51 minutes

2.B. PROCEDURE UPON APPROVAL OF THE AREA STATUS AND
CLEARANCE ISSUED BY MGB OFFICE

PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple

G2C - Government to Citizen
G2G - Government to Government
G2B - Government to Business Entity

Five (5) sets in original copy or certified true
copy of the following documents:

1. Area Status and Clearance

MGB Regional Office

All interested citizens, non-government organizations and other
stakeholders who are engaged in small quarrying activity/
operation, marketing/trading in the Province of La Union
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2. Certificate of Posting at least 3 of the ff:

* Barangay

* Municipal

*Provincial

*PENRO

* MGB Regional Office

3. Environmental Compliance Certificate (ECC)

4. Field verification report
5. Surety Bond of Php 20,000.00
6. DPWH Clearance

Concerned LGU

DENR-EMB

MGB Office
Insurance Company
DPWH

1. Client proceeds | Guard on duty

to the guard for checks body
registration using |temperature of
the logbook at the | client, client uses
guard’s table. hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

2. Submit 5 sets | The EMS Il will
in original copy or |review and
certified true copy |evaluate the

of the completeness of
requirements. the requirements
and then inform
the client about
the deliberation
procedure of the

application by the
=

None

None

1 minute

30 minutes

Guard on Duty
(SSU)

'EMS Il and CDO |

who are in-charge
of Mines &
Geosciences
Section

Total

None

31 minutes

PMRB PASSED A RESOLUTION FAVORABLY ENDORSING THE ISAG PERMIT

APPLICATION

Inform the client of the result of the
deliberation through call and prepare
ISAG permit and permit-to-operate
then endorse thereof to the Office of
the Provincial Governor for his
approval.

ote:
OPA for initial
OPG for signature

Upon approval of the ISAG permit,
inform the client that the permit was
already signed and ready for pick-up.
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None

1 hour

'Supervising EMS

EMS Il and CDO |
who are in-charge
of Mines &
Geosciences
Section
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2.C. RELEASE OF ISAG PERMIT AND PERMIT TO OPERATE

1. Client proceed

Guard on duty

None

1 minute

Guard on Duty
to the guard for checks body (SSU)
registration using | temperature of
logbook at the client, client uses
guard’s table. hand sanitizer and

foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)
2. Pay Permit Fee | Issue order slip for Permit fee: 1 hour EMS Il and
at the Provincial | the payment of Php 1,500.00 DO | who are
Treasuryr( Office  |permitfee and tax | Tax clearance: in-charge of
and seek Notary | clearance fee and Php 25.00 Mines &
Public. after paying, _ P42, Geosciences
instruct the client Section
to seek
notarization of the
AG permit from
private notary
public.
3. Client will Accept the OR None 10 minutes EMS Il and
submit OR and and notarized CDO | who are
notarized ISAG ISAG permit and in-charge of
ermit to then release the Mines &
G-ENRO. permit to the Geosciences
client. Section
4. Client will EMS Il instructs None 3 minutes EMS Il and
receive the | the client to fill up DO | who are
approved permit | the Customer in-charge of
and fill out the Feedback Form. Mines &
Customer Geosciences
Feedback Form Section
and drop it at the
Suggestion Box
located in front of
the PG-ENRO.
Total Php 1,525.00 2 hours &
14 minutes
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3. APPLICATION OF NEW SPECIAL PEBBLE PERMIT

Pebble picking along beaches/shorelines may be undertaken except in areas which are declared
for conservation/protection purposes by the Environmental Management Protected Areas Sector
(EMPAS) or those areas which are potential or declared tourist zones as certified by the
Department of Tourism (DOT). Provided, that the size of the area to be permitted along the
beaches/shorelines shall not exceed one (1) hectare per cooperative. The permit shall be valid for
a period of one (1) year or until such time that the total volume specified therein have been
extracted, whichever comes first.

" PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple
G2C — Government to Citizen

G2G — Government to Government
G2B - Government to Business Entity

Interested applicants shall be registered cooperatives with the
Cooperative Development Authority (CDA) in the Province of
La Union

'3.A SUBMISSION OF APPLICATION FOR SPECIAL PEBBLE PERMIT

Five (5) sets in original copy or certified true
copy of the following documents:

1. Duly accomplished Application Form; PG-ENRO
2. Certificate of registration with CDA; CDA
3. Certifications from the Local Development Concerned LGU & DENR

Tourism Office and from Environmental

Management Protected Areas (EMPAS) that

the area subject of application is not within

potential or declared tourist zone and that the

area applied is not declared for

conservation/protection purposes;

4. Location Map of the applied area showing Geodetic Engineer accredited by MGB
(geographic coordinates /meridional blocks)

and boundaries in relation to major

environmental features of the project using

NAMRIA topographic map in a scale of 1:50

000 duly prepared, signed and sealed by MGB

deputized Geodetic Engineer;

5. Sketch Plan duly prepared, signed and Geodetic Engineer accredited by MGB
sealed by MGB deputized Geodetic Engineer;

6. Sanggunian Endorsement (at least 2): Concerned LGU
» Barangay

* Municipal

* Province

7. Other supporting documents that the PMRB

cogcerned may require or the applicant may

submit
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1. Client proceed |Guard on duty None 1 minute Guard on Duty
to the guard for | checks body (SSU)
registration using |temperature of
logbook at the client, client uses
guard’s table. The | hand sanitizer and
client must wear | foot bath and
facemask and strictly follows the
face shield. implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.

(Take note of the

date, time,

purpose, etc.)
2. Client proceed | The EMS will None 10 minutes EMSII and CDO |
to PG-ENRO and | check the who are in-charge
show the 5 sets in |completeness of of Mines &
onﬂmal copy or the requirements Geosciences
certified trué copy | then (if complete) Section (MGS)
of all the Prowde order slip
requirements. or the payment of

fees at the

Provincial

Treasury Office

PTO).
3. Client proceed | Instruct client to Application fee: 30 minutes Provincial Treasury
to Provincial pay. Php100.00 Office
Treasury Office Inspection/
(PTO) to pay. verification fee:

Php 500.00

4 Clientwill | The EMS Il will None 10 minutes EMS Il and CDO |
submit the Official receive the OR who are in-charge
Recelﬁt (OR)to |and complete of Mines &
PG-ENRO. application Geosciences

requirements and Section (MGS)

brief the client of

the procedures to

secure Area

Status Clearance. _
5. Client receives | The EMS will None 10 minutes EMSII and CDO |
service and instruct the client who are in-charge
fills-out the to fill up the of Mines &
Customer Customer Geosciences
Feedback Form | Feedback Form Section (MGS)
and drops it at the | and then prepare
Suggestion Box | endorsemen
located in front of | letter signed by
the PG-ENRO. the Provincial

Governor to the

Mines and

Geosciences

Bureau &MGB) for

area status and

clearance.

Note: =

OPA for initial

OPG for signature

Total Php 600.00 2 days &
51 minutes
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3.B. PROCEDURE UPON APPROVAL OFTHE AREA STATUS AND
CLEARANCE ISSUED BY MGB OFFICE

PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple
G2C — Government to Citizen

G2G — Government to Government
G2B - Government to Business Entity

Interested applicants shall be registered cooperatives with the
Cooperative Development Authority (CDA) in the Province of
La Union.

Five (5) sets in original copy or certified true
copy of the following documents:

1. Area Status and Clearance; MGB Regional Office
2. Programmatic Environmental Compliance DENR-EMB
Certificate (ECC);
3. Field verification report MGB Office
4. Surety Bond of Php 10,000.00 Insurance Company
1. Client proceeds | Guard on duty None 1 minute Guard on Duty
to the guard for checks body (SSU)
registration using | temperature of
the logbook at the | client, client uses
guard’s table. hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy. |
(Take note of the |
date, time,
purpose, etc.) ‘
2. Submit 5 sets | The EMS Il will None 30 minutes [EMS Il'and CDO |
in original copy or |review and who are in-charge
certified true copy | evaluate the U of Mines &
of the completeness of | Geosciences
requirements. the requirements Section
and then inform
the client about
the deliberation
proci'.,ed%re og ttgﬁ
application by the
PMIRB.
Total None 30 minutes
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'PMRB PASSED A RESOLUTION FAVORABLY ENDORSING THE SPECIAL PEBBLE PERMIT |

Inform the client of
the result of the
dellberatlon
through caII and
Brepare Special
ebble permit and
ermit-to-operate
hen endorse
thereof to the
Office of the
Provincial )
Governor for his
a proval

OPA for initial
OPG for signature

Upon approval of
the Special
Pebble permit,
inform the client
that the permit
was already
signed and ready
for pick-up.

None

1 hour

Supervising EMS
EMS Il an 0001
who are in-charge

of Mines &
Geosciences
Section

3.C. RELEASE OF SPECIAL PEBBLE PERMIT AND PERMIT TO OPERATE

Cllent proceed
tot e guard for
gb tratlon usmg
ook at the
guard s table.

2. Pay Permlt‘Fee
at the Provunmal
Treasury Office
and se Notary
Public.

Guard on duty
checks body
temperature of
client, client uses
hand ‘sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shleld
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

Issue order slip for
the payment of
permit'fee and tax
clearance fee and
after paying,
instruct the client
to seek
notarization of the
Special Pebble
permit from
private notary
public.
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None 1 minute
Permit fee: 1 hour
Php 1,000.00
Tax clearance:
Php 25.00

Guard on Duty
(SSV)

EMS Il and

CDO | who are

in-charge of
Mines &

Geosciences
Section
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3. Client will Accept the OR None 10 minutes EMS Il and
submit OR and | and notarized CDO | who are
notarized Special |Special Pebble In-charge of
Pebble Ijﬁgermlt to |permitand then Mines &
PG-ENRO. release the permit Geosciences
to the client. Section
4. Client will EMS |l instructs None 1 hour EMS Il and
receive the  |the client to fill up CDO | who are
approved permit |the Customer in-charge of
and fill out the Feedback Form. Mines &
Customer Geosciences
Feedback Form Section
and drop it at the
Suggestion Box
located in front of
the PG-ENRO.
Total Php 1,025.00 2 hours &
14 minutes

4. APPLICATION OF NEW GOVERNMENT GRATUITOUS PERMIT

Any Government entity/instrumentality in need of quarry, sand and gravel or unconsolidated

materials in the construction of building(s) and/or infrastructure for public use or other purposes
may apply for a Government Gratuitous Permit with the Provincial Governor through the Provincial
Mining Regulatory Board for a period coterminous with construction stage of the project but not to

exceed one (1) year in public/private land(s) covering an area of not more than two (2) hectares.

The applicant shall submit a project proposal stating where the materials to be taken shall be used
and the estimated volume needed.

PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple

G2G - Government to Government

Interested Government entity/instrumentality in need of quarry,
sand and gravel or unconsolidated materials in the construction
of building(s) and/or infrastructure for public use or other
purposes may apply in the Province of La Union.

4.A SUBMISSION OF APPLICATION FOR NEW GOVERNMENT GRATUITOUS

Five (5) sets in original copy or certified true
copy of the following documents:

1. Duly accomplished Application Form;

PG-ENRO
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2. Location Map of the applied area showing
(geographic coordinates /meridional blocks) and
boundaries in relation to major environmental
features of the project using NAMRIA topographic
map in a scale of 1:50 000 duly prepared, signed
and sealed by MGB deputized Geodetic Engineer;
3. Sketch Plan prepared, signed and sealed by
MGB deputized Geodetic Engineer;

4. Program of Work;

5. Sanggunian Endorsement (at least 2):

Geodetic Engineer accredited by MGB

Geodetic Engineer accredited by MGB

Technical Person
Concerned LGU

« Barangay
* Municipal
* Province

6. Other supporting documents that the PMRB
concerned may require or the applicant may

submit

1. Client proceed | Guard on duty None 1 minute Guard on Duty
to the guard for checks body (SSU)
registration using | temperature of
logbook at the client, client uses
guard’s table. The | hand sanitizer and
client must wear | foot bath and
facemask and strictly follows the
face shield. implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.) .
2. Client proceed | The EMS will None 10 minutes EMSII and CDO |
to PG-ENRO and |check the who are in-charge
show the 5 sets in  completeness of of Mines &
ong!nal copy or | the requirements Geosciences
certified true copy then (if complete) Section (MGS)
of all the Prowde order slip
requirements. or the payment of
fees at the
Provincial
Treasury Office
(PTO). l
3. Client proceed | Instruct client to Application fee: 30 minutes Provincial
to Provincial pay. Php100.00 Treasury Office
(TF';?'.%S)U% Oafﬁce Inspection/verificati
PaY. on fee: Php 500.00
4 Clientwill | The EMS Il will None 1 minutes EMS Il and CDO
submit the Official |receive the OR _I'who are
Receﬁt (OR)to | and complete in-charge of
PG-ENRO. application Mines &
requirements and Geosciences
brief the client of Section (MGS)
the procedures to
secure Area
Status Clearance.
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5. Client receives | The EMS will None 2 days ' EMS|land

service and instruct the client Supervisin
fills-out the to fill up the Environmental
Customer Customer Management
Feedback Form | Feedback Form Specialist

and drops it at the | and then prepare |
Suggestion Box | endorsemen
located in front of | letter signed by
the PG-ENRO. the Provincial
Governor to the
Mines and
Geosciences
Bureau iMGB) for
area status and
clearance

Note:
QPA for initial
OPG for signature

Total  Php 600.00 2 days & [
51 minutes |

4.B. PROCEDURE UPON APPROVAL OF THE AREA STATUS AND
CLEARANCE ISSUED BY MGB OFFICE

PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple
G2G - Government to Government

Interested Government entity/instrumentality in need of quarry,
sand and gravel or unconsolidated materials in the construction
of building(s) and/or infrastructure for public use or other
purposes may apply in the Province of La Union.

Five (5) sets in original copy or certified true
copy of the following documents:

1. Field Verification Report; MGB
2. Environmental Compliance Certificate; DENR-EMB
3. DPWH Clearance (as needed) DPWH
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1. Client proceeds
to the guard for
registration using
the logbook at the
guard’s table.

2. Submit 5 sets
in original copy or
certified true copy
of the
requirements.

Guard on duty
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

| The EMS 11 will

review and
evaluate the
completeness of
the requirements
and then inform
the client about
the deliberation
procedure of the

Ia:pl\ﬁalg%e!tion by the

None 1 minute Guard on duty
(SSU)

EMS Il and CDO |
who are in-charge
of Mines &
Geosciences
Section

None 30 minutes

PMRB PASSED A RESOLUTION FAVORABLY ENDORSING THE GOVERNMENT
GRATUITOUS PERMIT APPLICATION
Inform the client of None 1 hour Swewisin EMS
the result of the EMS Il and CDO |
deliberation who are in-charge
through call and of Mines &
repare Geosciences
overnment Section

Gratuitous permit
and
ermit-to-operate
hen endorse
thereof to the
Office of the
Provincial )
Governor for his
approval.
ote:
OPA for initial
OPG for signature

Upon approval of
the Government
Gratuitous Permit,
inform the client
that the permit
was already
signed and ready
for pick-up.

PGLU | CITIZEN'S C

HARTER

191



4.C. RELEASE OF THE GOVERNMENT GRATUITOUS PERMIT AND PERMIT
TO OPERATE

Guard on duty

None

PGLU | CITIZEN'S CHARTER

1. Client proceed 1 minute Guard on Duty
to the guard for checks body (SSU)
registration using | temperature of
logbook at the client, client uses
guard'’s table. hand sanitizer and

foot bath and

strictly follows the

implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.

(Take note of the

date, time,

purpose, etc.)
2. Pay Permit Fee | Issue order slip for| Permit fee: Php 1 hour EMS Il and CDO |
at the Provincial | the payment of 1,000.00 who are in-charge
Treasur¥< Office  |permitfee and tax | Tax clearance: of Mines &
and seek Notary |clearance fee and Php 25.00 Geosciences
Public. after paying, P <o Section

instruct the client

to seek

notarization of the

Government

Gratuitous permit

from private

notary public.
3. Client will Accept the OR None 10 minutes EMS Il and CDO |
submit OR and and notarized who are in-charge
notarized Government of Mines &
Government | Gratuitous permit Geosciences
Gratuitous permit | and then release Section
to PG-ENRO. the permit to the

client.
4. Client will EMS Il instructs None 3 minutes EMS Il and CDO |
receive the | the client to fill up who are in-charge
approved permit |the Customer of Mines &
and fill out the Feedback Form. Geosciences
Customer Section
Feedback Form
and drop it at the
Suggestion Box
located in front of
the PG-ENRO.

Total None 2 hours &
14 minutes
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5. APPLICATION OF PRIVATE GRATUITOUS PERMIT

Any landowner may apply for a Private Gratuitous Permit with the Provincial Governor through the
Provincial Mining Regulatory Board for the extraction of, removal and utilization of quarry, sand
and gravel or loose/unconsolidated materials from his/her land for a non-renewable period of sixty
(60) calendar days: provided, that there is adequate proof of ownership and that the materials
shall be for personal use.

PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple
G2C — Government to Citizen
Any interested landowner in the Province of La Union

5.A SUBMISSION OF APPLICATION FOR PRIVATE GRATUITOUS PERMIT

Five (5) sets in original copy or certified true copy
of the following documents:

1. Duly accomplished Application Form; PG-ENRO
2. Proof of ownership: Prospective Client
3. Location Map of the applied area showing Geodetic Engineer accredited by MGB

(geographic coordinates /meridional blocks) and

boundaries in relation to major environmental

features of the project using NAMRIA topographic

map in a scale of 1:50 000 duly prepared, signed

and sealed by MGB deputized Geodetic Engineer;

4. Sketch Plan prepared, signed and sealed by

MGB deputized Geodetic Engineer; Geodetic Engineer accredited by MGB

5. Development Plan;
Licensed Mining Engineer/Registered

6. Sanggunian Endorsement (at least 2): Geologist

» Barangay Concerned LGU
* Municipal

* Province;

7. Other supporting documents that the PMRB
concerned may require or the applicant may

submit _

1. Client proceed | Guard on duty None 1 minute Guard on Duty
to the guard for checks body (SSU)
registration using |temperature of

logbook at the client, client uses

guard’s table. The | hand sanitizer and
client must wear |foot bath and

facemask and strictly follows the

face shield. implementation of
“No Face Mask,
No Face Shield,

No Entry” policy.
(Take nrgtepof tge
date, time,
purpose, etc.)

PGLU | CITIZEN'S CHARTER 193



roceed

The EMS will

None

10 minutes

EMSII and CDO |

PGLU | CITIZEN'S CHARTER

2. Client
to PG-ENRO and |check the who are in-charge
show the 5 sets in  completeness of of Mines &
onﬁlnal copy or the re uirements Geosciences
|f|ed trué copy | then (if complete) Section (MGS)

of all th rowde order slip
requlrements. or the payment of

fees at the

Provincial

Treasury Office

(PTO).
3. Client proceed | Instruct client to Application fee: 30 minutes  Provincial Treasury
to Provincial pay. Php100.00 Office
?-Fl;%'as)utrg %ﬁ'ce Inspection/verificati

pay on fee: Php 500.00

4. Clientwill | The EMS Il will None 10 minutes  EMS || and CDO |
submit the Official |receive the OR who are in-charge
Receﬁt (OR)to |and complete of Mines &
PG-ENRO. application Geosciences

requirements and Section (MGS)

brief the client of

the procedures to

secure Area

Status Clearance.
5. Client receives | The EMS will None 2 days EMS Il and
service and instruct the client Supervisin
fills-out the to fill up the Environmental
Customer Customer Management
Feedback Form | Feedback Form Specialist
and drops it at the |and then prepare
Sug?es ion Box |endorsemen
locate |n ront of |letter signed by
the P the Provincial

Governor to the

Mines and

Geosciences

Bureau iIVIGB) for

area status and

clearance.

Note:

OPA for initial

OPG for signature

Total Php 600.00 2 days &
51 minutes
194



5.B. PROCEDURE UPON APPROVAL OF THE AREA STATUS AND
CLEARANCE ISSUED BY MGB OFFICE

Five (5) sets in original copy or certified true
copy of the following documents:

~ PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

_ Simple

G2C - Governmgt_to Citizen
G2G — Government to Government

1. Field Verification Report;

2. ECC;

3. DPWH Clearance (as needed)

1. Client proceeds
to the guard for
registration using
the logbook at the
guard’s table.

MGB Regional Office

Any interested landowner in the Province of La Union

DENR-EMB

DPWH

Guard on duty
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

None

1 minute

Guard on duty
(SSV)

2. Submit 5 sets
in or;glnal copy or
certified true copy
of the
requirements.

The EMS I will
review and
evaluate the
completeness of
the requirements
and then inform
the client about
the deliberation
procedure of the

application by the
PMRB. Y

None

30 minutes

EMS Il and
CDO | who are
in-charge of
Mines &
Geosciences
Section

Total
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31 minutes




PMRB PASSED A RESOLUTION FAVORABLY ENDORSING THE PRIVATE GRATUITOUS

PERMIT APPLICATION

Inform the client of
the result of the
deliberation
through call and
repare Private
ratuitous permit
and
ermit-to-operate
hen endorse
thereof to the
Office of the
Provincial )
Governor for his
approval.

ote:
OPA for initial
OPG for signature

Upon approval of
the Private )
Gratuitous permit,
inform the client
that the permit
was already
signed and ready
for pick-up.

None

10 minutes

EMSII and CDO |

who are in-charge
of Mines &

Geosciences

Section (MGS)

5.C. RELEASE OF THE PRIVATE GRATUITOUS PERMIT AND PERMIT TO OPERATE

1. Client proceed
to the guard for
registration using
logbook at the
guard’s table.

Guard on duty
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

None

1 minute

Guard on duty
(SSU)

2. Pay Permit Fee
at the Provincial
Treasunr( Office
and seek Notary
Public.

Issue order slip for
the payment of
permit fee and tax
clearance fee and
after paying, _
instruct the client
to seek
notarization of the
Private Gratuitous
permit from
private notary
public.

Permit fee: Php
1,000.00

Tax clearance: Php

25.00

1 hour

EMS Il and CDO |
who are in-charge
of Mines &
Geosciences
Section

PGLU | CITIZEN'S CHARTER

196



3. Client will Accept the OR None 10 minutes EMS Il and CDO |
submit OR and and notarized who are in-charge
notarized Private | Private Gratuitous of Mines &
Gratuitous permit |permit and then Geosciences
to PG-ENRO. release the permit Section
to the client.

4. Client will EMS Il instructs None 3 minutes EMS Il and CDO |
receive the | the client to fill up who are in-charge
approved permit | the Customer of Mines &
and fill out the Feedback Form. Geosciences
Customer Section
Feedback Form
and drop it at the
Suggestion Box
located in front of
the PG-ENRO.

Total Php 1,025.00 2 hours &

14 minutes

6. APPLICATION OF NEW QUARRY PERMIT

Any qualified person may apply for a Quarry Permit with the Provincial Governor through the
Provincial Mining Regulatory Board for the extraction, removal and disposition of quarry resources
covering an area of not more than five (5) hectares, and a production rate of not more than fifty
thousand (50,000) tons annually and/or whose project cost is not more than Ten Million Pesos
(Php 10, 000, 000.00), for a term of five (5) years from date of issuance thereof, renewable for like
period but not to exceed a total term of twenty-five (25) years: Provided, That no Quarry Permit
shall be issued or granted on any area covered by a Mineral Agreement or Financial or Technical
Assistance Agreement (FTAA), except on areas where a written consent is granted by the Mineral
Agreement or FTAA Contractor: Provided, further, That only one (1) Permit shall be granted to a
Qualified Person in a municipality at any one time under such terms and conditions as provided

herein.

PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple
G2C - Government to Citizen

G2G - Government to Government
G2B - Government to Business Entity

All interested citizen, non-government organization and other
stakeholder who are engaged in small quarrying
activity/operation, marketing/trading in the Province of La Union
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'6.A SUBMISSION OF APPLICATION FOR NEW QUARRY PERMIT

Five (5) sets in original copy or certified true
copy of the following documents:

1. Duly accomplished Application Form;

2. Location Map of the applied area showing
(geographic coordinates /meridional blocks)
and boundaries in relation to major
environmental features of the project using
NAMRIA topographic map in a scale of

1:50 000 duly prepared, signed and sealed by
MGB deputized Geodetic Engineer;

3. Sketch Plan duly prepared, signed and
sealed by MGB deputized Geodetic Engineer;
4. Five (5) years Work Program duly prepared,
signed and sealed by Mining
Engineer/Geologist;

5. Initial Environmental Examination (IEE)
report;

6. Environmental protection and enhancement
program;

7. Proof of Technical Competence including
among others, curriculum vitae, and track
record in mining operation and environmental
management of the technical personnel who
shall undertake the activities in accordance
with the submitted five (5) year work program;
8. Proof of financial capability to undertake the
activity pursuant to the submitted five (5) year
work program such as the following:

a. For individuals- Copy of Income Tax Return
for the preceding year and proof of bank
deposit or credit line in the amount that shall
not be less than the proposed budget of the
utilization work program;

b. For corporation, partnership, association or
cooperative-latest audited financial statement,
annual report, credit lines bank guarantees
and/or similar negotiable instrument;

9. Sanggunian endorsement at least 2 of the ff:

a. Barangay;

b. Municipal;

c. Province;

10. Other supporting papers that the PMRB
may require
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PG-ENRO
Geodetic Engineer accredited by MGB

Geodetic Engineer accredited by MGB

Licensed Mining Engineer/Registered
Geologist

DENR-EMB
Licensed Mining Engineer/Registered
Geologist

Licensed Mining Engineer/Registered
Geologist

Bank

Concerned LGU
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1. Client proceed

Guard on duty

1 minute

PGLU | CITIZEN'S CHARTER

51 minutes

Guard on Duty
to the guard for | checks body (SSU)
registration using |temperature of
logbook at the client, client uses
guard’s table. The | hand sanitizer and
client must wear | foot bath and
facemask and strictly follows the
face shield. implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.

(Take note of the

date, time,

purpose, etc.)
2. Client proceed | The EMS will 10 minutes EMSII and CDO |
to PG-ENRO and |check the who are in-charge
show the 5 sets in  completeness of of Mines &
orlgmal copy or the requirements Geosciences
certified trué copy | then (if complete) Section (MGS)
of all the rovide order slip
requirements. or the payment of

fees at the

Provincial

Treasury Office

(PTO).
3. Client proceed | Instruct client to Application fee: 30 minutes  Provincial Treasury
to Provincial pay. Php100.00 Office
Treasury Office Inspection/verifi
(PTO) to pay. cation fee:

Php 500.00

4 Clientwill | The EMS Il will 10 minutes EMS Il and CDO |
submit the Official |receive the OR who are in-charge
Recelﬁt (OR)to |and complete of Mines &
PG-ENRO. application Geosciences

requirements and Section (MGS)

brief the client of

the procedures to

secure Area

Status Clearance.
5. Client receives | The EMS will 10 minutes EMSII and CDO |
service and instruct the client who are in-charge
fills-out the to fill up the of Mines &
Customer Customer Geosciences
Feedback Form | Feedback Form Section (MGS)
and drops it at the | and then prepare
Suggestion Box | endorsemen
located in front of | letter signed by
the PG-ENRO. the Provincial

Governor to the

Mines and

Geosciences

Bureau QIVIGB) for

area status and

clearance.

ote:
OPA for initial
OPG for signature
Total Php 600.00 2 days &



6.B. PROCEDURE UPON APPROVAL OF THE AREA STATUS AND
CLEARANCE ISSUED BY MGB OFFICE

~ PROVINCIAL GOVERNMENT-ENVIRONMENT AND
NATURAL RESOURCES OFFICE (PG-ENRO)/PROVINCIAL
TREASURY OFFICE (PTO)

Simple
G2C — Government to Citizen

G2G — Government to Government
G2B - Government to Business Entity

All interested citizen, non-government organization and other
stakeholder who are engaged in small quarrying
activity/operation, marketing/trading in the Province of La Union

Five (5) sets in original copy or certified true
copy of the following documents:

1. Area Status and clearance; MGB Regional Office

2. Certificate of posting (at least 3): Concerned LGU

« Barangay;

* Municipal;

* Provincial;

* PENRO;

3. ECC; DENR-EMB

4. Field verification report; MGB

5. Surety Bond of Php 20,000.00; Insurance Company

6. DPWH clearance DPWH
1. Client proceeds | Guard on duty None 1 minute Guard on Duty
to the guard for checks body (SSU)

registration using | temperature of
the logbook at the | client, client uses
guard’s table. hand sanitizer and
foot bath and
strictly follows the
implementation of
“‘No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)
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2. Submit 5 sets | The EMS Il will None 30 minutes EMS Il and CDO |
in original copy or | review and who are in-charge
certified true copy | evaluate the of Mines &
of the completeness of Geosciences
requirements. the requirements Section

and then inform

the client about

the deliberation

proci:_edlt.l_re og ti:ﬁ

application by the

PMRB.

None 31 minutes

Tota 'I

'PMRB PASSEI%A RESOLUTION FIAVORABLY ENDORSING THE GOVERNMENT

GRATUITOUS

ERMIT APPLICATION

Inform the client of None 1 hour
the result of the
deliberation
through call and
prepare the quarry
permit and
ermit-to-operate
hen endorse
thereof to the
Office of the
Provincial )
Governor for his

approval.

ote:
OPA for initial
OPG for signature

Upon approval of
the quarry permit,
inform thé client
that the permit
was already
signed and ready
for pick-up.

Ewewisin EMS, |

Slland CDO |

who are in-charge

of Mines &
Geosciences
Section

6.C. RELEASE OF

THE QUARRY PERMIT AND PERMIT TO OPERATE

1. Client proceed
to the guard for
registration using
logbook at the
guard’s table.

Guard on duty None 1 minute
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)
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Guard on duty
(SSU)
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2. Pay Permit Fee

Issue order slip for

Permit fee:

1 hour

EMS Il and CDO |

202

at the Provincial | the payment of Php 1,000.00 who are in-charge
Treasury Office  |permitfee and tax | Tax clearance: of Mines &
and seek Notary |clearance fee and Php 25.00 Geosciences
Public. after paying, _ P =9, Section

instruct the client

to seek

notarization of the

quarry permit from

private notary

public.
3. Client will Accept the OR Permit fee: 1 hour EMS Il and CDO |
submit OR and and notarized Php 1,000.00 who are in-charge
notarized Quarry |quarry permitand | Tax clearance: of Mines &
Permit to then release the Php 25.00 Geosciences
PG-ENRO. permit to the P <o Section

client.
4. Client will EMS Il instructs None 3 minutes EMS Il and CDO |
receive the | the client to fill up who are in-charge
approved permit | the Customer of Mines &
and fill out the Feedback Form. Geosciences
Customer Section
Feedback Form
and drop it at the
Sug?es tion Box
located in front of
the PG-ENRO.

Total Php 1,025.00 2 hours &
14 minutes
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Feedback and Complaints

How to send a feedback? Answer the client feedback form and drop it at the box
located at the Suggestion Box located in front of the
PG-ENRO.

How feedback is processed? Every end of the month, personnel from the Office of the

Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-55-50 loc. 296

How to file a complaint? Answer the client complaint form and drop it at the
Suggestion Box located in front of the PG-ENRO.

Complaints may also be file thru telephone at

PG-ENRO:
Tel No. :(072) 242-55-50 loc. 296
Email : pglu_enru@launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

MGB-DENR Region 1:
Tel. No.: (072) 607-2686
Email: region1@mgb.gov.ph

DENR Region 1:
Tel. No.: (072) 888-3833
Email: rir@denr.gov.ph

DENR-EMB-1:
Tel. No.: 700-2449
Email: embdenr1@yahoo.com

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph
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How to file a complaint?

" ARTA Hotline:

Tel. No.: (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No.: 8888

Client should provide the following:
Name of person being complained
Incident

Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-55-50 loc. 296

Contact Information of Provincial
Government-Environment and
Natural Resources Office
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ENP. ANNALYN ROSARIO-VALDEZ

Officer in Charge

Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

e-mail: pglu_enru@launion.gov.ph

Tel No.: (072) 242-55-50 loc. 296
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1. Handling of PGLU Visitors

1. Log in at the
Logbook located
at the Guard on
Duty post at the
lobby and/or
entrance of PGLU
building or facility
indicating name,
address, age,
contact number,
office to be
visited, body and
signature.

1.2 Have body

temperature taken

gytt e guard on
uty.

2. Inform the
Guard on Duty of
the Office or
person to be
visited or transact
with. Submit
himself for search
for dead|
weapon/firearm.

Note: If
visitor/client have
bag/luggage, he
shall submit his
bag/lucgt]gage for
inspection.

Office of the Provincial Governor — Security Services Unit

~ Simple

G2C- Government to Citizen
G2G- Government to Government
G2B- Government to Business

All

None

1.1 Request the
visitor/client to

sign the logbook
at the assigned
table/desk.

1.2 Take
visitors/client/s
body temperature
and’inform the
visitor/client to
write it in the
logbook.

1.3 Request
visitor to pass
through foot
sanitation mat.

1.4 Spray hand
sanitizer to the
visitor/client.

2.1 Search
visitor/client for
deadly
weapon/firearm.
Assist / Guide
visitors/clients to
their respective
destination.

Note: Request
visitor/client to
open their
bag/luggage for
inspection.
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None

None

None

3 minutes

3 minutes

Guard on duty

Guard on Duty,
Customer
Relations Officer
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If the visitor is a
Police Officer,
military or
authorized
Personnel to carry
irearms/deadly
weapon, he shall
deposit his
firearm to the
Guard on Duty for
safekeeping.

If the visitor is a

P , he or his
companion shall
fill up the SSU
Registry of PWDs
Form.

Deposit
firearm/deadly
weapon in thé
safe for
safekeeping.

Note: If PWD is
unable to walk,
provide
wheelchair and
assist PWD to his
respective
destination.

2.2 Issue
color-coded ID as
visitor pass.

3. If the visitor is a
Pollce Officer,
military or
authorized
Personnel to carry
rearms/deadly
weapon, shall
return the Visitor's
ID and Firearm’s

EI:DeposMCIalm

2. Handling Traffic Management

3. Turn-over of
surrendered
firearms/deadly
weapon in
exchange of the
Firearm’s Pass.

None

3 minutes

Office of the Provincial Governor — Security Services Unit

Guard on Duty,
Customer
Relations Officer

Simple

G2C- Government to Citizen
G2G- Government to Government
G2B- Government to Business

None

All

None
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1. Inform Securit

'Guard on Duty o

| the purpose of the
visit/ and the

‘ duration of the
transaction. If
needed, request

for parking area.

1.2 Park vehicle
at the designated
‘ area.

' 1.3 Fill up Driver
' Locator Slip and
submit to the
Guard on duty.

1. Flag down
vehicles for
inspection using
search mirror.
1.2. Inquire of the
purpose and
duration of the
visit.

1.3 Locate
possible parking
area for
visitor/client.

1.4 Issue a Driver
Locator Slip to the
client.

Note: If no
parking area is
available, advise
the driver to “drop
and go”.

None

5 minutes

Guard on Duty

3. CCTV Surveillance Playback Request Control

Office of the Provincial Governor — Secuﬁty Services Unit

Simple

G2C- Government to Citizen
G2B- Government to Business

All

None None

'1. Fill up CCTV 1. Give CCTV None 30 minutes Customer
Playback Request | Playback Request Relations Officer,
Form from the Form to the Note: CCTV Guard on Duty
' OPG-SSU. requesting party. Playback review

Indicate purpose, |Inquire of the is internet
'date and time of | purpose of the dependent
'the incident. request. }
| ) ) A “printed copy”

1.2 Wait for the 1.2 Review the or a “digital copy”
:%pgroval of the specified person. of snapshot/s
' OIC-SSU. ate and time of from the video

the incident.

1.3 Notify
requestor of the
result of the
review.

1.4 Record the
requestin a
logbook.

footage maybe
made upon
apgroval of the
SU OIC

Operations and/or

Admin Chief

The recordings
only lasts up to
three weeks.
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Feedback and Complaints

How to send a feedback?

Client fills out Customer Feedback Form handed by
Guard-on-Duty based on the services provided by the
officer concerned.

Client drops in the Suggestion Box found at the Capitol
Main Building lobby.

How feedback is processed?

Authorized collector gathers Customer Feedback Forms
every 5th day of the month and submits the same to the
Office of the Provincial Administrator.

OPA personnel sort and collate the accomplished forms
and prepares consolidated reports of each department.

If there are negative comments on the services provided
by the unit, SSU focal person shall make an action plan
addressing such concerns and submits to the Provincial
Administrator for review and approval.

How to file a complaint?

How complaint is processed?

PGLU | CITIZEN'S CHARTER

Client may formally file a verbal/written complaint against
a certain employee of the Security Services Unit to the
following, indicating the name of the complained staff,
incidence and date of incident.

OFFICE OF THE PROVINCIAL GOVERNOR
TEL. No.: (072) 888-3608

CSC Hotline
Tel. No. (02) 8478-5091
Email: complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No.: 8888

| Received complaints are validated by the

Department/Unit Head.

Call for a meeting with the concerned employee and
address the complaint.

Inform the complainant of the action/decision made on
the concerned employee.
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Contact Information

PGLU | CITIZEN'S CHARTER

' RIMAS G. CALIXTO

Tel. No. : (072) 242 5550 local 292

MARIA DOLOR Q. BILAR
Tel. No. : (072) 242 5550 local 292

JEROWYN F. ORARIO
Tel. No. : (072) 242 5550 local 292
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OFFICE OF THE
PROVINCIAL
DISASTER RISK
REDUCTION
MANAGEMENT
'OFFICER

P R O VI N CI AL G OV E R NMENT
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1. PDRRMO EMERGENCY RESPONSE UNIT ACTIVATION

- When an emergency call has been acknowledged by La Union 911 Public Safety Answering
Point (PSAP), the Provincial Disaster Risk Reduction and Management Office (PDRRMO)
Emergency Response Unit is activated to provide immediate care for individuals in distress.
Emergency calls are categorized as 1. Medical, 2. Security, 3. Rescue, and 4. Fire.

- This service is limited to emergency calls only. Under no circumstances that illegitimate calls will
be accommodated for it will only prevent La Union 911 PSAP from dealing with real emergencies.

~ PROVINCIAL DISASTER RISK REDUCTION AND
MANAGEMENT OFFICE

~ Simple

G2G — Government to Government
G2C- Government to Citizen

G2B- Government to Business

ALL

First Responder None
DIAL 911/CALL 911 — Thru Cellular Phone either

personal or borrowed including landline phones as

long as it is able to connect to La Union 911 PSAP

1. Dial 911/CALL |1. Call None 1 Minute PDRRMO
9N acknowledgement La Up[uont911
‘ ; (Depending on line gen

& e non ol availability of 911,

the following connection time

script: may take longer or

“911 whatis your will be forwarded

to 911 Central or

emergency? any available 911
_ PSAP) _
2. Answer La 3. ‘La Union 911 None 4 Minutes PDRRMO
Union 911 Agent | Agent’ will ask La Union 911
according to your |these standard Agent
:%BCU STANC |questions:

“WHO is the
3. “DO NOT o
P?NIC"l,give the Caller?”;
information « i
needed clearly, B
and be patient in
tahnsferﬂ?‘g = 9“1‘?t emergency?”;

e La union “WHERE is the

Jou e oo |gmergency
response team. happening?”;

“WHEN is the

emerggncy taking

place™”;

PGLU | CITIZEN'S CHARTER
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“HOW does the None
emergency
occur?”.

4. Once the call is
done, La Union
911 Agent will

g&’s ta ch available

SERVICE
PROVIDER” to
give immediate
assistance.

Total__ None | 5 minutes

2. PDRRMO PATIENT TRANSFER WITHIN LA UNION

- The PDRRMO PATIENT TRANSFER focuses on catering individuals with non-life threatening
medical cases that requires inter-facility transfers (Hospital-Hospital or Hospital-Clinic or
vice-versa) in order to avoid aggravation of illness or injury.

- This service excludes Hospital/Clinic-Residence or Residence-Hospital/Clinic transfers that does

not require professional and public accountability for medical care.

PROVINCIAL DISASTER RISK REDUCTION AND
MANAGEMENT OFFICE

Simple

G2G - Government to Government
G2C- Government to Citizen

G2B- Government to Business

ALL

'PATIENT, PATIENT’S FAMILY MEMBER OR None
'REPRESENTATIVE

'Request letter addressed to the Provincial Disaster

Risk Reduction and Management Officer

(1 Original)

‘Doctor’s Diagnosis Report (1 Original) Attending Physician
Doctor’s Medical Interventions (1 Original)

Doctors Request for Inter-facility Transfer

(1 Original)
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1. Check body

1 Minute

PDRRMO Staff

PGLU | CITIZEN'S CHARTER

1.Client will None
resent their temperature of
APANAM ID for | client, client uses
scanning. sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,
No Entry” policy.
2. Submit the 2. Receive the None 3 Minutes PDRRMO
required required Administrative
documents to the | documents from and Training
Adcri111|_n|s_trat|ve the client . Officer
and Trainin : .
Officer of thge 3. Check for the 5 Minutes
O for completeness and
initial assessment | correctness of
and verification. | documents.
4. Interview the 30 Minutes
client regarding
the medical
condition of the
atient that needs
o be transferred.
5. Start None 1 Day
processing the
request.
3. Wait for 6. Issue a notice None 5 Minutes PDRRMO
confirmation and | of approval for Administrative
g%proval of the atient transfer to and Training
RRMO. he client. Officer
7. Execute None 1 Day PDRRMO
Transfer. Emergency
Response Unit
4. After receiving | 8. Wait and None 1 Minute PDRRMO
the approved receive the Administrative
request, fill out Customer’s and Training
the Customer’s Feedback Form. Officer
Feedback Form.
Total None 2 Days and
45 Minutes
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3. PDRRMO PATIENT TRANSFER OUTSIDE LA UNION

- The PDRRMO PATIENT TRANSFER focuses on catering individuals with non-life threatening
medical cases that requires inter-facility transfers (Hospital-Hospital or Hospital-Clinic or
vice-versa) in order to avoid aggravation of illness or injury.

- This service excludes Hospital/Clinic-Residence or Residence-Hospital/Clinic transfers that does
not require professional and public accountability for medical care.

PROVINCIAL DISASTER RISK REDUCTION AND
MANAGEMENT OFFICE

_ Complex

G2G - Government to Government
G2C- Government to Citizen

G2B- Government to Business

ALL

'PATIENT, PATIENT’S FAMILY MEMBER OR None
'REPRESENTATIVE

Request letter addressed to the Provincial Disaster

Risk Reduction and Management Officer

(1 Original)

Doctor’s Diagnosis Report (1 Original) Attending Physician
Doctor’s Medical Interventions (1 Original)
‘Doctors Request for Inter-facility Transfer

(1 Original)
1.Client will 1. Check body None 1 Minute PDRRMO Staff
resent their temperature of
APANAM ID for |client, client uses
scanning. sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,
No Entry” policy.
2. Submit the 2. Receive the None 3 Minutes PDRRMO
required required Administrative
documents to the |documents from and Training
AdguTms_tratwe the client . Officer
(a)r%ﬁcef-aé?@]ge 3. Check for the 5 Minutes
PDRRMO for completeness and
initial assessment | correctness of
and verification. | documents.
4. Interview the 30 Minutes
client regarding
the medical
condition of the
atient that needs
o be transferred.
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4. PDRRMO DATA REQUEST
- Request pertinent information that concerns Disaster Risk Reduction and Management.

:Duly signed request letter addressed to the
Provincial Disaster Risk Reduction and
‘Management Officer

5. Start None 2 Days PDRRMO
processing the Administrative
request. and Training
Officer
3. Wait for 6. Issue a notice None 5 Minutes PDRRMO
confirmation and | of approval for Administrative
|a:a%)rc:mual of the atient transfer to and Training
RRMO. he client. Officer
7. Execute None 2 Days PDRRMO
Transfer. Emergency
Response Unit
4. After receiving | 8. Wait and None 1 Minute PDRRMO
the approved receive the Administrative
request, fill out Customer’s and Training
the Customer’s Feedback Form. Officer
Feedback Form.
Total None 4 Days and
45 Minutes

PROVINCIAL DISASTER RISK REDUCTION AND
MANAGEMENT OFFICE

Simple

G2G - Government to Government
G2C- Government to Citizen
G2B- Government to Business

ALL

1.Client will
resent their
APANAM ID for

scanning.

1. Check body
temperature of
client, client uses
sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,

No Entry "policy.

None

None

1 Minute

PDRRMO Staff
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2. Submit the 2. Receive and None 8 Minutes PDRRMO
request letterto | review the Administrative
the Administrative | request letter from and Training
and Training the client. Officer
Officer of the . - '
PDRRMO for 3. Interview the 30 Minutes
initial assessment | client regarding
and verification. | the assistance
needed.
4. Start 1 Day
processing the
request.
3. Wait for 5. Issue a notice None 5 Minutes PDRRMO
confirmation and | of approval to the Administrative
%[E?roval of the client. and Training
RRMO. Officer
6. Prepare 1 Day PDRRMO
requested data. Education and
Training Unit
4. After receiving | 7. Wait and None 1 Minute PDRRMO
the approved receive the | Administrative
request, fill out Customer’s and Training
the Customer’s Feedback Form. Officer
Feedback Form.
Total None 2 Days and
45 Minutes

5. PDRRMO TRAINING/TECHNICAL ASSISTANCE
- Request for trainings/technical assistance on Disaster Risk Reduction and Management.

PROVINCIAL DISASTER RISK REDUCTION AND
MANAGEMENT OFFICE

Simple

G2G - Government to Government
G2C- Government to Citizen
G2B- Government to Business

ALL

Duly signed request letter addressed to the ' None
Provincial Disaster Risk Reduction and
‘Management Officer

PGLU | CITIZEN'S CHARTER
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1.Client will 1. Check body None 1 Minute PDRRMO Staff
resent their temperature of
APANAM ID for | client, client uses
scanning. sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,
No Entry "policy.
2. Submit the 2. Receive and None 8 Minutes PDRRMO
request letter to review the Administrative
the Administrative |request letter from and Training
and Training the client. Officer
Officer of the - :
PDRRMO for 3. Interview the 30 Minutes
initial assessment | client regarding
and verification. | the assistance
needed.
4. Start 1 Day
processing the
request.
3. Wait for 5. Issue a notice None 5 Minutes
confirmation and | of approval to the
E%Jroval of the client.
RRMO.
4. After receiving |6. Wait and None 1 Minute PDRRMO
the approved receive the Administrative
request, fill out Customer’s and Training
the Customer’s Feedback Form. Officer
Feedback Form.
Total None 2 Days and
45 Minutes
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How to send a feedback?

| How feedback is processed?

Feedback and Complaints

Answer the client feedback form and drop it at the

designated drop box inside the Provincial Disaster Risk
Reduction and Management Office.

Contact Info: 607-8723, 607-9244
pglu_pdrrmo@launion.gov.ph

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-8723 and 607-9244.

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Answer the client complaint form and drop it at the box
located at the PDRRMO Assistance Desk.

Complaints may also be file thru telephone at :

PDRRMO:
Tel No. :(072) 607-8723, 607-9244
Email : pglu_pdrrmo@]launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888
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How to file a complaint?

" Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact
(072) 607-8723 and 607-9244

Contact Information of the
Provincial Disaster Risk Reduction
and Management Office

PGLU | CITIZEN'S CHARTER

MR. AURELLIANO F. RULLODA

Provincial Disaster Risk Reduction and Management
Officer

Antonino Bldg, Brgy. II, City of San Fernando, La Union
e-mail: pglu_pdrrmo@launion.gov.ph

Tel No.: (072) 607-8723 and 607-9244

MR. ALVIN A. CRUZ

Assistant Provincial Disaster Risk Reduction and
Management Officer

Antonino Bldg, Brgy. Il, City of San Fernando, La Union
e-mail: pglu_pdrrmo@launion.gov.ph

Tel No.: (072) 607-8723 and 607-9244

MR. DAVID KEN F. SALAMANCA

Local Disaster Risk Reduction and Management
Officer

Antonino Bldg, Brgy. Il, City of San Fernando, La Union
e-mail: pglu_pdrrmo@launion.gov.ph

Tel No.: (072) 607-8723 and 607-9244
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'PROVINCIAL JAIL
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1. ISSUANCE OF CERTIFICATE OF DETENTION

- Certificate of Detention is requested by the Person Deprived of Liberty (PDL) himself as required
by the court for record purposes, Philippine National Police (PNP) and other lawful agencies
request the same for verification purposes.

Written Request

Original 2 Government Issued
Identification Card

OFFICE OF THE GOVERNOR -
LA UNION PROVINCIAL JAIL

Simple

G2G- Government to Government
G2C- Government to Citizen

lawful agencies

LUPJ Administrative Unit
BIR, Post Office, DFA, PSA, SSS, GSIS,

Pag-ibig

PDL, family of the PDL, legal counsel, PNP, or other

1. Client to 1. Check body None 1 minute Shift in Charge/
roceed to the temperature of | Sergeant of the
uty Guard. client, client uses Guards

sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,
No Entry” policy.

2. Accomplish the 2. Receive the None 30 seconds | Shiftin Charge/

Health Health Declaration Sergeant of the

Declaration Form. | Form. Guards

3. Register in the | 3. Validate valid None 30 seconds Shift in Charge/

Visitor's Logbook. |IDs, interview Sergeant of the

visifor, explain the Guards
process.

4. Accomplish and | 4. Received None 2 minutes | Administrative

submit Certificate |accomplished ' Staff

of Detention request form. '

Request Form

together with 2

valid IDs.

5. Pay fees to the |5. Issue Official Php 130.00 1 minute Authorized

authorized Receipt. Collecting Officer

collecting officer.

PGLU | CITIZEN'S CHARTER

222



6. Proceed to the
waiting area for
the release of the
Certificate of
Detention.

7. Receive
Certificate of
Detention.

Detention.

| 7. Release

6. Verification of
PI_DL records as

0:
-Date of
Commitment
-Crime Charge
-Criminal Case
No/s.

-Court

6.1 Refer to the
Detainees
Information
System (DIS).

6.2 Prepare and
endorse the

approval of
C%?tificate of

6.3 Approve
Certificate of
Detention.

Certificate of
Detention.

None

None

None

20 minutes |

Administrative
Officer/
Records Officer

|Provincial Warden
or in his absence,

| the Assistant

, Warden

Administrative
Staff

5 minutes

1 minute

Total

130.00

31 minutes

2. HANDLING OF VISITORS

- Stringent security measures are being implemented during scheduled visiting days of the La
Union Provincial Jail. Standard Operating Procedures (SOP) are properly implemented to ensure
safety and prevent the possible entry of contraband inside the facility.

2 Government Issued ldentification Card

OFFICE OF THE GOVERNOR -
LA UNION PROVINCIAL JAIL

Simple

G2G- Government to Government
G2C- Government to Citizen

PGLU | CITIZEN'S CHARTER

Immediate family of the PDL, friends, legal counsel,
religious sectors, other lawful agencies

BIR, Post Office, DFA, PSA, SSS, GSIS,
Pag-ibig
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1.Client to
roceed to the
uty Guard .

1. Check body
temperature of
client, client uses
sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,
No Entry” policy.

None

1 minute

Shift in Charge/

Sergeant of the
Guards

2.Accomplish the
Health

Declaration Form.

2. Receive the
Health Declaration
Form.

None

30 seconds

Shift in Charge/
Sergeant of the
Guards

3. Register in the
Visitor's Logbook
and present 2
valid IDs.

4 Submit self for

inspection of
ersonal
elongings.

3. Validate IDs,
interview visitor,
!o? the required
information and
stamp visitor and
explain the
process.
4. Search and
inspect the

ersonal

elongings of the
visitor or any item
intended to the
PDL and check
the presence of
contraband.
ltems considered
as contraband, if
voluntarily
surrendered to the
Shift in
Charge/Sergeant
of the Guards
before entry, will
be temporarily
kept at the
Information Desk
and to be returned
after the
termination of the
visit.

None

None

1 minute

3 mir_1utes

Shift in Charge/ |
Sergeant of the
Guards

Shift in Charge/
Sergeant of the
uards or
Post | Guard

5. During
Saturdays and
Sundays:
Attend’in the
briefing in the
conduct of the
strip body search
and undergo the
procedure.

5.Explain the strip
procedure.

5.1 Conduct strip
search procedure
in an enclosed

space.

5.1.1 Direct the
visitor to remove
his/her clo_thlngt;
and hand it to the
searcher for
inspection.

5.1.2 Clothing
must be examined
by touch;
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None

10 Hnutes

Shift in Charge/
Sergeant of the
Guard,
Lady Guard
for a female
visitor/
Male Guard
for male visitor
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5.1.3 Hold his/her
hand in front of
his/her body with
ﬁn‘Pers spread;
5.1.4 Turn his/her
hands over
showing the
officer each side;
.1.5 Raise
his/her arms over
head allowing the
officer to view the
visitor’s underarm;
.1.6 Shake out
his/her hair;
5.1.7 Have the
subject lift his/her
feet so that the
soles and spaces
between toes can
be examined
carefully;

After completion

of the search, the
officer shall return
the clothing to the
subject and allow
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to redress.
6. Tuesdays and | 6. Monitor and None 10 minutes Shift in Charge/
Thursdays: supervise the Sergeant of the
Proceed’to the visitor with the Guards
visitor’s area. DL and impose
the 10 minutes
allowable time.
7. During 7. Stamp the None 7 hours Shift in Charge/
Saturdays and visitor. Sergeant of the
Sundays: Guards
Proceed to the 7.1 Allow the
detention cell. visitor to enter the
detention cell of
the PDL to be
visited. _
8. Proceed to the 8. Log the time None 30 seconds Shift in Charge/
exit and present | out of the visitor. Sergeant of the
stamp for Guards
verification.
Total None 7 hours and
16 minutes
(Sat&Sun),
16 minutes
(Tues&Thurs)
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3. ISSUANCE OF GOOD CONDUCT TIME ALLOWANCE (GCTA)

CERTIFICATE/RESOLUTION

- The good conduct of any offender qualified for credit for preventive imprisonment or any
convicted prisoner in any penal institution, rehabilitation or detention center or any other local jail
shall entitle him to deductions from the period of his sentence as indicated under Republic Act no.
10592.

Written Request

OFFICE OF THE GOVERNOR -
LA UNION PROVINCIAL JAIL

Simple

G2G- Government to Government
G2C- Government to Citizen

Original 2 Government Issued

PDL, National Sentenced Prisoners, Court

LUPJ Administrative Unit
BIR, Post Office, DFA, PSA, SSS, GSIS,

Identification Card Pag-ibig
1. Client to 1. Check body None 1 minute Shift in Charge/
roceed to the temperature of Sergeant of the
uty Guard. client, client uses Guards
sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,
No Entry” policy.
2. Accomplish the 2. Receive the None 30 seconds Shift in Charge/
ealth Health Declaration Sergeant of the
Declaration Form. | Form. Guards
3. Register in the | 3. Validate valid None 30 seconds Shift in Charge/
Visitor's Logbook |IDs, interview Sergeant of the
and present 2 visifor, explain the Guards
valid IDs. process.
4. Accomplish and | 4. Received None 30 seconds Administrative
submit GCTA accomplished Staff
Request Form request form.
4.1. Pay fees to ) i _
the authorized 4.1. Issue Official Php 30.00 1 minute Authorized
collecting officer. | Receipt Collecting
4.2 Inform the Officer
requesting party
as to the iIssuance
of the resolution.

PGLU | CITIZEN'S CHARTER
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5. Proceed to the
waltlnlg area for
the release of the
GCTA Resolution/
Certificate.

5. Verification of
PDL behavior as
to base on the
Daily Monitoring
Sheet.

5.1 Prepare the
overall
computation of
CTA points
earned per area:
- Attendance
during religious
services.
- Attendance to
skills capacitation
training/seminar.
- Attendance to
short term
courses. o
- Adherence to jalil
rules and
regulations.

5.2 Cause the
approval and
signature of GCTA
Resolution/Certific
ate of the
Management
Selection and
Evaluation
Committee
(MSEC).

MSEC Members:
LUPJ,
Chief-Parole and
Probation Office
Provincial Social
Welfare Officer,
Assistant Warden
and Warden

30 minutes

None Administrative
Officer/

Records Officer

1 hour

6. Recieve the
GCTA Resolution/
Certificate.

6. Release/ Issue
GCTA Resolution/
Certificate to
requesting party.

None 1 minute Admigistfrfative

ta

Total
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130.00 1 hour 33
minutes & 30

seconds
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4. RECEIVING INCOMING PDL
- Systematic reception of PDL for commitment to the La Union Provincial Jail

OFFICE OF THE GOVERNOR -
LA UNION PROVINCIAL JAIL

Simple

G2G- Government to Government

Original copies of the following:
Commitment Order issued by concern Court

Medical Certificate taken within 24 hours prior
admission

PNP, PDEA and other lawful agencies

Concern Courts
Government Hospital

1. Client to 1. Check body None 1 minute Shift in Charge/
roceed to the temperature of Sergeant of the
uty Guard. client, client uses Guards

sanitizer and foot
bath and strictly
follows the
implementation of
“No Facemask
No Face Shield,
No Entry” policy.

2. Accomplish the 2. Receive the None 30 seconds Shift in Charge/

Health Health Declaration Sergeant of the

Declaration Form. | Form. Guards

3. Register in the | 3. Validate valid None 30 seconds Shift in Charge/

Visitor's Logbook. | IDs, interview Sergeant of the

visifor, explain the Guards
process.

4. Presents 4. Receive None 5 minutes Actg. Records

pertinent pertinent Officer

documents for documents for the

commitment. commitment of

DL and endorse
to the )
Administrative

nit.

4.1. Records Unit
to receive and
review pertinent
documents for
commitment and
record entry of
incoming PDL.

5. Escort PDLto | 5. Conduct None 10 minutes Jail Nurse

the jail clinic for hysical
hysical assessment and

examination. evaluation.
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6. Committing
entity receives the
copy of pertinent
documents and
leave.

6. Return the
receiving copy to
other client after
the physical
assessment and
evaluation of the
PDL.

None

1 minute

Records Officer

7. Incoming PDL
will undergo the
jail booking
process.

8 .Incoming PDL
to undergo
orientation on jail
rules and
regulations.

Boohn%
Prisoner through
the Detainees
Information
System.
\ccomplish the
Jail Booking
Sheet;
- Photograph and
take fingerprint
profile;
-Check for an
birthmarks, tattoos
and notable scars;
-Facilitate the
signing of the
Detainee’s
Manlfestatlon and
P raise the P
of the prowsuon of
Art 29 of P
as amended by
RA No. 10592.
-Preparation of
Inmate’s Property
Receipt Form, if
any.

| '8 Onentatlén of

jail rules and
regulation.

Assign a
detention cell for
the newly
committed PDL.
8.2 Endorsement
of the *all booking
sheet for approval
of the Provincial
Warden.

None

None

20 minutes

10 minutes ;

Administrative
Staff

Kssistant Warden

9. Proceed to the
designated
detention cell.

9. Review and
approval of the
commitment of the
new PDL.

None

5 minutes

Provincial Warden

Total

None

53 minutes
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5. RELEASING A PDL
- Systematic procedure in releasing a PDL

OFFICE OF THE GOVERNOR -
LA UNION PROVINCIAL JAIL

Simple

G2G- Government to Government

Original copies of the following:

Release Order issued by concerned court
Certificate of Non-Pending Case/Court
Clearance

1. Client to 1. Check body
roceed to the temperature of
uty Guard. client, client uses

sanitizer and foot

bath and strictly
follows the
implementation of

“No Facemask

No Face Shield,

No Entry” policy.

None

Family or legal counsel of PDL due for release;
PDL due for release

Concern Courts
Government Hospital

1 minute

Shift in Charge/
Sergeant of the
Guards

'2.Accomplish the | 2. Receive the
Health Health Declaration
Declaration Form. | Form.

None

30 seconds

Shift in Charge/
Sergeant of the
Guards

3. Register in the | 3. Validate valid
Visitor's Logbook. | IDs, interview
visitor, explain the
process.

3.1 Endorse the
documents to the
Record Unit

3.2 Receive,
review and
process
documents for the
release of the
PDL.

3.3 Prepare
Certificate of
Discharge, and
PDL Property
Receipt, if any.

None

20 minutes

Shift in Charge/
Sergeant of the
Guards

Administrative
Staff

4. PDL is escorted | 4. Conduct
to the jail clinic for | physical

hysical assessment and
assessment. evaluation.
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None

10 minutes

Jail Nurse
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5. Proceed to the

None

10 minutes Actg. Records

Py 5. Process and
waiting area for | recommend _Officer,
the Certificate of %ppr_qval of Shift in Charge
Discharge. ertificate of and Sergeant
Discharge. of the Guards,
Provincial Warden
5.1 Apﬁrove and
signs the
Certificate of
Discharge.
5.2 Final
counseling of
PDL.
6. Receives the |6. Release the None 10 minutes Shift in Charge,
Certificate of PDL to his/her Sergeant o
Discharge. . immediate family. the Guards
Immediate famil Actg. Records
members will affix 6.1 Log the Officer
his/her signature |needed details
on the Certificate |and release the
of Discharge PDL.
signifying that he
will duly received
the PDL in good
physical
condition.
Note:
Precautionary .
measure relative
to COVID-19
- PDL will either
be conveyed to
his/her
respective
Barangay and let
the Barangay
Chairman
received the PDL
for eventual
turn-over to
his/her
respective
family.
Total None 51 minutes &
30 seconds
PGLU | CITIZEN'S CHARTER
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Feedback and Complaints

How to send a feedback? Answer the client feedback form and drop it at the box
located at the LUPJ Assistance Desk.

How feedback is processed? Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
700-5720.

How to file a complaint? | Answer the client complaint form and drop it at the box
located at the LUPJ Assistance Desk.

Complaints may also be file thru telephone at

LUPJ:
Tel No. :(072) 700-5720
Email : pglu_lupj@launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888
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How to file a complaint?

' Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
700-5720.

Contact Information of the La Union
Provincial Jail
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MR. RIMAS G CALIXTO

Provincial Warden

Brgy. Pias, City of Fernando, La Union
e-mail: pglu_lupj@launion.gov.ph

Tel No.: (072) 700-5720

Ms. ESTRELLA M FOLLOSCO
Administrative Officer-La Union Provincial Jail
Brgy. Pias, City of San Fernando, La Union
e-mail: pglu_lupj@launion.gov.ph

Tel No.: (072) 700-5720







1. Day Care Service :

- Provision of Early Childhood Care and Development (ECCD) programs that covers health,
nutrition, early education and social services for children ages 3-4 years. Ensuring that all children
aged 3-4 are provided with developmentally appropriate experiences to address their holistic
needs.

~ PROVINCIAL SOCIAL WELFARE AND DEVELOPMENT
OFFICE

Simple

G2C- Government to Citizen

1. Intake Form/Child Profile Form
2. Child’s Birth Certificate (Original &

Photocopy)

3. (1)2 x 2 ID Picture of the Child

1. Client proceed
to the guard for
registration using
logbook at the
guard'’s table.

Guards on duty,
checks body
temperature of
client, client uses
hand sanitizer and
foot bath and
strictly follows the
implementation of
“No_Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time
purpose etc.).

PGLU Employees Children

None

PGLU Child Development Center
Civil Registrar’s Office, Philippine
Statistics Authority

1 minute Guard on Duty

2. Submit
Documents.

R

Received and
review submitted
documents as to
completeness.

Endorsement of
documents for

Total-

None

None

5 minutes Day Care Worker/
Child

Development
Worker

5 minutes

11 minu{es
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2. Aid to Individuals/Families in Crisis Situation (Financial Assistance)

- An integrated social services to the poor, marginalize, vulnerable and disadvantage individuals

and families in difficult circumstances.

OFFICE

PROVINCIAL SOCIAL WELFARE AND DEVELOPMENT

Complex

G2C- Government to Citizen

1. MEDICAL ASSISTANCE

a. Social Case Study Report/General Intake
Sheet

b. Medical Certificate/Medical Abstract
(photocopy)

c. Statement of Account

d. Photocopy of 2 Valid Identification Cards
e. Client Request Letter to the Governor

2. BURIAL ASSISTANCE

a. Social Case Study Report/General Intake
Sheet

b. Death Certificate(photocopy)

c. Funeral Contract/Statement of Account
d. Photocopy of 2 Valid Identification Cards
e. Client Request Letter to the Governor

. ENHANCED ACCESS TO GOLDEN
EXISTENCE

a. Social Case Study Report/General Intake
Sheet

b. Death Certificate(photocopy)

. Funeral Contract/Statement of Account

. Enhanced Access ldentification Card

. Client Request Letter

w

c
d

&

4. FIRE VICTIM

a. Social Case Study Report/General Intake
Sheet

b. Fire Incident Report(photocopy)

c. Photo Copy of 2 Valid Identification Cards
d. Picture of Damaged House

e. Client request Letter to the Governor

| Individuals/Families in Crisis Situation

Local Social Welfare and Development

Office

Medical Doctors/Hospitals or Rural Health
nits

Hospitals/Rural Health Units

Any Valid IDs issued by the Government or

Private Entity

Local Social Welfare and Development
Office

Local Registrar’s Office

Funeral Parlor

Any Valid ID’s Issued by the Government or
Private Entity

Local Social Welfare and Development
Office

Local Civil Registrar

Funeral Parlors

Issued by the Provincial Government of La
Union

Local Social Welfare and Development
Office

Bureau of Fire Protection

Any Valid ID’s Issued by the Government or
Private Entity
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None

1 minute

Guard on Duty

1. Cllent proceed Guards on duty
to the guard for checks body
registration using |temperature of
logbook at the client, client uses
guard’s table. hand ‘sanitizer and
foot bath and
strictly follows the
im Iementatlon of
o Face Mask,
No Eagt:e Shl|e|d
n olic
(Take nrgtepof tﬁe
date, time
purpose etc.).
2. Submit Received and None 5 minutes Administrative
Documents. review submitted Aide IV
documents as to
completeness and
refer to the Social
Worker/Focal
Person.
3. Interview of the | Review None 15 minutes Social Welfare
Client. assessment made Officer |
by Municipal Social Welfare
Social Welfare Officer |
and Development Social Welfare
Officer. Assistant
Home VISIt of 3 working days Social Welfare
Client ( S Officer Il
Needed ). Social Welfare
Officer Il
Social Welfare
Assistant
Prepare Somal None 30 minutes Social Welfare
Case Stud (,Y Officer |
Report (SCSR) Social Welfare
nd Assistant
Recommendatlon
Review Social None 15 minutes Social Welfare
Case Study Officer
Report. Social Welfare
Officer IV
Recommending None 10 minutes Provincial Social
Approval Welfare and
And Endorsement Development
to the Office of Officer
Provincial
Governor.
4. Processing of |Prepare None 7 working days Administrative
Financial Obligation Officer Il
Documents. Request Voucher
and Payroll
Routes Financial Laborer |
Documents to the
Different
Concerned
Department.
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3. Disaster Relief Service
- Provision of food assistance provided to victims of natural or man-made disasters.

g ah D ha

& 21 minutes

5. Client will wait | Will inform client None 7 working days Administrative
forthe = of the approval of Officer Il
communication the request. Administrative
from PSWD of the Aide IV
approval of the House Parent |
request.
6. Client Receives | Admin staff None 5 minutes Administrative
Financial resents the Officer 1|
Assistance and ustomer Administrative
fills-out the Feedback Form. Aide IV
Customer House Parent |
Feedback Form
and drops it at the

box located
att e PSWDO
Assistance Desk.

Total None 18 working days

PROVINCIAL SOCIAL WELFARE AND DEVELOPMENT
OFFICE

Simple

G2C- Government to Citizen
G2G - Government to Government

Request Letter of Municipal/City Mayors

Man Made Disaster
Disaster Report

Incident Report
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Natural Disasters (Damaged to Population) "
Disaster Report

Individuals/Families who are victims of natural or
man-made disasters

Local Social Welfare and Development

Office

Municipal/City Mayors Office

Local Social Welfare and Development

Office

Any authorized government agency

238



1. Clients proceed

Guards on duty,

None

1 minute

Guard on Duty

to the guard for checks body
registration using |temperature of
logbook at the client, client uses
guards table. hand sanitizer and
footbath and
strictly follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy
(Take note of the
date, time
purpose etc.).
2. Submit Received and None 5 minutes Administrative
Documents. review submitted Aide IV
documents as to Administrative
completeness and Officer IV
endorse to the Provincial Social
Office of the Welfare and
Governor for Development
approval. Officer
Approved None 30 minutes Provincial
consolidated Governor
disaster report.
3. Preparation of | Prepare None 10 minutes Administrative A
Requisition and Requisition and ssistant.
Issue Slip. Issue Slllo for Administrative
Approval of the Officer Il
Provincial Social Provincial Social
Welfare and Welfare and
Development Development
Officer. Officer
Releasing of relief None 15 minutes Administrative
oods for Assistant
istribution to the Administrative
different Officer IV
municipalities.
4. Client Receives | Admin staff None 3 minutes Administrative
Relief Good resents the Officer Il
Assistance and ustomer Administrative
fills-out the Feedback Form. Aide IV
Customer
Feedback Form
and drops it at the
drop box located
at the PSWDO
Assistance Desk.
Total None 1 hour &
4 minutes
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Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located at the PSWDO Assistance Desk.

How feedback is processed?

"How to file a complaint?

PGLU | CITIZEN'S CHARTER

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 300, 301, 304.

| Answer the client complaint form and drop it at the box

located at the PSWDO Assistance Desk.
Complaints may also be file thru telephone at

Office of the Provincial Governor :

Tel. No.: (072) 888-3608; (072) 888-6035, (072)
888-4453

Emal : govpacoy@launion.gov.ph

PSWDO:
Tel No. :(072) 242 5550 loc. 300, 301, 304
Email :pglu_pswdo@]launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline

Tel. No. : 8888
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How to file a complaint?

" Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.
For inquiries and follow up, citizen may contact (072)
888-2797.

Contact Information of the
Provincial Social Welfare and
Development Office (PSWDO)
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MR. RANILO P. IPAC, RSW, MPM

Provincial Social Welfare and Development Officer
Guerrero Road, City of San Fernando, La Union
e-mail: pglu_pswdo@launion.gov.ph

Tel No.: (072) 242-5550 local 301

MR. EDGAR V. GAMER

Administrative Officer IV

Guerrero Road, City of San Fernando, La Union
e-mail: pglu_pswdo@launion.gov.ph

Tel No.: (072) 242-5550 local 300, 301, 304

MRS. ELNORA DELA CUESTA, RSW

Social Welfare Officer IV

Guerrero Road, City of San Fernando, La Union
e-mail: pglu_pswdo@launion.gov.ph

Tel No.: (072) 242-5550 local 300, 301, 304
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1. Provisioning of Competency training

The provincial Health Office provides Capability Building activities that will cater to the
improvement of the health personnel in the province to improve organizational performance. This
service involves the development of competent health workforce.

Provincial Health Office

Simple
G2G-Government to Government
District Hospitals and Rural Heath Units (RHUs)

List of participants ‘

A. How to apply for the Seminar (by invitation)

1. Acknowledge 1.1 Prepare letter None 8 hours Program
invites. of invitation and Coordinator
disseminate
schedule of
training/seminar.
2. Will prepare list | 2.1 Follow up list None 10 minutes Administrative
of of participants via Aide |
participants to phone calls, sms |
attend the or email 2 weeks

seminar/training. | before the
seminar/training.

3. Finalize list of | 3.1 Accept list of None 10 minutes Administrative
to attend participants from | Aide |
participants and | clients and include
send to PHO. in the final list of
participants.
Total None 8 hours and
20 minutes

A. How to request for the conduct of seminar/training
A.1 Personal Submission

1. Use Face 1.1 Advise client None 1 minute Administrative
Mask, Face shield | to use hand Aide |
and Hand sanitizer and
Sanitizer. strictly follow the

implementation of

the “NO FACE

MASK, NO

FACESHIELD,

NO ENTRY”

policy.
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1.2. Take Body
Temperature.

13.1In
observance of
Social Distancing
Policy, clients are
advised to stay
outside and wait
for their turn.

2. Fill out PHO

2.1 Issue Health

None

1 minute

Administrative

PGLU | CITIZEN'S CHARTER

Client’'s Logbook |Declaration form. Aide |
and Health
Declaration Form.
3. Submit Health |3.1 Receive and None 2 minutes Administrative
Declaration Form. | verify Health Aide |
Declaration Form.
4. Submit letter of 4.1 Received None 1 minute Administrative
request. letter of request Aide |
and log for
documentation.
4.2. Endorse 1 minute Administrative
letter of request to Aide |
PHO 1/ Physician
available for
approval.
4.3 PHO I/ 15 minutes PHO Il/Physician
Physician will
approve letter of
request.
4 4 Inform client 5 minutes Administrative
to wait for Aide |
approval.
4.5 Endorse 2 minutes Administrative
approved letter of Aide |
request to
program
coordinator in
charge for
scheduling.
5. Receive the 5.1 Release and None 1 minute Administrative
approved letter of record approved Aide |
request and letter of request
schedule of with the schedule
seminar/training. | of training/
seminar.
6. Fill out Instruct client to None Administrative
Feedback Form. |fill out Customer Aide |
Feedback Form.
Total None 29 minutes
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A.2 Online Submission

;I. Submit request

0
pglu_pho@launio
n.gov.ph.

1.1 Acknowledge
letter of reques
thru email.

1.2 Print and
endorse to PHO
II/Physician for
approval.

1.3 Endorse
approved letter of
request to
program
coordinator in
charge for
scheduling of
training/Seminar.

None 1 minute Administrative

Aide |

15 minutes

5 minutes

2. Receive
approved letter of
request with
schedule thru
email.

2.1 Release
approved letter of
request with
scheduled date of
training/seminar
thru email.

Program
coordinator

None 1 minute

Total

B. Conduct Training/Seminar

None 22 minutes

1. Use Face 1.1 Advise client None 1 minute Administrative
Mask, Face to use hand Aide |
Shield and hand | sanitizer and
sanitizer. strictly follow the

implementation of

the “NO FACE

MASK., NO

FACESHIELD

and NO ENTRY”

policy.

1.2 Take Body

Temperature.
2. Fill out 2.1 Issue None 1 minute Administrative
attendance sheet |attendance sheet Aide |
and Health and Health
Declaration form. |declaration form.
3. Submit Health |3.1 Receive and None 1 minute Administrative
Declaration Form. | verify Health Aide |

declaration form.
4. Proceed to the |4.1 Assist None 2 minutes Administrative

venue for the
seminar/ training.

participants to the
venue.

Aide |
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5. Fill out Instruct client to fill None 1 minute ‘ Administrative
Customer out Customer Aide |
Feedback Form. |Feedback Form at

the end the

training/seminar.

Total None 6 minutes \

2. Processing of Data

Process of collecting, storing, organizing, protecting, verifying and processing of essential data for
efficient planning that will enhance organizational operations.

Provincial Health Office

Simple
G2G Government to Government G2B
Government to Business

Level 1(District Hospitals), Level 2 (LUMC), Level 3 (ITRMC),
Private Hospitals, Private clinics and RHUs

District Hospitals, LUMC, ITRMC,
Private Hospitals and Private clinics
FIELD HEALTH SERVICE RHUs

INFORMATION SYSTEM (FHSIS)

REPORT

Hospital Reports

A. Personal Submission

1. Use Face 1.1 Advise client None 1 minute Administrative
Mask, Face shield | to use hand Aide |
and Hand sanitizer and
Sanitizer. strictly follow the
implementation of
the “NO FACE
MASK, NO
FACESHIELD,
NO ENTRY
policy.

1.2 Take Body
Temperature.

1.3. In observance
of Social ,
Distancing Policy,
clients are
advised to stay
outside and wait
for their turn.
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2. Fill out PHO 2.1 Issue Health None 1 minute Administrative
Client’'s Logbook |Declaration form. Aide |
and Health
Declaration Form. | 3.1 Receive and 2 minutes

verify Health

Declaration form.
‘3. Submit Hospital | 3.1 Receive None 5 minutes Administrative
and FHSIS Hospital and Aide |
Reports. FHSIS Reports.
4. Receive 4.1 Release None 1 minute Administrative
receiving copy. receiving copy. Aide |
5. Fill out 4.2 Instruct client None 5 minutes Administrative
Customer’s to fill out Aide |
Feedback Form. |Customer

Feedback Form.

4.3 Endorse 1 minute

Hospital and

FHSIS report to

program

coordinator.

Total None 16 minutes

B. Online Submission

1. Submit Hospital | 1.1 Acknowledge None 1 minute Administrative
tahnd FHSIS report |thru email. Aide |
ru
pglu_pho@launio | 1.2 Print Hospital 5 minutes
n.gov.ph. and FHSIS
Report.
1.3 Endorse to 1 minute
program
coordinator.
2. Receive Notice | 1.4 Review/verify None 7 days Program
of Correction thru | Hospital and Coordinators
email. >5IS Report.
Notify client if
there are
corrections
needed.
Total None 7 days and
7 minutes
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3. Health Education and Promotion Campaign

The Provincial Health Office provides Health Education, information Campaign to engage and
empower individuals and communities to choose healthy behaviors, and make changes that

reduce risk of developing chronic disease and other morbidities.
Provincial Health Office

Simple

G2G-Government to Government
G2B-Government to Business
G2C-Government to Citizens

Government, Private hospitals and agencies, Rural Health
Units, Clinics, walk in clients

None

_ None

A. WALK IN CLIENTS

1. Register in the

Logbook
and fill out the
health declaration
form.

1.1 Advice him/her
to use hand
sanitizer and
strictly follow the
implementation of
“NO FACE MASK,

NO
FACESHIELD,
NO Entry” policy.

1.2 Take body
temperature and
issue health
declaration form.

1.3 In observance
of social ,
distancing policy,
clients are
advised to sta
outside to wait for
their turn.

None

1 minute

1 minute

1 minute

Administrative

Aide |

2. Proceed to
program
coordinator in
charge.

Conduct health
education,
information and
promotion.

None

1 hour

Program
Coordinator

3. Fill out
Customer
Feedback Form.

Instruct client to fill
out Customer
Feedback Form.

None

1 minute

Administrative
Aide I/

Administrative
Aide |

Total
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None

1 hour and
3 minutes
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B. Community Outreach

1. Fill out 1.1 Advise None 1 minute Administrative
attendance sheet | participants to use Aide |
and Health and sanitizer
declaration form. ?hnd strictly follow
=

|mE:)lementat|on of

“NO FACE MASK,

NO FACE

SHIELD, NO

ENTRY” policy.

1.2 Take body
temperature and
issue health
declaration form.

1.3 In observance
of social ,
distancing policy,
clients are
advised to sta
outside to wait for

their turn.
2. Proceed to the | Assist participant None 1 minute ' Administrative
venue. to the venue of Aide |

the community
I outreach. | | |
3. Attend the Conduct Health None 4 hours Program
program. education, Coordinators

information and

promotion

campaign.
4. Fill out Instruct client to None 1 minute | Administrative
Customer fill out Customer Aide I/
Feedback Form. |Feedback Form. Administrative

Aide |
Total None 4 hours and
3 minutes

4. Distribution of Medicines and Medical supplies

This aims to implement and control the efficient, effective flow and storage of medicines, medical
supplies and services from the point of origin to the point of consumption to meet the customer
requirements.

Provincial Health Office

Simple
G2G-Government to Government
G2B-Government to Business
G2C-Government to Citizens

All PGLU Departments, District Hospitals, Different LGUs,
Non-Governments agencies and walk in clients
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Prescription

Hospitals and Clinics |

A. Walk in clients

1. Register in the
lient's
Logbook and fill
out the health
declaration form.

1.1 Advice clients
to use hand
sanitizer and
strictly follow the
implementation of
“‘NO FACE MASK,

NO
FACESHIELD,
NO Entry” policy.

1.2 Take body
temperature and
issue health
declaration form.

1.3 In observance
of social ,
distancing policy,
clients are
advised to stag?r
outside to wait for
their turn.

None

1 minute

Administrative
Aide |

2. Present
prescription.

Receive and
record for
documentation.

Endorse
prescription to the
physician/
program
coordinator for
approval.

Instruct client to
wait for the
approval.

Physician/Progra
m Coordinator
approve request.

None

2 minutes

2 minutes

5 minutes

5 minutes

Administrative
Aide |l

Physician/
Program
Coordinator

3. Receive
approved request
and proceed to
PHO warehouse/
pharmacy/clinic.

4. Receive
available
medicines and
sign receipt/
receiving copy.

Release approved
request an
instruct client to
roceed to PGLU
arehouse/
Clinic/pharmacy.

Issue available

medicines and
record for
documentation.

None

None

5 minutes

5 minutes

| Pharmacy Aide/

Administrative
Aide I/ .

Administrative
Aide |

Pharmacist
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5. Fill out Instruct client to None 3 minutes Pharmacy Aide/
Customer fill out Customer Pharmacist
Feedback Form. |Feedback Form. _
Total None 28 minutes |

A. How to apply for the Seminar (by invitation)

Simple
G2G-Government to Government
District Hospitals

Request letter to the PHO I
'Requisition Slip

For Pick Up

1. Register in the
Warehouse
Logbook and fill
out the health
declaration form.

1.1 Advice clients
to use hand
sanitizer and
strictly follow the
implementation of
“NO FACE MASK,

NO
FACESHIELD,
NO Entry” policy.

1.2 Take body
temperature and
issue health
declaration form.

1.3 In observance
of social ,
distancing policy,
the warehouse
staff advices the
clients to stay
outside to wait n
for their turn.

None

1 minute

Pharmacy Aide

2. Present
approved
requisition issue
slip.

Receive and
record for
documentation
Endorse

Requisition Issue
Slip (RIS) to
Pharmacist for
verification.

Pharmacist
verifies the
correctness of the
RIS.

None

1 minute

1 minute

5 minutes

Pharmacy Aide

Pharmacist
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Endorse

1 minute

Pharmacist

None
Approved RIS to
warehouseman
for preparation
and loading.
Warehouseman 2 hours Warehouseman
repares and
oads the
medicines and
supplies to
hospital vehicle.
And instruct client
to wait.
3. Receive Issue medical None 5 minutes Pharmacy Aide
medicines, supplies and
medical supplies | medicines.
and sign Record for
receipt/receiving | documentation.
copy.
4. Fill out Instruct client to None 3 minutes Pharmacy Aide
Customer fill out Customer
Feedback Form. |Feedback Form.
Total None 2 hours and
17 minutes
For Pick Up
1. Present Receive and None 1 minute Pharmacist
approved | check the
requisition issue | correctness of the
slip. RIS.
Endorse RIS to 5 minutes Pharmacist/Driver
the Pharmacy
aide/driver for
preparation.
Prepare and issue 1 hour Pharmacy Aide/
requested Driver
medicines,
medical supplies
and prepare for
delivery.
2. Receive Receive copy of None 5 minutes Pharmacy
medicines, the RIS for Aide/driver
medical supplies |documentation.
and sign receiving
copy.
3. Fill out Instruct client to None
Customer fill out Customer
Feedback Form. |Feedback Form.
Total None 1 hour and
11 minutes
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5. Disease Surveillance and Response Process

It involves systematic collection, analysis, interpretation and dissemination of information
regarding occurrence of diseases in defined populations for public health action to reduce
morbidity and mortality.

Provincial Health Office

Highly Technical
G2G-Government to Government

G2C-Government to Citizen

G2B-Government to Business

Government Agencies/Organizations and Non-Government
Organizations/ Organizations

Hospitals. RHUs and Clinic

Reports as required

' Online Reporting

1. Submit Acknowledge None 5 minutes ' Administrative
Notifiable Disease | report submitted. Aide I
Report to PHO . o )
email address. Endorse report to 5 minutes Administrative
Surveillance Aide Il
Team.
Review report. 1 day 'Surveillance Team
2. Receive Notice |Release Notice for None 5 minutes Surveillance Team
for Investigation. | Investigation.
Conduct 3 days Surveillance Team
Investigation as
scheduled.
Prepare 2 days Surveillance Team
Inves’ngatlon
Report.
PHO Il review and 1 day PHO Il
approve
Invesﬂgahon
Report.
3. Receive Release approved None 5 minutes ' Surveillance Team
Investlgatlon Investlgatlon
Report. Report.
Total None 7 days and
20 minutes
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6. Issuance of Medical Certificate

1. Register in the
clinic logbook.

Provincial Health Office

Simple

G2C Government to Citizen

All

1.1 Advice clients
to use hand
sanitizer and
strictly follow the
implementation of
“NO FACE MASK,

N
FACESHIELD,
NO Entry” policy.

1.2 Take body
temperature and
issue health
declaration form.

1.3 In observance
of social )
distancing policy,
client is advised to
stay outside to
wait for their turn.

None

1 minute

Nurse

2. Proceedto
admitting area.

2.1 Admit and
take vital signs.

2.2 Endorse client
to physician.

None

5 minutes

1 minute

Nurse

3. Proceed to
consultation

3.4 Instruct client
to wait for the
issuance of
Medical
Certificate.

3.5 Prepare
Medica
Certificate.

3.5 Endorse
Medical Certificate
to the nurse.

None

5 minutes

3 minutes

1 minute

Physician

4. Receive
Medical
Certificate.

Issue and record
the Medical
Certificate.

None

1 minute

Nurse
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5. Fill out Instruct client to None 1 minute Nurse
Customer fill out Customer
Feedback Form. |Feedback Form. \

Totall None 23 minutes | ‘

7. Conduct Medical Consultation

1. Register in the
clinic logbook.

Provincial Health Office
Simple

G2C Government to Citizen

All
Reports

1.1 Advice clients
to use hand
sanitizer and
strlctiy follow the
lementation of
“N FACE MASK,

NO
FACESHIELD”
NO Entry” policy.

1.2 Take body
temperature and
issue health
declaration form.

1.3 In observance
gf ?OClal i
istancing poli
client is a%elsec?/ to
stay outside to

None

1 minute

PGLU Clinic

Nurse

wait for their turn.
2. Proceed to Admit and take None 5 minutes Nurse
admitting area. vital sugns :
3. Proceed to Physman None 10 minutes | Physician
consultation examine and |
room. ex?Ialn the result ‘
examination. |
4. Receive Issue prescription. None 1 minute i Physician
prescri ption. \
'5. Fill out Instruct client to None 1 minute ' Nurse
Customer fill out Customer
Feedback Form. |Feedback Form.
Total None 19 minutes |
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Feedback and Complaints

How to send a feedback? Answer the client feedback form and drop it at the box
located at the PHO Assistance Desk.

How feedback is processed? Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072) 607
2633.

"How to file a complaint? | Answer the client complaint form and drop it at the box
located at the PHO Assistance Desk.

Complaints may also be file thru telephone at

PHO:
Tel No. :(072) 607-2633
Email : lupj_pho@launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident

Evidence
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How complaint is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-2633.

Contact Information of the
Provincial Health Office

PGLU | CITIZEN'S CHARTER

Dr. Eduardo S. Posadas
Provincial Health Officer Il
LUTDLC, Guerrero Road

City of Fernando, La Union
e-mail: pglu_pho@launion.gov.ph
Tel No.: (072) 607-2633

Jocelyn G. Mangibin
Supervising Administrative Officer
Provincial Health Office

LUTDLC, Guerrero Road

City of San Fernando, La Union
e-mail: pglu_pho@launion.gov.ph
Tel No.: (072) 607-2633

Emily M. Laroya

Nurse IV

Provincial Health Office
LUTDLC, Guerrero Road

City of San Fernando, La Union
e-mail: pglu_pho@launion.gov.ph
Tel No.: (072) 607-2633

Sharon A. Fontanilla

Nurse Il

Provincial Health Office
LUTDLC, Guerrero Road

City of San Fernando, La Union
e-mail: pglu_pho@launion.gov.ph
Tel No.: (072) 607-2633




BACNOTAN
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HOSPITAL
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1. TRIAGE AREA
Provision of a hospital triage system to intensify hospital infection control.

1. Patient (and
watcher) shall
wash their hands
following proper
procedure in the
designated sink.

BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

None

Observes and

guide .
atient/watcher in
and washing.

All

None

None

1 minute

Triage Team

1. The patient
roceeds to the
taff-in-Charge of

temperature

taking and hand
disinfection. Staff
shall write
atient’s )
emperature in the
patient
registration form.

NOTE: Febrile
patients shall be
Isolated in an
area where they
continue with the
next st%) &?ED
OPD/E aiting
Area).

Takes
temperature and
logs temperature
in the patient’s
registration form.

Assists patient.

None

1 minute

Triage Nurse

3. Patient fills-up
the Patient
Registration
Form; _
questionnaire and
signs the
declaration form.

Assist and guide
patients.

None

1 minute

Triage Nurse

4. Patients take a
seat in
re-arranged/num
ered chairs
which are at least
two (2) meters
apart and wait for
their turn to be
assessed by the
Triage Nurse.

Monitors
compliance to
social distancing.

None

2 minutes

Triage Nurse
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5. Patient Interprets the None 1 minute Triage Nurse
roceeds to the |form and refer
riage Nurse who | patients to proper

?ha interpret the | area.

orm.

Total None | 6 minutes

2. EMERGENCY DEPARTMENT

Provision of medical and surgical care to patients arriving at the hospital in need of immediate
care.

- BACNOTAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

All

None None

1. Patient/ Records chief None 5 minutes ER Nurse
Watcher ?wes complaint and |

complaint. vital signs,
assesses
injury/iliness of

atient.

otes patient’s
necessary data
and refers to the

Medical Officer on
duty.

2. Undergoes Examines/Assess None 5 minutes ' Medical Officer |l
hysical es patient’s
Examination. condition.

Gives initial None 3 minutes Medical Officer
management,
request for
ancillary
rocedures
Laboratory
examination
Radiology, ECG
and Ultrasound,
etc) if necessary.

. Institutes None 10 minutes Medical Officer/
Note: For Surgical  emergency care. Nurse
Case. Refers to ,

Philhealth section
to check PHIC
eligibility.
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3. Proceeds to Provides for None 2 minutes Pharmacist/
Pharmacy/ _ | Ancillary Service. Medical
Laboratory/Radiol Technologist/
ogy/Socia Radiology
elfare Technologist/
Office/Philhealth Social Welfare
(if surgical) and Officer/Philhealth
wait for results. Clerk
4. Returns to Evaluates/interpre None 3 minutes Medical Officer
Emergency Room | ts results from
for Medical Ancillary
Assessment/Disp | Services.
osition. _ - _ _
Determines 2 minutes Medical Officer,
disposition of ER Staff
patient (i.e. to be
admitted, to be
discharged or
referred).
5. Either: Receives None 2 minutes Php80.00 +
a. Goes home payment and Ancillary fees if
with medications |issues Official any
and proceeds to | Receipt. (Pharmacy/X-Ray
cashier for /Laboratory)
Bayment of bills.
. "Submits self
for admission
(refer to
admission
services).
c. Consents for
transfer to other
institution (refer to
ambulance
service).
6. Receives and |Provides and None 2 minutes ER Staff
fills-up Client instructs
Satisfaction client/watcher to
Survey for fill-up Client
Out-Patient Form | Feedback Form.
and drop it at the
designated drop
box at the
OPDI/ER if not
admitted or
transferred.
- If admitted,
patient will be
%l\_fen
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total None 34 minutes

**Allowable period for extension due to unusual circumstances: One (1) hour depending upon
the extent of injury for surgical cases and observation time for other cases.
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3. OUT-PATIENT DEPARTMENT

Provision of treatment of out-patients, people with health problems who visit the hospital for
diagnosis or treatment but do not at this time require to be admitted.

BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

None ' None |
1._Obtains an Oversees OPD None 1 minute ' Medical Records
Number Number Clerk

based on the lane | distribution.
growded e.g.
enior Citizen,
D, Pregnant.
2. Presents Determines the None 1 minute OPD Nurse
himself/herself to Fnonty of atlents
the OPD Nurse. atment based
on the severity of
their conditions.
3. Registers None | Nurse
OLD PATIENT: Retrieves OPD None 1 minute Medical Records
Presents Hospital |records. Clerk
ID Number Card. _
NEW PATIENT: Fills-up New OPD None 5 minutes Medical Records
Form and Issues Clerk
OPD ID.
DepEd Teachers | Verifies PHIC None 1 minute | OPD Nurse
Master List
Retrieves OPD
Chart
Fills-up .New
Form and Issues
OPD ID. _
Referred Patient | Fills-up new form None 5 minutes ' Medical Records
Ian issues OPD Clerk
.Ophthalmology Verifies Doctor’s None 5 minutes Medical Records
Patient request. Clerk
Fills-up new form
Ia[r;d issues OPD
'Family Planning |Retrieves record. None 5 minutes | Medical Records
Fills-up new form Clerk
?gd issues OPD
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Cashier.

Under Six Retrieves record. None 5 minutes Medical Records
Fills-up new form Clerk
and issues OPD
ID.
Dental Patient Retrieves record. None 5 minutes Medical Records
Fills-up new form Clerk
and issues OPD
ID.
4. Undergoes Takes and None 3 minutes Nurse/Nursing
initial records chief Attendant
assessment. complaint and
vital signs.
Assesses patient
Refers to Medical
Officer.
5. Undergoes Conducts None 10 minutes Medical Officer
Physical consultation
Examination. Requests for
Ancillary services.
Refers to other
facilities/Medical
Specialist.
6. Receives Interprets None 1 minute Medical Officer
results from diagnostic results.
diagnostic works. - _ - .
Prescribes None 1 minute Medical Officer
medicines.
Refers to other None 5 minutes Medical Officer
facilities/Medical
Specialists.
Admits patients. None 1 minute Medical Officer
Discharges None 5 minute Medical Officer
patients.
7. Proceeds to Instructs None 5 minutes Medical Officer/
hospital patient/watcher to Nurse
pharmacy. roceed to the
ospital pharmacy
for medicine
pricing.
8. Pa?/s ) Collects payment Php50.00 plus 5 minutes Cashier/
consultation fees |and issues Official | determined cost Pharmacist
and prescribed | Receipt. of prescribed
medicines at the medicines
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9. Receives and
fills-up Client
Satisfaction
Survey for
Out-Patient Form
and drop it at the
designated drop
box at the
OPD/ER if not
admitted or
transferred.

- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.

Provides and
instructs
clients/watcher to
fill-up Client
Feedback Form.

None

2 minutes

OPD Staff/Clerk

Total

1 hour and
16 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

4. NEPHROLOGY CLINIC

Provision of specialized/Nephrology consultation for patients with kidney diseases in line with the
vision of BDH to be a Center of H.O.P.E.: Nephrology Center by 2022.

BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

1. Patient Accompanies None 10 minutes | _Nurse/
proceeds to [Jatlent and sees Nursing Attendants
consultant’s o it that patient is |
clinic/room. provided with

comfortable

waiting area while '

in queue. |
2. Patient Evaluates or None 15 minutes Nephrologist
undergoes examines the
thorough patient.
Physician
Examination.
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3. a. goes home |Prescribes home None 2 minutes Nephrologist
with medications. | medication and
carefully instructs
the patient.
b. submits self | Admits patient. None 2 minutes Nephrologist
for confinement.
c. proceeds to | Makes referral None 2 minutes Nephrologist
a higher level and proper
health facility. |endorsementto
referring
institution.
d. Proceeds to | Orders dialysis Please see 5 minutes Nephrologist
HEMOTEK treatment o Annex___
Dialysis Center. | patient.
4. Proceeds to Instructs None 5 minutes Nephrologist
hospital patient/watcher to
pharmacy. ﬁroceed to the
ospital pharmacy
for medicine.
5. Pays Collects payment | Php120.00 plus 5 minutes Cashier/
consultation fees |and issues Official | determined cost Pharmacy
and prescribed | Receipt. of prescribed
gggr',?g,‘.?s atthe medicines
6 Reéei\;es and Provides and None 2 minutes | OPD Staff/Clerk '!
fills-up Client instructs
Satistaction client/watcher to
Survey for fill-up Client
Out-Patient Form | Feedback Form.
and drop it at the
designated drop
box at the
OPD/ER if not
admitted or
transferred.
- If admitted,
patient will be
%lven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total None 48 minutes
***Allowable period for extension due to unusual circumstances: 30 minutes.
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5. ADMISSION
Provision of immediate care and management for patients needing hospital confinement until
discharge.

BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

1. Submits self for | Secures consent None 2 minutes ER Nurse
admission. for admission.
2. Stays at Makes admission None 5 minutes Resident on Duty
Emergency orders.
s Carry out None 5 minutes ER Nurse
admitting orders.
3. Prepares for Notifies the Ward None 2 minutes ER Nurse
transport to Nurse/Nursing
room/ward. Attendant on duty
of the admission
then transports
patient to
ward/room.
Total None 14 minutes

***Allowable period for extension due to unusual circumstances: 30 minutes.

6. IN-PATIENT SERVICES

Provision of immediate care and management for patients needing hospital confinement until
discharge.

BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen
All

Ward Nurse/

15 minutes

1. Receives Provides nursin ¢
medicines and services neede Nursing Attendant
other services. during stay.
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Section pays
Hospital Bills.

instructs
client/walnstruct
atlents/watchers
o go to the Billing
Section and pay
corresponding
bills at the
Cashier.
7. *If patient is
PHIC member or
dependent:
ubmits
Phlthealth
requirements to
Philhealth Office.
atcher to fill-up
Client Feedback
Form.

PGLU | CITIZEN'S CHARTER

Makes dall None 5 minutes ROD/
rounds and as Ward Nurse/
necessary. Nursing Attendant
Monitors/visits as None 5 minutes ROD/
necessary. Ward Nurse/
Nursing Attendant
Facilitates None 5 minutes Ancillary Staff
ancillary services
as ordered.
Refers to Medical None 2 minute Nephrologist
Officers on duty
as necessary.
Gives health None 15 minutes Ward Nurse/
education. Nursing Attendant
Instructs None 3 minutes Ward Nurse/
atient/watcher to Nursing Attendant
ill up in-patient
survey form.
Prepares patient’s None 5 minutes Ward Nurse/
chart and. Nursing Attendant
forwards it to the
different
departments for
discharge
clearance.
2 Receives and | Provides and None 2 minutes Ward Nurse/
fills-up Client instructs Nursing Attendant
Satistaction ci:ent/watcher to
Survey Form for l-up
In—Patlent and Cltlzen!Customer
rop it at the Feedback Form
designated drop | (for In-Patient).
box at the Nurses’
Station.
3 Goes to BlIIlng Provides and None 10 minutes Ward Nurse/

Nursing
Attendant
Blllln(c:; Clerk

Cashler
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4. Gets medicines
to be continued at
home.

Gives discharge
instructions/referr
als as necessary
and unconsumed
medicines.

None

5 minutes

Ward Nurse/
Nursing Attendant

Signs and issues
discharge
clearance to be
shown to the
Security Guard.

None

1 minute

Ward Nurse

5. Goes Home.

Assists patient for
discharge.

None

1 minute

Ward Nurse/

Records the date
and time of
discharge of
patient.

None

1 minute

Nursing Attendant |
Ward Nurse |

Records patient’s
condition and
disposition upon
discharge.

None

1 minute

Ward Nurse

*For patients to
be transferred —
Prepares for
ransfer to )
hospital of choice.

Informs the
patient/watchers
about the need for
referral.

None

3 minutes

Resident on Duty |

Secures informed
consent for
referral.

None

2 minutes

Ward Nurse

Instruct watcher
to go to the Billing
Section to settle
hospital bill.

None

2 minutes

Ward Nurse/
Nursing Attendant

Accomlplishes
referral slip.

Communicates to
the concerned
staff of the referral
hospital for proper
endorsement.

None

None

3 minutes

3 minutes

Resident on Duty |

' Resident on Duty |

Conducts safely
the patient per
ambulance.

30 minutes

Ward Nurse/
Ambulance Driver

Secures return
slip.

3 minutes

Ward Nurse

2 hours &
2 minutes

***Allowable period of extension due to unusual circumstances: 30 minutes.
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7. LABORATORY SERVICES

Provision of tests done on clinical specimens in order to obtain information about the health of a
patient as pertaining to the diagnosis, treatment and prevention of disease.

BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

None

None

1. Proceeds to Receives and None 2 minutes Medical
Laboratory with examines Technologist/
proper and completeness and Laboratory Aide
com Ietel|¥ correctness of
filled-out Request | data filled-out in
Slip/Specimen. the form.
Prepares None 1 minute Medical,
materials for Technologist/
specimen Laboratory Aide
collection.
Extracts blood or None 2 minutes Medical
let the patient Technologist/
collect specimen Laboratory Aide
(e.g..urine) or
receives
specimen (if
already collected).
2. Proceeds to Instructs ) None 3 minutes Medical
Cashier to pay for | patient/companion Technologist/
charges for o pay at the Laboratory Aide
laboratory Cashier and then
examinations to | advises patient to
be done. walit for the result
outside the
laboratory or to
come back at a
specified time.
3. Pays laboratory | Collects payment Refer to the 5 minutes Cashier
fees at the and issues Official | 2017 Revenue
Cashier. Receipt. Code of the
Province of La
Union
4. Waits for Tests patient None Depends upon the Medical
results. sample using Laboratory Technologist/
manual/automate St Laboratory Aide
d methods of examination/s to
reads be done
microscopically.
Records in Result None Medical
Form/s, Receiving Technologist/
Logbook/s of Laboratory Aide
test/s done.
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Medical

None

Records name of _
patient and test/s Technologist/
done in Releasing Laboratory Aide
Logbook.
5. Receives Retrieves None 2 minutes Medical.
results and goes | duplicate copy of Technologist/
back to the Charge Slip from Laboratory Aide
requesting patient/
physician. companion.
Writes the patient None Medical
name or Technologist/
relationship to the Laboratory Aide
patient of the
person who
received the
result in
Releasing
Logbook.
Instructs the None Medical
patient/companio Technologist/
n to return to the Laboratory Aide
doctor.
6. Receives and | Provides and None 2 minutes Medical,
fills-up Client instructs Technologist/
Satistaction client/watcher to Laboratory Aide
Survey for fill-up Client
Out-Patientand | Feedback Form.
drop it at the
designated drop
box at the )
Laboratory Unit.
- If admitted,
patient will be
%lven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total 17 minutes

*Note: For walk-in patients, provides records/data to Medical Technologist.

*Allowable period for extension due to unusual circumstances: one (1) day to three (3) days.
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8. RADIOLOGY SERVICES

Provision of imaging techniques such as x-ray radiography and ultrasound to diagnosed disease.

8.1 Ultrasound

BACNOTAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

All

1. Ultrasound Examination Request Resident on Duty |
1. Proceeds to Receives and None 5 minutes | Radiologic
Ultrasound Room |examines Technologist
and presents Ultrasound
request slip. request if properly

and completely
filled-up and duly
signed by the
requestin
Medical Officer.

Prepares charge
slip, examines Dbill
and instructs
Patuentﬁcompamon
o proceed to the

Cashier for
payment.

2. Undergoes Prepares patient None 5 minutes | Radiologic
Radiology on the ultrasound Technologist
Procedures. examining table.

Scans patient None 15 minutes Sonologist

according to the
region of interest
and interprets

scanned images.

3. Proceeds to Receives payment| Depends upon 2 minutes Radiologic
Cashier with and issues Official | the examination Technologist/
charge slip and Receipt. requested Cashier
pays . .
corresponding bill. _
Goes back to Records name of None 2 minutes Radiologic
Ultrasound Room | patient and Technologist
and presents OR. |examination done. _
Records the None 2 minutes Radiologic
Official Receipt Technologist/
number and Cashier
amount paid in the
logbook.
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Scans patient None 15 minutes Sonologist
according to the
region of interest
and interprets
scanned images.

4. Waits for Encodes the None 5 minutes Radiologic

results. result of the Technologist/
ultrasound in the Sonologist
computer and

print results for
patient’s copy.

5. Gets results Releases result to None 2 minutes Radiologic
and proceeds to | the patient/ Technologist
Medical Officer. | companion upon
signing on the
logbook as proof

of release.
6. Receives and |Provides and None 2 minutes ' Radiologic
fills-up Client instructs Technologist
Satisfaction client/watcher to
Survey for fill-up Client

Out-Patientand | Feedback Form.
drop it at the
designated drop
box atthe
Radiology Unit.

- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.

Total 55 minutes .
*Allowable period for extension due to unusual circumstances: Thirty (30) minutes).

8.2 X-Ray

BACNOTAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

All

Resident on Duty

1. X-Ray Examination Request

PGLU | CITIZEN'S CHARTER 272



1. Proceeds to
Radiology Room
and preséents
request slip.

2. Undergoes
Radiology
procedures.

Receives and
examines
Radloiogfy request
if properly and
comqplete y
filled-up and duly
signed by the
requestin
Medical

Conducts
radiology
procedure.

fficer.

None

None

5 minutes

2 minutes

Radiologic
Technologist

Radiologic
Technologist

Examines the
radiograph done if
it is satisfactory.
Shows radiograph
to Medical Officer
for wet reading.

None

2 minutes

Radiologic
Technologist

3. Proceeds to
cashier with
charge slip and
pays : .
corresponding bill.

"4. Returns to
Radiology Room
and presents OR.

Receives payment
and issues Official
Receipt.

Records name of
patient and
examination to be
done.

Refer to the

2017 Revenue

Code of the
Province of La
Union

None

2 minutes

2 minutes

Cashier

Radiologic
Technologist

Records Official

Receipt number

and amount paid
in the logbook.

None

2 minutes

Radiologic
Technologist

5. Waits for
results.

Advices the
atient/companion
o return on the
date set for the
release of the
official result.

None

2 minutes

Radiologic
Technologist

Presents the
radloglraph to the
Radiologist for
reading.

| Encodes the

result of the x-ray
in the computer

and prints results
for patient’s copy.

None

None

10 minutes

5 minutes

Radiologic
Technologist

Radiologic
Technologist

6. Claims results.

Releases result
and/or Radiology
Im to the ,
patient/companio
n upon signing in

the logbook as
proof of release.

None

2 minutes

Radiologic
Technologist
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7. Receives and |Provides and None 2 minutes Radiologic

fills-up Client instructs Technologist
Satisfaction client/watcher to
Survey for fill-up Client

Out-Patientand | Feedback Form.
drop it at the
designated drop
box at the
Radiology Unit.

- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.

Total | 36 minutes |
*Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

9. HEALTH INFORMATION MANAGEMENT UNIT (Medical Records)
Provision of a quality management of medical records.

9.1 Issuance of Medical, Medico-Legal Certificate and Clinical Abstract

BACNOTAN DISTRICT HOSPITAL
Simple
G2C-Government to Citizen
All

For Medico-Legal: written request for medico-legal | Chief of Police or other authorities signed
certificate by he Head of Agency of Barangay

PGLU | CITIZEN'S CHARTER 274



Interviews patient

2 minutes

Medical Records

1. Request for / None :
the issuance of a |to establish Officer/Clerk
Clinical Abstract/ |identity and to
Medical/Medico- |know the reason
Legal Certificate. |for the request
) and require the
Submit duly patient/authorized
accomplished party to
recmest for copy |accomplish the
of Medical request for copy
Records. of Medical
Records.
Note: . - > -
For Medical Receives None 1 minute Medical Records
Certificate and | accomplished Officer/Clerk
Clinical Reﬁuest for copy
Abstract: of Medical
Subm#ts written | Records Office. _ |
ﬁggﬁgﬁ or Searches and None 2 minutes Medical Records
Certificate and agrgves for the Officer/Clerk
Egrrilcal Abstract. |Ch arltfr?] 5 cr’t'; —
iCO- egal cha
ggg:ggalfg?al admission chart.
re Sul.ébsr”gsr written | geeks clearance None 2 minutes Medical Records
g b o from the Attending Officer/Clerk
certificate from | Physician.
the Chief of Police | prepares 2 copies None 5 minutes Medical Records
orother of Clinical Officer/Clerk
authorlt|es S|gn8d Abstract Med|ca|‘
by the Head of | Medico-Legal
Agency/Barangay. | Certificates.
2. Receives a Prepares one (1) None 1 minute Medical Records
copy of the copy of the Officer/Clerk
charge slip. charge slip form
and Instructs the
requesting party
to p%y the fee to
the Cashier.
3. Proceeds to | Receives Medical 2 minutes Cashier
the Cashierand |payment and Certificate —
pays the issues Official Php 100.00
cofresponding Receipt. :
fee. o .
, | Note: If patient is Medico-Legal
Receives Official |unable to pay, Certificate —
Receipt and advises patient to Php 100.00
Elroceeds to roceed to the
Ihatl. 2ocial Welfare | gjinical Abstract
’ — Free
Note: If patient is
aldmlﬁfe dand Student —
classified as
atient, no fees to .
e collected. PWD/Senior
o Citizen —
Note: For clinical Php 50.00
abstract, payment
is not required.
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4. Presents the |Forwards None 1 minute Medical Records
Official certificate and Officer/Clerk
Receipt/Charge | medical records
Slip to the to the attending
Medical Records | physician for
Officer/Clerk. review and
signature.
Affixes hospital None 1 minute Medical Records
ry seal on the Officer/Clerk
certificate with
initial.
Records the None 2 minutes Medical Records
certificate in the Officer/Clerk
Clinical Abstract
Registry and/or
Medica
Certificate
Registry and/or
Medico-Legal
Registry.
5. Receives one |Releases the None 1 minute Medical Records
1) original copy | certificate, asks Officer/Clerk
of the certificate | patient and/or
and signs on the |requesting dpar’ty
Registry/Logbook. | to sign, an
release one (1}
onglnal_copk/ 0
the certificate and
advise patient.
6. Receives and |Provides None 2 minutes Medical Records
fills-up Client Citizen/Customer Officer/Clerk
Satisfaction Feedback Form
Survey for p‘or Out-Patient)
Out-Patient and o the watcher.
drop it at the
designated drop
box at the Medical
Records Unit.
- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total 22 minutes
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9.2 Preparation and Issuance of Birth Certificate

1. Filling-up and
reviews of the
Birth Certificate
draft form and
affixes signature.

 BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

None

Interviews patient
and verifies .
whether patient is
literate or not.

If Literate: Parent
fills-up the Birth
Certificate draft
form and certifies
the accuracy and
completeness of
data by signing
the official form.

If llliterate: Fill-u
draft form of Birt
Certificate with
assistance and
forwards the same
to the Supervising
Nurse.

None

None |

DR/OR/
Ward Nurse/
Nursing Attendant

3 minutes

Reviews entries in
the draft form and
affixes his/her
initials; endorses
the accomplished
form to the
Medical Records
Officer/Clerk for
transcription in the
official form.

None

DR/OR/
Ward Nurse/
Nursing Attendant

2 minutes

2. Reviews and
signs official birth
certificate.

Transcribes data
from the draft form
into the official
form (4 copies) .
using the PhilCris
Version 4.0
system/using
;ypewnter and
orwards the same
to the parent for
review and
checking.

Note: If there are
corrections, the
Medical Records
Officer/Clerk will
correct the item.
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Reviews and None 2 minutes Medical Records
signs the Official Officer/Clerk
Birth Certificate.

Receives, reviews None 2 minutes Medical Officer/
and signs official Attending
Birth Certificate Physician

and forwards the
same to the
Medical Records
Officer/Clerk.

3. Receives a Prepares one (1) None 1 minute Medical Records

copy of the copy of the Officer/Clerk

charge slip. charge slip and
instruct the
requesting party

to pay the fee t0
thepC{ashier.

4. Proceeds to Receives None 1 minute Medical Records
the Cashierand | payment and Officer/Clerk
presents charge |issues Official
slip. Receipt.

Receives Official |Note: If patient is
Receipt and unable to tpay
Elroceeds to advise patient to
IMU. roceed to the
ocial Welfare
Officer.

Note: If patient is

classified as

NBB/Indigent
atient, no fees to

e collected.
5. Presents Releases Birth None 2 minutes Medical Records
Official R_eCEI?t Certificate, advise Officer/Clerk
and receives four |the parents and
4) copies of ask the parents to
original official sign the

Birth Certificate | registry/logbook.
and signs the
birth registry.

6. Receives and | Provides and 2 minutes Medical Records
fills-up Client instructs Officer/Clerk
Satistaction client/watcher to
Survey for fill-up Client
Out-Patientand | Feedback Form.
drop it at the
designated drop
box at the Medical
Records Unit.

- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)

Total 21 minutes
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9.3 Issuance of Death Certificate

‘1. Request for
the issuance of
Death Certificate.

" BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All
None

Interviews and
determines the
nearest relation to
the deceased and
forwards the
medical records of
the deceased
patient to the
Attending
Physician.

Note: For death
that occurred
outside the
hospital, e.g.
Dead on Arrival,
without medical
assistance, advice
the nearest
relative or any
Eerson who has
nowledge of the
death, is
responsible for
reporting the
event to the Local
Health Officer
within 48 hours.
The Local Health
Officer is the one
who W|II_Fre are
the Certificate of
Death/Certificate
of Fetal Death; the
process is in
accordance with
Circular No.
2016-0317.

Fill-up the Death

Certificate Draft
form.

None

None

None

2 minutes

2 minutes

Nurse on Duty

Nurse on Duty

‘2. Answers
pertinent
question.

Completes .
medical diagnosis
(immediate cause
of death,
antecedent cause
of death,
underlying cause
and others).

None

3 minutes

Attending
Physician
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h 3. Reviews and
signs official
Death Certificate.

Checks
completeness of
data entry and
forwards the
Death Certificate
draft form to the
Health
nformation
VMlanagement
Unit.

| Receives the

Death Certificate
Draft _
Form/medical
records of the

deceased patient.

Transcribes data
into the official
Death Certificate
Form using the
PhilCris Version
4.0 System/using
typewriter.

Presents the

Death Certificate

four (n) copies to

the attending

physician and
atient’s relative
r review and

signature.

None

None

None

None

2 minutes

1 minute

5 minutes

2 minutes

Medical Officer/
Attending
Physician

I Medical Records "j

Officer/Clerk

' Medical Records

Officer/Clerk

' Medical Records

Officer/Clerk

4. Receives a
copy of the
charge slip.

Prepares one (1)
copy of the
charge slip and
instructs the
requesting party

to pay the fee t0
thepCYaShier.

None

1 minute

Medical Records |
Officer/Clerk

5. Proceeds to
the Cashier and
pays the fee.

Receives Official

Receipt and

Elroceeds to
IMU.

Receives

payment and
repares Official
eceipt.

Note: If the
requesting party
is unable to pay,
advises them to
roceed to the
ocial Welfare
Officer.
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6. Presents
Official Recelpt
acknowledges
acceptance of
four )co ies of
Deat ificate
an su ns in the
logboo

7. Receives and
fills-up Client
Satisfaction
Survey for
Out-Patient and
drop it at the
designated drop
box at the Medical
Records Unit.

If admitted,
pat|ent will be

%Ilenthustomer
Feedback Form
(for In-Patient)

upon discharge.

Releases four (4)
copies of the
Death Certificate
to the nearest kin
of the deceased,
ask to sign the
registry/logbook
and advice the
atient’s relative
o reqgister the
Death Certificate
at the Local Civil
Registrar and
3ha ll' re;taln ¢
uplicate copy o
thepDeath o
Certificate.

'Provides and

instructs
client/watcher to
fill-up Client
Feedback Form.

Total

None 2 minutes Medical Records
Officer/Clerk
None 2 minutes Medical Records |
Officer/Clerk
23 minutes

9.4 Release of Clinical Information to Insurance and Other Agency Verifier

Letter

' BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

For insurance purposes: Waiver/Authorization

Insurance Company
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1. Request for
Clinical
Information.

Presents o
waiver/Authorizati
on letter and
Hospital ID
Number.

2. Fill-up request
for copy of
Medical Records
Form.

Receives waiver/
authorization
letter from the
authorized
Insurance Verifier
or other agency.

None

1 minute

Medical Records
Officer/Clerk

Interviews and
establishes the
identity of the
insurance verifier
and other agency.

None

1 minute

Medical Records |
Officer/Clerk

Authenticates
signature on the
waiver.

-Receives the

request for co
ofcbledical Py

Records Forms.

None

None

1 minute

1 minute

Medical Records |
Officer/Clerk

[ Medical Records ”

Officer/Clerk

Retrieves
requested
Medical Records.

None

2 minutes

Medical Records
Officer/Clerk

Informs attending
physician of the
request and seek
for clearance to
release it or not.

None

2 minutes

Medical Records |
Officer/Clerk

| 3. Gets charge
slip and proceed
to the Cashier.

Prepares the
charge slip and
instructs )
insurance verifier
to pay the
required
verification and
duplication fees to
the Cashier.

None

2 minutes

Medical Records |
Officer/Clerk

4. Proceeds to
the Cashier and
pays the fee.

Receives the
Official Receipt.

Receives
payment.

Issues Official
Receipt.

Certification-
Php 100.00

Certified Copy —
Php20.00/page

2 minutes

Cashier

5. Presents the
Official Receipt.

If photocopy is
requested, allows
verifier to go over
the medical
records.

None

10 minutes

Medical Records |
Officer/Clerk

Authenticates
photocopied
document, affixes
hospital dry seal
with initial or
Certified True
Copy marked with
date and affixes
signature over
printed name.

None

2 minutes

Medical Records |
Officer/Clerk

PGLU | CITIZEN'S CHARTER

282



6. Receives and |Records in the None 1 minute Medical Records
acknowledges official registry, Officer/Clerk
copy of the releases
Medical Records. | photocopied
information to the

insurance verifier

or other

authorized

requesting party

and advise. _
7. Receives and |Provides and None 2 minutes Medical Records
fills-up Client instructs Officer/Clerk
Satisfaction client/watcher to
Survey for fill-up Client

Out-Patient Form | Feedback Form.
and drop it at the
designated drop
box at the Medical
Records Unit if
not admitted or
transferred.

- If admitted,
patient will be
glyen
lient/Customer
Feedback Form

(for In-Patient)
upon discharge.

Total | 27 minutes |
***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

10. PHILHEALTH/BILLING
Provision of quality assistance for availment of Philhealth benefits computation and payment of
bills.

" BACNOTAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

Al

If the patient is any of the following:

1. Spouse — photocopy of Marriage Contract

2. Child — photocopy of Birth Certificate/Baptismal
Certificate

Employed Sector: Private/Government

1. Part Il of Form | to be signed by employer
(completely filled-up)

2. Member Data Record (MDR)

3. Properly Accomplished Form 1 and 2
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Self-Employed
1. Photocopy of the receipt or Proof of contribution
Note: Photocopy of receipt of proof of contribution,
9 to 12 months prior to admission
2. Member Data Record (MDR)
3. Properly accomplished Form 1 and 2
Indigent/4Ps/Sponsored
1. Photocopy of valid, non-expired ID PHIC Office, San Fernando City
Note: In case the ID is expired, get a certificate or
CE 1 form and submit the original CE 1 form
(2). Properly accomplished Form 1 and 2

FW

1. Member Data Record (MDR) or Proof of
Payment

2. Properly accomplished Form 1 and 2
Lifetime Member

1. Photocopy of Senior Citizen’s ID with
Birthdate/Photocopy of Birth Certificate

1. Proceeds to Requests client to None 5 minutes Philhealth Clerk |
Philhealth office resent Philhealth
for verification of | ID/MDR/any valid

eligibility. ID. | |
Receives and Issues Philhealth None | 3 minutes Philhealth Clerk |
fills-up forms. forms upon

admission and
instructs patient’s

relatives to
complete
requirements.
2. Submits Receives and None 3 minutes Philhealth Clerk
roperly filled-up | checks the
orms and completeness of

complete set of the requirements.
requirements.

3. Receives Computes None 7 minutes Philhealth Clerk/
Statement of hospital bill and Billing Clerk
Account (SOA). | issues Statement

of Account (SOA)

upon discharge of

patient.
4. Proceeds to Instructs patient to Philhealth 2 minutes Billing Clerk/
Cashier and pays | pay at the Excess/ . Cashier
excess ) ashier. Hospital Bill
fee/hospital bill.
5. Receives Issues discharge Philhealth 2 minutes Nurse
discharge clearance. Excess/
clearance and Hospital Bill
goes home.
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6. Receives and
fills-up Client
Satisfaction
Survey for
Out-Patient Form
and drop it at the
designated drop
box atthe
Philhealth/Billing
Records Unit if
not admitted or
transferred.
- If admitted,
patient will be
iven
lient/Customer
Feedback Form
upon discharge.

Provides and
instructs
client/watcher to
fill-u
Client/Customer
Feedback Form
(for Out-Patient).

None

2 minutes

Philhealth/
Billing Clerk

Total

24 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

11. AMBULANCE SERVICES

Provision of a safe medical, emergency transport of patients to other health facilities.

BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

1. Gets Fills-out None 3 minutes ER Nurse
Emergency Room  Emergency Room
Charge Slip and | Charge Slip,
roceeds to the | computes charges
ashier to pay for |and instruct
charges. patient’s
companion to pay
at the Cashier.
2. Pays at the Receives the Refer to the 2017 3 minutes Cashier
Cashier. payment and Revenue Code
%repares the of the Province
fficial Receipt. of La Union
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3. Waits for the |Receives the None 1 minute Driver
documents to be | request from the
accomplished and | Resident
the ambulance to | Doctor-on-Duty for
be prepared. transfer/referral of
atient to other _
ealth care facility.
Prepares the Trip None 3 minutes Driver
Ticket pro erIP/
and complete %
and a prove y
the Chief of
Hospital or the
edical Officer on
duty in his/her
absence.
4. Accompanies Transports patlent None Depends on Driver/Nurse/
Patlent during safely to destination Nursing Attendant
ransport. desngnated health
care facility.
After transport, None Depends on Driver/Nurse/
|mtmed|z?tetx destination from | Nursing Attendant
returns to the :
official station the hospital
after the conduct
or transfer and
require the
Nurse/Nursing
Attendant to sign
in the Trip Ticket.
5. Receives and | Provides and None 2 minutes Administrative
fills-up Client instructs Clerk
Satistaction client/watcher to
Survey for fill-up
Out-Patient Form | Client/Customer
and drop it at the |Feedback Form.
designated drop
box at the
Administrative
Unit if transferred.
Total 12 minutes

=**Allowable period of extension due to unusual circumstances: Thirty (30) minutes.
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12. SOCIAL SERVICE

Provision of medical assistance for indigent patients with regards to their hospital bill; assistance
on the availment of blood services; care of unidentified patients; abandoned patients; abused

child; enroliment in Philhealth Point of Care Program.

12.1 PERSONAL SERVICE RENDERED

BACNOTAN DISTRICT HOSPITAL
~ Simple

None

1. Proceeds to
the Social Service
Office.

Orients the patient

watcher/relative

regarding the
olicy on Personal
ervice

Rendered.

None

15 minutes

Medical Social
Welfare Officer

2. Receives and | Issues Personal None 5 minutes Medical Social
signs the ) Service Rendered Welfare Officer
Personal Service |Form to )
Rendered (PSR) | watcher/relative
form. for signing as an

agreement and

endorse to the

hospital staff in

charge.
3. Submits the Receives the None 5 minutes Medical Social
accomplished accomplished Welfare Officer
Personal Service R form and
Rendered (PSR) | computes the
form. equivalent value

of the service

rendered.
4. Receives the |Attaches the None 5 minutes Medical Social
Personal Service | Personal Service Welfare Officer
Rendered (PSR) |Rendered form
form certificate certificate to the
with the hospital
equivalent value | Statement of
of service Account/Bill.
rendered.
5. Proceeds to Instructs the None 5 minutes Medical Social

the Billing
Section.

watcher/relative to
roceed to the
illing Section for

adjustment of

hospital bill.
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6. Receives and | Provides and None 2 minutes Medical Social
fills-up Client instructs Welfare Officer
Satisfaction client/watcher to
Survey for fill-up
Out-Patient Form | Client/Customer
and drop it at the | Feedback Form
designated drop
box at the Medical
Social Welfare
Unit if not
admitted or
transferred.
Total 37 minutes

“***Allowable period of extension due to unusual circumstances: Thirty (30) miﬁutes.

12.2 PAYMENT IN KIND PROCESS
' BACNOTAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

1. Proceeds to | Prepares the None 15 minutes Medical Social
the Social Service Payment in Kind Welfare Officer
Office. (PIK) form and
refers )
watcher/relative to
dietitian/
nutritionist.
2. Submits the Receives . | None 5 minutes Medical Social
Payment in Kind |Payment in Kind Welfare Officer
Pl _{_form to the ) form and
ietitian/ assesses the
Nutritionist. oods/items.
eturns the
Payment in Kind
) form.
3. Receives the |Receives the None 5 minutes Medical Social

filled-up PIK form
and proceeds to
the Social Service
Office.

falfecj—tép Payment
in Kin r‘PI ) form
with certain value.
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4. Receives the |Issues notice of None 5 minutes Medical Social
notice of counterpart and | Welfare Officer
counterpart and | attaches it with
filled-up PIK form. |the filled-up |

Pakment in Kind

PIK) form to the

ospital bill.

5. Proceeds to Receives the None 5 minutes ' Cashier/
the Billing Office. | Payment in Kind | Billing Clerk

(PIK) form and

recomputes the

bill.
6. Proceeds to Receives None 5 minutes Cashier
Cashier to Ipay Statement of
hospital bill. Account and

Payment in Kind

(PIK) form and

collect fees.
7. Receives and | Provides and None 2 minutes Medical Social
fills-up Client instructs | Welfare Officer/
Satisfaction client/watcher to Nutritionist-
Survey for fill up Dietitian Il
Out-Patient Form | Client/Customer
and drop it at the |Feedback Form
designated drop | (for Out-Patient).
box at the Medical |
Social
Welfare/Dietary '
Unit.

Total 42 minutes

12.3 ADMISSION OF UNIDENTIFIED PATIENTS

BACNOTAN DISTRICT HOSPITAL

HIGHLY TECHNICAL

G2C-Government to Citizen

All

None

None

1. Submits self
for admission.

Interviews
patient/client then
refers to Medical
Social Welfare
Officer.
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2. Answers
pertinent
questions if
conscious.

3. Answers
pertinent
questions if
conscious.

Receives referral
from Nurse on

Duty.

None

15 minutes

Medical Social
Welfare Officer

Facilitates and
endorses
provision of
needed
rocedures and
reatment.

Exhausts all
available means
of locating
atient’s relative
hrough:
a. Coordination
with the concern
Social Welfare
Office, Barangay
Official or Police.
b. Conducts
home visits.
c. Linkages with
media.

| Regularly visits

the patient at the
ward, establishes
rapport and obtain
more data needed
to locate the
relative.

None

None

None

30 minutes

2 days

30 minutes

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Medical Social
Welfare Officer

4. Continuous
medication and
treatment.

5. Continuous
medication and
treatment.

Determines the
needs of the
patient by closel
coordinating an
collaborating with
the attending
physician and the
ward nurse.

Facilitates

ossible
nstitutional
placement if
relatives are not
located.

Informs all
concern
authorities if
unidentified
patient dies.

Recommends
Pauper’s Burial.

None

None

None

None

30 minutes

2 days

2 days

2 days

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Coordinates with
the Local
Government Unit
LGU) to facilitate
au er s Burial if
available.
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If not available, None 2 days Medical Social
ask for the Chief Welfare Officer
of Hospital’s '
approval to
facilitate the
Pauper’s Burial.

Documents and None 15 minutes Medical Social

files relevant . Welfare Officer
information. .
Receives and Provides and None 2 days Ward Nurse/
fills-u instructs Nursing Attendant/
Client/Customer | client/watcher to Medical Social
Feedback Form |fill-up Welfare Officer

(for In-Patients) | Client/Customer
and drop it at the | Feedback Form
designated drop | (for In-Patient).
box near the
Nurses’ Station.

Total 12 days, 2 hours &|
12 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

12.4 ASSISTING ABUSED PATIENT

BACNOTAN DISTRICT HOSPITAL

- COMPLEX
G2C-Government to Citizen

Al

1. Proceeds to | Investigates all None 1 hour Medical Social
the Social Service |cases that Welfare Officer
Office. indicate possible
abuse.
2. Submits self | Establishes None 1 day Medical Social
for assessment. |rapport with the Welfare Officer
survivor.

Answers pertinent | Conducts data
questions. gathering while

providin safet){
and comtort to the
survivor.
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Participates in the
helping process.

Provides
information,
practical
assistance/
psychological
counseling to the
Survivor.

(for Out-Patients)
and drop it at the
designated drop
box near the
OI?tD/ER/WCPU
unit.

i
Client/Customer
Feedback Form.

3. Participates in | Coordinates and None 2 days Medical Social
the helping reports to other Welfare Officer
process. team members

(Medical Social

Welfare Office,

PNP Office,

Barangay Office).
4. Participates in | Classifies patient None 15 minutes Medical Social
the helping based on Welfare Officer
process. DOH-A.O. 51-A

for abused

patients.
5. Participates in | Records all None 15 minutes Medical Social
the helping activities and files Welfare Officer
process. them accordingly.

Prepares Social None 30 minutes Medical Social

Case Study Welfare Officer

Report/Case

Summary Report

for ready

reference.
6. Participates in | Visits the survivor, None 30 minutes Medical Social
the helping maintain _ Welfare Officer
process. coordination and

provides

appropriate

services.
7. Receives and | Provides and None 2 minutes OPD/ER Nurse/
fills-up Client/ instructs Physician on Duty/
Customer client/watcher to Medical Social
Feedback Form |fill-up

Welfare Officer/
WCPU

Total

| 3 days, 2 hours &

32 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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12.5 RED CROSS BLOOD SAMARITAN

BACNOTAN DISTRICT HOSPITAL

SIMPLE

G2C-Government to Citizen

All

1. Proceeds to |Interviews and None 15 minutes Medical Social
the Social Service assesses the Welfare Officer
Office. patient if he/she is
ualified to avail
the program.
Refers the patient None 10 minutes Medical Social
if qualified. Welfare Officer
Advices the None 10 minutes Medical Social
atient’s relative Welfare Officer
o purchase blood
at the Philippine
National Red
Cross (PNRC) or
look for possible
donor.
2. Receives the |Prepares the None 10 minutes Medical Social
Blood Samaritan | Blood Samaritan Welfare Officer
Form and present  Form and
to the Philippine | Certificate of
National Red Indigency Form in
Cross (PNRC). order to avail the
Blood Samaritan
Assistance
Program.
Issues the Blood None 5 minutes Medical Social
Samaritan Form Welfare Officer
to the patient’s
watcher.
3. Receives and |Provides and None 2 minutes Medical Social
fills-u instructs Welfare Officer
Client/Customer | client/watcher to
Feedback Form  |fill-up
(for Out-Patients) | Client/Customer
and drop it at the |Feedback Form
designated drop | (for Out-Patient.
box near the
Medical Social
Welfare unit.
Total 52 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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12.6 POINT OF CARE PROGRAM

BACNOTAN DISTRICT HOSPITAL

SIMPLE

G2C-Government to Citizen

All

1. Proceeds to |Interviews and None 15 minutes Medical Social
the Social Service assesses the Welfare Officer
Office. client.
2. Responds to | Classifies patient None 15 minutes Medical Social
questions and based on DOH Welfare Officer
Rartlplpates to the |A.O.51-A(C3
elping process. |and D are
qualified patients).
Administers None 15 minutes Medical Social
Information Welfare Officer
Education )
Campaign, advice
giving and
counseling.
3. Participates in | Enrolls qualified None 30 minutes Medical Social
the helping indigent patients Welfare Officer
process. to Point of Care —
On Site Rapid
Enrolment (ORE).
Receives the Prepares and None 10 minutes Medical Social
Hospital issues the Welfare Officer
Sponsored Hospital
ember Sponsored
Certificate. ember
o . Certificate duly
Participates in the ﬁhgned b§ the
helping process. edical Social
Welfare Officer
and the Chief of
Hospital.
Advises the None 5 minutes Medical Social
client/watcher to Welfare Officer
enroll to a PHIC
Voluntar
payment.
Submits None 10 minutes Medical Social

documents/requir
ement at the
hospital PHIC
office.

Welfare Officer
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Monitors the list of None 30 minutes Medical Social
Point of Care Welfare Officer
members and
Bnnts the Group
ayment Slip
Details for the
payment of the
premium,
contribution.
Files the
documents for
information and
future reference.
Submits a report None Medical Social
tg éthe Office of Welfare Officer
4. Receives and |Provides and None 2 minutes Medical Social
fills-u instructs Welfare Officer
Client/Customer | client/watcher to
Feedback Form  |fill-up
(for Out-Patients) | Client/Customer
and drop it at the |Feedback Form.
designated drop
box near the
Medical Social
Welfare unit.
Total 2 hours &
22 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

12.7 ASSISTING ABANDONED PATIENTS

1. Submits self
for admission.

BACNOTAN DISTRICT HOSPITAL

HIGHLY TECHNICAL

G2C-Government to Citizen

All

a. Interviews
patient/client then
refer to Medical
Social Welfare
Officer.
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b. Conducts
dialogue/conferen
ce to other
professionals.

None

30 minutes

Medical Social
Welfare Officer

2. Continuous
medication and
participates in the
assistive process.

Reports and
coordinates the
case to the
Medical Social
Welfare Officer
through telephone
calls and written
communication.

Reports and
secure police
blotter and
barangay
certificate.

None

None

2 days

2 d:'ays

Medical Social
Welfare Officer

M_edical §ocial N
Welfare Officer

3. Continuous
medication and
participates in the
assistive process.

4. Participates in
the assistive
process.

Exhaust all
possible
resources to
locate patient's
relatives through
home visits, use
of tri-media, etc.

Counsels and

surrenders the
atient to the
amily if located.

None

None

2 days

1 hour

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Coordinates to
Medical Social

Welfare )
Officer/DSWD if
not located for the
atient’s
emporary
placement.

None

1 day

Medical Social
Welfare Officer

Makes _
documentation for
monitoring
purposes.

None

10 minutes

Medical Social
Welfare Officer

5. Receives and
flll_s—ug
Client/Customer
Feedback Form
(for In-Patients)
and_drop it at the
designated drop
box near the
Nurses’ Station.

Provides and
instructs
client/watcher to

-U
CIier?t/Customer
Feedback Form
(for In-Patient).

None

2 minutes

Ward Nurse/
Nursing
Attendant/
Medical Social
Welfare Officer

Total

| 7dsa s, 1 hour &

minutes
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12.8 AVAILMENT OF MEDICAL ASSISTANCE PROGRAM

BACNOTAN DISTRICT HOSPITAL

SIMPLE

G2C-Government to Citizen

All

1. Proceeds to | Gathers data on None 15 minutes Medical Social
the Social Service | the patient’s Welfare Officer
Office and situation and
answers pertinent | assesses the
questions. economic status.
Conducts advice None 15 minutes Medical Social
giving and Welfare Officer
counsellng
Classifies Igatlent None 15 minutes Medical Social
based on Welfare Officer
A.O. 51-
2. Complies and |Prepares and None 1 hour Medical Social
submits the informs the client Welfare Officer
needed on the
requirements. requirements
needed.
3. Endorses the |Receives the None 5 minutes Medical Social
Guarantee Letter |Guarantee Letter. Welfare Officer
received.
Files the None 10 minutes Medical Social
document needed Welfare Officer
and Fre pares the
Mon hly Utilization
Report.
4. Receives and |Provides and None 2 minutes Medical Social
fills-up Client/ instructs Welfare Officer
Customer chentiwatcher to
Feedback Form P |entar
(for Out-Patients) stome
and drop it at the Feedback Form.
designated drop
box near the
Medical Social
Welfare unit.
Total 2 hours &
2 minutes

***Allowable p perlod for extension due to unusual circumstances: Thirty (30) minutes
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12.9 AVAILMENT OF PCSO ENDOWMENT FUND

BACNOTAN DISTRICT HOSPITAL

SIMPLE

G2C-Government to Citizen

All

1. Proceeds to |Interviews the None 15 minutes Medical Social
the Social Service | patient for Welfare Officer
Office. assessment if

qualified to avalil

of Endowment

Fund.
2. Complies to Prepares and None 15 minutes Medical Social
the policies/rules | orients relatives Welfare Officer
and the needed |regarding the
requirements. coverage,

assistance and

requirement.
3. Answers Intakes interview None 1 hour Medical Social
pertinent and prepare Welfare Officer
questions. Sgcnal ase

u

RepgrUCase

Summary Report.

Validates and None 1da Medical Social

submits Y Welfare Officer

documents/requir

ement to PCSO.
4. Endorses the |Receives the None 1 day Medical Social
Guarantee Guarantee Welfare Officer
Letter/Letter of Letter/Letter of
Acceptance from | Acceptance from
PCSO to the then
Medical Social forwards to the
Welfare Officer. | District Hospital

Accountant for

liquidation.

Files and records None 15 minutes Medical Social

for reference. Welfare Officer
5. Receives and |Provides and None 2 minutes Medical Social

fills-up Client/
Customer
Feedback Form
(for Out-Patients)
and drop it at the
designated drop
box near the
Medical Social
Welfare unit.

instructs
client/watcher to
fill-up
Client/Customer
Feedback Form.

Total

2 days & 1 hour

Welfare Officer

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located outside the different units of the hospital.

How feedback is processed?

PGLU | CITIZEN'S CHARTER

Every day of the month, HR personnel of the hospital
opens the Feedback Box and compiles and records all
feedback submitted.

Feedback requiring answers are forwarded to the Office
of the Administrative Officer for appropriate action.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4044.

‘Answer the client complaint form and drop it at the box
located outside the different units of the hospital.

Complaints may also be filed thru telephone at:

Bacnotan District Hospital
Tel No. :(072) 607-4044
Email : bdh_bacnotan@yahoo.com

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:

- Name of person being complained

- Incident

- Evidence

For inquiries and follow-up, citizen may contact (072)
607-4044.
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How complaint is processed?

" The HR personnel-in-Charge opens the Complaint Box

on a daily basis and evaluates each complaint.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be forwarded to the
Chief of Hospital and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4044.

Contact Information of Bacnotan
District Hospital

PGLU | CITIZEN'S CHARTER

Dr. ZENSERLY D. PAGADUAN, RN, MPH
Chief of Hospital |

Bacnotan District Hospital, Bacnotan, La Union
e-mail: bdh_bacnotan@yahoo.com

Tel No.: (072) 607-4044

ANNE GIRLIE C. DULAY, MPA

Administrative Officer V

Bacnotan District Hospital, Bacnotan, La Union
e-mail: bdh_bacnotan@yahoo.com

Tel No.: (072) 607-4044
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1. TRIAGE AREA
Provision of a hospital triage system to strengthen hospital infection control.

BALAOAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

All

None None |
1. Patient/ Guide _ None 1 minute ' Triage Team
watcher shall atient/watcher in

wash their hands |the proper hand
following proper |washing.
procedure in the
designated
washing area.

2. The patient Guide _ None 1 minute Triage Team
roceeds to the atient/watcher in
taff he proper hand

Nurse-in-Charge. |washing.
The Staff Nurse
shall record
atient’s )
emperature in the
patient
registration form.

NOTE: If )
%rmptom of Mild
OVID observed
from the patient
he/she shall be
isolated in an
area where they
continue with the
next step wherein
information
gathering and
hysical
examinations are
done (COVID
Triagin
tent/table).

3. Patient fills-up | Assist and guide None 1 minute Triage Team
the Patient patients.
Registration
Form; ,
questionnaire and
signs the
declaration form.
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4. Patients take a
seatin
Bre-arranged/num
ered chairs
which are at least
two (2) meters
apart and wait for
their turn to be
assessed by the
Triage Nurse.

Monitors
compliance to
social distancing.

None

2 minutes

Triage Nurse

5. Patient
roceeds to the
riage Nurse who

shall interpret the

form.

Interprets the
form and refer
patients to proper
area.

None

1 minute

Triage Nurse

Total

None

6 minutes

2. EMERGENCY DEPARTMENT

Provision of medical and surgical care to patients in need of immediate care.

BALAOAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

1. Patient/
Watcher ?IVGS
complaint.

All

Records chief
complaint and
vital signs,
assesses
injury/iliness of

atient.

otes patient’s
necessary data
and refers to the
Medical Officer on
duty.

None

5 minutes

ER Nurse

2. Undergoes
Physical
Examination.

Examines/Assess
es patient’s
condition.

None

5 minutes

Medical Officer Il
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Note: For Surgical
Case.

3. Proceeds to
Pharmacy/Labora
tory/Radiology/So
cial Welfare
Office/Philhealth
(if surgical) and
wait for results.

h 4. Returns to

Emergency Room
for Medical
Assessment/Disp
osition.

‘5. Either:

a. Goes home
with medications
and proceeds to
cashier for
Bayment of bills.
. "Submits self
for admission
(refer to
admission
services).
c. Consents for
transfer to other
institution (refer to
ambulance
service).

Gives initial
management,
request for
ancillary
rocedures
Laboratory
examination
Radiology, ECG
and Ultrasound,

etc) if necessary.

Institutes
emergency care.
Refers to _
Philhealth section
to check PHIC
eligibility.

Provides for
Ancillary Service.

| Evaluates/interpre |

ts results from
Ancillary Services

Determines
disposition of
patient (i.e. to be
admitted, to be
discharged or
referred).

Receives

payment and
issues Official
Receipt.

None

None

None

None

None

3 minutes Medical Officer

Medical Officer/ |
Nurse

1CFn;1ut_es

Pharmacist/
Medical
Technologist/
Radiology
Technologist/
Social Welfare

_ Officer/
Philhealth Clerk
| Medical Officer ”

2 minutes

3 minutes

2 minutes Medical Officer,
ER Staff

Php80.00 +
Ancillary fees if

an
(Pharmac%!X-Ray
/Laboratory)

2 minutes

PGLU | CITIZEN'S CHARTER
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6. Received and |Instruct None 2 minutes ER Staff
fills-up Client client/watcher to
Satisfaction fill-up Client
Survey Feedback Form.

Out-Patient

orm) and droP it
to the designated
droB box near the
OPD/ER.

Total None 34 minutes

“***Allowable period for extension due to unusual circumstances: One (1) hour depending upon

the extent of injury for surgical cases and observation time for other cases.

3. OUT-PATIENT DEPARTMENT

Provision of treatment of out-patients care to clients with health issues for diagnosis/treatment that
does not require for admission.

" BALAOAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

All

1._Obtains an Oversees OPD None 1 minute Medical Records
OPD Number Number Clerk
based on the lane |distribution.
rovided e.g.
enior Citizen,
PWD, Pregnant.
"2_. Presents Determines the None 1 minute OPD Nurse
himself/herself to | priority of patients’
the OPD Nurse. reatment based
on the severity of |
their conditions. |
3. Registers None Nurse
OLD PATIENT:. Retrieves OPD None 1 minute Medical Records
Presents Hospital |records. Clerk
ID Number Card.
'NEW PATIENT: Fills-up New OPD None 5 minutes ' Medical Records
Bclsrg '%nd Issues ' Clerk
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Verifies PHIC

None

5 minutes

Medical Records

DepEd Teachers 3
Master List Clerk
Retrieves OPD
Chart
Fills-up New Form
and Issues OPD
ID.
'Referred Patient Fills-up new _form § None 5 minutes " Medical Records |
?Sd issues OPD Clerk
Ophthalmology | Verifies Doctor’s None 5 minutes Medical Records
Patient request Clerk
Fills-up new _form
and issues OPD
ID.
Family Planning | Retrieves record None 5 minutes Medical Records |
Fills-up new _form Clerk
and issues OPD
ID.
Under Six Retrieves record None 5 minutes ' Medical Records |
Fills-up new _form Clerk
and issues OPD
ID.
Dental Patient Retrieves record None 5 minutes Medical Records
Fills-up new _form Clerk
and issues OPD
ID.
4. Undergoes Takes and None 3 minutes Nurse/
initial records chief Nursing Attendant
assessment. complaint and
vital signs.
Assesses patient
Refers to Medical
Officer.
5. Undergoes Conducts None 10 minutes Medical Officer
Physical consultation
Examination. Requests for
Ancillary services.
Refers to other
facilities/Medical
Specialist.
6. Receives Interprets None 1 minute Medical Officer
results from diagnostic results.
diagnostic works. - : : .
Prescribes None 1 minute Medical Officer
medicines. _
Refers to other None 5 minutes Medical Records
facilities/Medical Clerk
Specialists.
Admits patients. None 1 minute Medical Officer
Discharges None 5 minutes Medical Officer
patients.
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7. Proceeds to

Instructs

None

5 minutes

Medical Officer/

hospital patient/watcher to Nurse
pharmacy. ﬁroceed to the
ospital pharmacy
for medicine
pricing.

8. PaP/s ) Collects payment Php50.00 plus 5 minutes Cashier/
cogsu tattlor} fees %nd ls_stues fficial cost of Pharmacist
and cosis o s prescribed drugs

rescribed drugs e
R medicines a & medicines
the Cashier.
9. Received and | Instruct None 2 minutes OPD Staff Nurse
fills-up Client client/watcher to
Satisfaction fill-up Client
Survey Feedback Form.

Out-Patient

orm) and drop it
to the designated
droB box at the
OPD/ER.

Total 1 hour and
16 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

4. ADMISSION
Provision of immediate care and management for patients needing hospital confinement until
discharge.

BALAOAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

Clean Patients Secures consent None 2 minutes ER Nurse
, for admission.

1. Submits self for

admission. |

2. Stays at Makes admission None 5 minutes ' Resident on Duty

Emergency orders.

oom.

Carry out None 5 minutes ER Nurse
admitting orders.
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3. Prepares for Notifies the Ward None 5 minutes Medical Officer/
transport to Nurse/Nursing Nurse
room/ward. Attendant on duty
of the admission
then transports
patient to |
ward/room. |
Covid Patients - | Secures consent None 5 minutes Triage Nurse
Once confirmed | of care
to be a mild Covid | for admission |
case, Coordlnate!report
to RESU a '
1. Patient shall U for the
submit self for Eaﬂent positive
admission. ovid case.
2. Still at the Makes admission None 5 minutes | Resident on Duty
_(.I}OVID Triage orders.
ent
Carry out None 5 minutes ER Nurse
admitting orders.
3. Prepares for Notifies the Ward None 2 minutes ER Nurse
transport to Nurse/Nursing
COVID Attendant on duty
isolation of the admission
room/ward. then transports
patient to Covid
Isolation
ward/room.
Total None 31 minutes |

***Allowable period for extension due to unusual circumstances: 30 minutes.

5. IN-PATIENT SERVICES

Provision of immediate care and management for patients needing hospital confinement until
discharge.

BALAOAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

Clean Patient

1. Receives
medicines and
other
Services.

Provides nursin
services neede
during stay.

None

15 minutes

Ward Nurse/
Nursing Attendant
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Makes dail

None

ROD/

5 minutes

rounds and as Ward Nurse/
necessary. Nursing Attendant
Monitors/visits as None 5 minutes ROD/
necessary. Ward Nurse/
Nursing Attendant
Facilitates None 5 minutes Ancillary Staff
ancillary services
as ordered.
Refers to Medical None 2 minutes Ward Nurse/
Officers on duty Nursing Attendant
as necessary.
Gives health None 15 minutes Ward Nurse/
education. Nursing Attendant
Instructs None 3 minutes Ward Nurse/
Fatien_tlwatqher to Nursing Attendant
ill up in-patient
survey form.
Prepares patient’s None 5 minutes Ward Nurse/
chart and. Nursing Attendant
forwards it to the
different
departments for
discharge
clearance.
2. Received and |Instruct None 2 minutes Ward Nurse/
fills-up Client client/watcher to Nursing Attendant
Satisfaction fill-up
Survey (In-Patient | Client/Customer
Form) and drop it | Feedback Form.
at the designated
drop box at the
Nursing Station.
3. Goes to Billing | Instruct None 10 minutes Ward Nurse/
Section Ba s atients/watchers Nursing
Hospital Bills. 0 go to the Billing Attendant
Section and pay Billing Clerk,
corresponding PHIC Clerk,
bills at the Cashier
ashier.
*If patient is PHIC
member or
dependent:
Submits
Philhealth
requirements to
Philhealth Office.
4. Gets medicines | Gives discharge None 5 minutes Ward Nurse/

to be continued at | instructions/reterr Nursing Attendant
home. als as necessary

and unconsumed

medicines.
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Signs and issues None 1 minute Ward Nurse
discharge
clearance to be
shown to the
Security Guard.

5. Goes Home. Assists patient for None | 1 minutes Ward Nurse/
discharge. Nursing Attendant

Records the date None 1 minutes Ward Nurse
and time of
discharge of
patient.

Records patient’s None 1 minutes Ward Nurse
condition and
disposition upon
discharge.

Total 1 hourand
16 minutes

+**Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

*For patients to Informs the None 3 minutes Resident on Duty
be transferred — | patient/watchers
Prepares for about the need for
ransfer to ) referral.

hospital of choice.

Secures informed None ' 2 minutes Ward Nurse
consent for
referral.

Instruct watcher None 2 minutes Ward Nurse/

to go to the Billing Nursing Attendant
Section to settle
hospital bill.

Accomplishes None | 3 minutes Resident on Duty |
referral slip.

Communicates to None 3 minutes Resident on Duty
the concerned
staff of the referral
hospital for proper

endorsement.
Conducts safely None | 30 minutes Ward Nurse/
the patient per Ambulance Driver
ambulance.
S!ecures return None 3 minutes Ward Nurse
slip.

Total None 46 minutes

**Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

COVID Patients - Treatment/handling of Covid patient should be handled with extra precautions |
and care

1. Receives
medicines and
other services.

Provides nursin | None 15 minutes Ward Nurse/
services neede Nursing Attendant
during stay. _
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Conduct daily
rounds and as
necessary.

None

5 minutes

ROD/
Ward Nurse/
Nursing Attendant

Perform and
collect the needed
diagnostic

WOr tﬁ:
(RT-CPR, Chest
radiography,

blood work ups,
Nasogharyngeal!
Oro% aryngeal
swabbing, etc.).

Conduct on time
medication and
monitoring.

None

None

5 minutes

5 minutes

Medical
Technologist/
Rad. Tech

ROD/
Ward Nurse/
Nursing Attendant

Provide health
education and
medical

None

5 minutes

Ward Nurse/
Nursing Attendant

" 2. Go Home/
Discharge.

Assists patient for
discharge.

None

1 minute

Ward Nurse/

Nursing Attendant

Records the date
and time of
discharge of
patient.

None

1 minute

Ward Nurse

Records patient’s
condition and
disposition upon
discharge (stable
vital sign, no
worsening signs
and symptoms, 2
Tgatwe results of
PCR testing).

None

1 minute

Ward Nurse

Instruct home
medications and
care.

None

ROD/Ward Nurse |

Educating on

transmission and
revention of
ovid.

None

5 minutes

ROD/Ward Nurse |

Advice quarantine
of the patient.

None

2 minutes

' ROD/Ward Nurse |

RHU updating on
Covid patient
status.

Total

None

None

2 minutes

47 minutes

' ROD/Ward Nurse |

***Allowable period for extension due to unusual circumstances: Thirty (30) mihutes.
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6. LABORATORY SERVICES

Provision of tests done on clinical specimens in order to obtain information about the health of a
patient as pertaining to the diagnosis, treatment and prevention of disease.

BALAOAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

None

None

1. Proceeds to Receives and None 2 minutes Medical
Laboratory with examines Technologist/
proper and completeness and Laboratory Aide
completel correctness of
filled-out Request | data filled-out in
Slip/Specimen. the form.
Prepares None 1 minute Medical
materials for Technologist/
specimen Laboratory Aide
collection.
Extracts blood or None 2 minutes Medical
let the patient Technologist/
collect specimen Laboratory Aide
(e.g..urine) or
receives
specimen (if
already collected).
2. Proceeds to Instructs _ None 3 minutes Medical
Cashier to pay for | patient/companion Technologist/
charges for o pay at the Laboratory Aide
laboratory Cashier and then
examinations to | advises patient to
be done. wait for the result
outside the
laboratory or to
come back at a
specified time.
3. Pays laboratory | Collects payment | Refer to the 2017 5 minutes Cashier
fees at the and issues Official | Revenue Code of
Cashier. Receipt. the Province of La
Union
4. Waits for Tests patient None Depends upon the Medical
results. sample using Laboratory Technologist/
manual/automate examination/s to | Laboratory Aide
(r:leg}desthods or be done
microscopically.
Records in Result None Medical
Form/s, Receiving Technologist/
Logbook/s of Laboratory Aide
test/s done.
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Records name of None Medical
patient and test/s Technologist/
done in Releasing Laboratory Aide
Logbook.

5. Receives Retrieves None 2 minutes Medical.

results and goes | duplicate copy of Technologist/

back to the Charge Slip from Laboratory Aide

requesting patient/

physician. companion.
Writes the patient None Medical
name or Technologist/
relationship to the Laboratory Aide
patient of the
person who
received the
result in
Releasing
Logbook.
Instructs the None 2 minutes Medical
patient/companio Technologist/
n to return to the Laboratory Aide
doctor.

6. Received and | Instruct None 2 minutes Lab. Staff

fills-up Client client/watcher to

Satisfaction fill-up Client

Survey Feedback Form.

QOut-Patient _
orm) and drop it

to the designated

drop box at the

Laboratory Unit.

Total None 17 minutes

*Note: For walk-in patients, provides records/data to Medical Technologist.

***Allowable period for extension due to unusual circumstances: one (1) day to three (3) days.

7. RADIOLOGY SERVICES

Provision of imaging techniques such as x-ray radiography and ultrasound to diagnosed disease.

7.1 Ultrasound

1. Ultrasound Examination Request

BALAOAN DISTRICT HOSPITAL

All

Resident on Duty
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1. Proceeds to
Ultrasound Room
and presents
request slip.

Receives and
examines
Ultrasound
request if properly
and completely
filled-up and duly
signed by the
requestin
Medical

Prepares charge
slip, examines Dbill
and instructs

patient/companio
n to proceed to

the Cashier for

payment.

fficer.

None

5 minutes

Radiologic
Technologist

2. Undergoes
Radiology
Procedures.

Prepares patient
on the ultrasound
examining table.

Scans patient
according to the
region of interest
and interprets
scanned images.

None

None

5 minutes

_15 minu@é

Radiologic
Technologist

B _Sonologist

3. Proceeds to
Cashier with
charge slip and
pays . .
corresponding bill.

Receives
payment and
issues Official
Receipt.

Depends upon
the examination
requested

2 minutes

Radiologic
Technologist/
Cashier

Goes back to
Ultrasound Room
and presents OR.

Records name of
patient and
examination
done.

None

2 minutes

Radiologic
Technologist

Records the
Official Receipt
number and
amount paid in
the logbook.

None

2 minutes

Radiologic
Technologist/
Cashier

Scans patient
according to the
region of interest
and interprets
scanned images.

None

15 minutes

Sonologist

4. Waits for
results.

Encodes the
result of the
ultrasound in the
computer and
print results for
patient’s copy.

None

5 minutes

Radiologic
Technologist/
Sonologist

| 5. Gets results
and proceeds to
Medical Officer.

tl%eleases result to
e
patient/companio
n upon signing on
the logbook as

proof of release.

None

2 minutes

Radiologic
Technologist
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6. Received and |Instruct None 2 minutes Radiologic
fills-up Client client/watcher to Technologist
Satisfaction fill-up Client
Survey Feedback Form.

QOut-Patient

orm) and drop it
to the designated
drop box at the
Radiology Unit.

Total 55 minutes

“***Allowable period for extension due to unusual circumstances: Thirty (30) mihutes).

7.2 X-Ray

BALAOAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

1. Ultrasound Examination Request

Resident on Duty

1. Proceeds to Receives and None 5 minutes Radiologic
Radiology Room |examines Technologist
and presents Radlologry request
request slip. if properly and
completely
filled-up and duly |
signed by the
requestin '
Medical Officer. '
2. Undergoes Conducts None 2 minutes Radiologic
Radiology radiology Technologist
procedures. procedure.
Examines the None 2 minutes Radiologic
radiograph done if Technologist,
it is satisfactory. Medical Officer
Shows radiograph
to Medical Officer
for wet reading.
3. Proceedsto |Receives Refer to the 2017 2 minutes Cashier
cashier with payment and Revenue Code of
charge slipand |issues Official the Province of La
pays ) | Receipt. Uit
corresponding bill.
Returns to Records name of None 2 minutes Radiologic
Radiology Room | patient and Technologist

and presents OR.

examination to be

done.
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h 4. Waits for
results.

“5. Claims results.

Records Official

Receipt number

and amount paid
in the logbook.

| Advices the

patient/
companion to
return on the date
set for the release
of the official
result.

None

None

2 minutes

2 minutes

Radiologic
Technologist

Radiologic
Technologist

Presents the
radloglraph to the
Radiologist for
reading.

None

10 minutes

Radiologic
Technologist

Encodes the
result of the x-ray
in the computer
and prints results
for patient's copy.

Releases result
and/or Radiology
film to the patient/
companion upon
signing in the
logbook as proof
of release.

None

None

5 minutes

2 minutes

Radiologic
Technologist

Radiologic
Technologist

6. Received and
fills-up Client
Satisfaction
Survey
Out-Patient _
orm) and drop it
to the designated
drop box at the
Radiology Unit.

Instruct
client/watcher to
fill-up Client
Feedback Form.

None

2 minutes

Radiologic
Technologist

Total

36 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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8. HEALTH INFORMATION MANAGEMENT UNIT (Medical Records)
Provision of a quality management of medical records.

8.1 Issuance of Medical, Medico-Legal Certificate and Clinical Abstract

BALAOAN DISTRICT HOSPITAL \

~ Simple
G2C- Government to szen

Al

For Medico-Legal: written request for medico-legal Chief of Police or other authorities signed by

certificate the Head of Agency of Barangay
1. Request for Interviews patient None 2 minutes ' Medical Records
the issuance of a |to establish Officer/
Clinical identity and to Clerk
Abstract/Medical/ | know the reason
Medico-Legal for the request
Certificate. and require the
patlen authorized
Submit duly
accom Ilshed accom lish the
re ues for copy re ues for copy
edical edical
Recor S. Recor S.
Note: Recelvels - None 1 minute Mediféelgf_Rec!ords
. accomp ishe icer,
For Medical
8Frtjficlate and ﬁ‘éﬁ?éé?r oRy Cerk
inica
é\bgtre[ct' " ecords Office.
mits en - -
relaue,l_;t f\é;"rrI Searches and None 2 minutes Medical Records
Medical retrieves for the Officer/
Certificate and OPD Clerk

Clinical Abstract. | chart/medico-legal
chart/admission

aord_ . : chart.

edico-Lega : -
certificate;g Seeks clearance None 2 minutes Medical Records
Submits written | from the Attending Officer/
request for Physician. Clerk
medico-legal : : -

certificate from Prepares 2 copies None 5 minutes Medical Records
the Chief of Police | of Clinical Officer/

or other Abstract, Medical, Clerk

authorities signed | Medico-Legal
by the Head of Certificates.
Agency/Barangay.
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2. Receives a
copy of the
charge slip.

Prepares one (1)
copy of the
charge slip form
and Instructs the
requesting party

to pay the fee to
thepCYashier.

None

1 minute

Medical Records
Officer/
Clerk

3. Proceeds to
the Cashier and
pays the
corresponding
fee.

Receives Official

Receipt and

Elroceeds to
IMU.

Receives
payment and
issues Official
Receipt.

Note: If patient is
unable to pay,
advises patient to
roceed to the
ocial Welfare
Officer.

Note: If patient is

admitted and

classified as

NBB/Indigent
atient, no fees to
e collected.

Note: For clinical

abstract, payment

is not required.

Medical
Certificate —
Php 100.00

Medico-Legal
Certificate —
Php 100.00

Clinical Abstract
— Free

Student -
Php 50.00

PWD/Senio
Citizen —
Php 50.00

2 minutes

Cashier

4. Presents the
Official
Receipt/Charge
Slip to the
Medical Records
Officer/Clerk.

Forwards
certificate and
medical records
to the attending
physician for
review and
signature.

Affixes hospital

dry seal on the
certificate with
initial.

None

None

1 minute

1 minute

Medical Records
Officer/
Clerk

[ Medical Records

fficer/
Clerk

Records the
certificate in the
Clinical Abstract
Registry and/or
Medica
Certificate
Registry and/or
Medico-Legal
Registry.

None

2 minutes

| Medical Records

Officer/
Clerk

?1) Rec_eist one
original co

of the.gcertifi caFt)g
and signs on the
Registry/Logbook.

Releases the
certificate, asks
patient and/or
requesting dparty
to sign, an
release one (1}
original copy o
the certificate and
advise patient.
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6. Received and
fills-up Client
Satisfaction
Survey
Out-Patient
orm) and drop it
to the designated
drop box at the
Medical Record
Unit.

Instruct
client/watcher to
fill-up Client
Feedback Form.

None

2 minutes

Medical Record
Clerk

Total

Q_QTninutes

“***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

8.2 Preparation and Issuance of Birth Certificate

1. Filling-up and
reviews of the
Birth Certificate
draft form and
affixes signature.

Simple

G2C-Government to Citizen

All

Interviews patient
and verifies.
whether patient is
literate or not.

If Literate: Parent
fills-up the Birth
Certificate draft
form and certifies
the accuracy and
completeness of
data by signing
the official form.

If llliterate: Fill-u
draft form of Birt
Certificate with
assistance and
forwards the
same to the
Supervising

Nurse.

None

3 minutes

DR/OR/
Ward Nurse/
Nursing Attendant
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h 2. Reviews and
signs official birth
certificate.

| 3. Receives a
copy of the

charge slip.

Reviews entries in
the draft form and
affixes his/her
initials; endorses
the accomplished
form to the
Medical Records
Officer/Clerk for
transcription in
the official form.

Transcribes data
from the draft
form into the
official form (4
copies) using the
PhlICns Version
4.0 system/using
rypewrlter and
orwards the
same to the
parent for review
and checking.

Note: If there are
corrections, the
Medical Records
Officer/Clerk will
correct the item.

None

None

2 minutes

5 minutes

DR/OR/
Ward Nurse/
Nursing Attendant

' Medical Records |

Officer/
Clerk

Reviews and
signs the Official
Birth Certificate.

None

2 minutes

Medical Records
Officer/
Clerk

Receives, reviews
and signs official
Birth Certificate
and forwards the
same to the
Medical Records
Officer/Clerk.

Prepares one (1) |

copy of the
charge slip and
mstructt the i
requesting pa
tocrla thegfp ee tg
the Cashier.

None

None

2 minutes

1 minute

Medical Officer/
Attending
Physician

' Medical Records |

Officer/
Clerk

4. Proceeds to
the Cashier and
presents charge

slip.

Receives Official
Receipt and
E'roceeds to

Receives
payment and
Issues Official
Receipt.

Note If patlent is
unable to tp
advise patient to
roceed to the
ocial Welfare
Officer.

Php 100.00

2 minutes

Cashier
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Note: If patient is

classified as
NBB/Indigent
atient, no fees to
e collected.

5. Presents Releases Birth None 2 minutes Medical Records
Official R_ecel?t Certificate, advise fficer/
and receives four |the parents and Clerk
(4) copies of ask the parents to
original official sign the
Birth Certificate | registry/logbook.
and signs the
birth registry.
6. Received and |Instruct None 2 minutes | Medical Records
fills-up Client client/watcher to fficer/
Satisfaction fill-up Client Clerk
Survey Feedback Form.
’:Out- atient

orm) and drop it
to the designated
drop box near the
Medical Record
Unit.

Total 21 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

8.3 Issuance of Death Certificate

1. Request for
the issuance of
Death Certificate.

BALAOAN DISTRICT HOSPITAL

~ Simple

G2C-Government to Citizen

All

Interviews and
determines the
nearest relation to
the deceased and
forwards the
medical records
of the deceased
patient to the
Attending
Physician.

None

2 minutes

Nurse on Duty
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Note: For death
that occurred
outside the
hospital, e.g.
Dead on Arrival,
without medical
assistance,
advice the
nearest relative or
any Eerson who
has knowledge of
the death, is
responsible for
reporting the
event to the Local
Health Officer
within 48 hours.
The Local Health
Officer is the one
who will prepare
the Certificate of
Death/Certificate
of Fetal Death;
the process is in
accordance with
DOH Circular No.
2016-0317.

Fill-up the Death
Certificate Draft
form.

None

2 minutes

Nurse on Duty

2. Answers
pertinent
question.

Completes ,
medical diagnosis
(immediate cause
of death,
antecedent cause
of death,
underlying cause
and others).

None

3 minutes

Attending
Physician

Checks
completeness of
data entry and
forwards the
Death Certificate
draft form to the
Health
Information
Management
Unit.

None

1 minute

Nurse on Duty

“3_. Reﬁews and
signs official
Death Certificate.

Receives the
Death Certificate
Draft ,
Form/medical
records of the
deceased patient.

None

1 minute

Medical Records
Officer/
Clerk
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Transcribes data
into the official
Death Certificate
Form using the
PhilCris Version
4.0 System/using
typewriter.

5 minutes

Medical Records
Officer/
Clerk

Presents the
Death Certificate
four (4) copies to
the attending
physician and
atient’s relative
r review and
signature.

2 minutes

Medical Records |
Officer/
Clerk

4. Receives a

Prepares one (1)

Medical Records

copy of the copy of the fficer/
charge slip. charge slip and Clerk

mstructtst e i

requesting pa

to% tht‘agfp e tg

the Cashier.
5. Proceeds to | Receives Php 100.00 2 minutes Cashier
the Cashierand |payment and
pays the fee. &repares Official

eceipt

Receives Official |Note: If the

Receipt and
Elroceeds to

requesting party
is unable to pay,
advises them to
roceed to the
ocial Welfare
Officer.

6. Presents
Official Receipt,
acknowledges
acceptance of
four 4%cort)|es of
Deat ficate
and signs in the
logboo

Releases four (4)
copies of the
Death Certificate
to the nearest kin
of the deceased,
ask to sign the
reg:stnar/logbook
and advice the
atient’s relative
o reqgister the
Death Certificate
at the Local Civil
Reqistrar and
shall retain
dupllcate copy of
the Death
Certificate.
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7. Received and |Instruct None 2 minutes Medical Records

fills-up Client client/watcher to Officer/
Sat|s action fill-up Client Clerk Medical
FY Feedback Form. Record Clerk
‘:Out atient
orm) and drop it

to the designated
drop box near the
Medical Record
Unit.

_ Total 23 minutes __
***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

8.4 Release of Clinical Information to Insurance and Other Agency Verifier

BALAOAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

All

For insurance purposes: Waiver/Authorization Insurance Company

Letter

1. Request for Receives None 1 minute Medical Records

Clinical waiver/authorizati Officer/

Information. on letter from the Clerk
authorized

Presents Insurance Verifier

waiver/Authorizati | or other agency.
on letter and

Hospital ID Interviews and None 1 minute " Medical Records
Number. establishes the Officer/
identity of the ' Clerk

insurance verifier
and other agency.

Authenticates None 1 minute Medical Records
signature on the Officer/
waiver. Clerk
2. Fill-up request Recewes the None 1 minute Medical Records
for copy of cmest for copy Officer/
Medical Records edical Clerk
Form. Records Forms.
Retrieves None 2 minutes ' Medlcal Records
requested ' Officer/
Medical Records. Clerk
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Informs attending

2 minutes

Medical Records

M None
physician of the Officer/
request and seek Clerk
for clearance to
release it or not.
3. Gets charge | Prepares the None 2 minutes Medical Records
slip and proceed |charge slip and Officer/
to the Cashier. advises insurance Clerk
verifier to pay the
required
verification and
duplication fees to
the Cashier.
4. Proceedsto |Receives Certification- 2 minutes Cashier
the Cashierand | payment. Php 100.00
pays the fee.
Receives the Issues Official Certified Copy —
Official Receipt | Receipt Php20.00/page
5. Presents the |If photocopy is None 10 minutes Medical Records
Official Receipt. |requested, allows Officer/
verifier to go over Clerk
the medical
records.
Authenticates None 2 minutes Medical Records
photocopied fficer/
document, affixes Clerk
hospital dry seal
with initial or
Certified True
Copy marked with
date and affixes
signature over
printed name.
6. Receives and |Records in the None 1 minute Medical Records
acknowledges official registry, fficer/
copy of the releases Clerk
Medical Records. | photocopied
information to the
insurance verifier
or other
authorized
requesting party
and advise.
7. Received and | Instruct None 2 minutes Medical Records
fills-up Client client/watcher to fficer/
Satisfaction fill-up Client Clerk Medical
Survey Feedback Form. Record Clerk
Out-Patient
orm) and drop it
to the designated
drop box near the
Medical Record
Unit.
Total 27 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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9. PHILHEALTH/BILLING

Provision of quality assistance for availment of Philhealth benefits computation and payment of
bills.

BALAOAN DISTRICT HOSPITAL
Simple
G2C-Government to Citizen
All

If the patient is any of the following:

1. Spouse — photocopy of Marriage Contract

2. Child — photocopy of Birth Certificate/Baptismal
Certificate

Employed Sector: Private/Government

1. Part Il of Form | to be signed by employer
(completely filled-up)

2. Member Data Record (MDR)

3. Properly Accomplished Form 1 and 2

Self-Employed

1. Photocopy of the receipt or Proof of
contribution

Note: Photocopy of receipt of proof of contribution,
9 to 12 months prior to admission

2. Member Data Record (MDR)

3. Properly accomplished Form 1 and 2

Indigent/4Ps/Sponsored

1. Photocopy of valid, non-expired ID PHIC Office, San Fernando City
Note: In case the ID is expired, get a certificate or

CE 1 form and submit the original CE 1 form

2. Properly accomplished Form 1 and 2

OFW

1. Member Data Record (MDR) or Proof of
Payment

2. Properly accomplished Form 1 and 2

Lifetime Member
1. Photocopy of Senior Citizen’s ID with
Birthdate/Photocopy of Birth Certificate

1. Proceeds to Requests client to None 5 minutes Philhealth Clerk
Philhealth office resent Philhealth

for verification of |ID/MDR/any valid

eligibility. ID.
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Receives and Issues Philhealth None 3 minutes Philhealth Clerk
fills-up forms. forms upon
admission and
instructs patient’s
relatives to
complete
requirements.
2. Submits Receives and None 3 minutes Philhealth Clerk
roperly filled-up | checks the
orms and completeness of
complete set of |the requirements.
requirements.
3. Receives Computes None 7 minutes Philhealth Clerk/
Statement of hospital bill and Billing Clerk
Account (SOA). |issues Statement
of Account (SOA)
upon discharge of
patient.
4. Proceeds to Instructs ?atient Philhealth 2 minutes Billing Clerk/
Cashier and pays té) pail]y at the Excess/ Cashier
excess ashier. : :
fee/hospital bill. Hospital Bill
5. Receives Issues discharge None 2 minutes Nurse
discharge clearance.
clearance and
goes home.
6. Received and |Instruct None 2 minutes Philhealth Clerk/
fills-up Client client/watcher to Billing Clerk
Sat|s action fill-up Client
FY Feedback Form.
'(:Out atlent
orm) and it
to the de5|gna ed
P box near the
Ph| healthIB|Illng
Total 24 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

10. AMBULANCE SERVICES
Provision of a safe medical, emergency transport of patients to other health facilities.

- BALAOAN DISTRICT HOSPITAL
Simple

G2C-Government to Citizen

All

None
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1. Gets Fills-out None 3 minutes ER Nurse
Emergency Room  Emergency Room
Charge Slip and | Charge Slip,
roceeds to the |computes
ashier to pay for | charges and
charges. instruct patient’s
companion to pay
at the Cashier.
2. Pays at the Receives the Refer to the 3 minutes Cashier
Cashier. payment ?rr‘ld 2017 Revenue
repares the
E)ffICIa| Receipt. P%?f?:cgf(;?ﬁa
Union
3. Waits for the |Receives the None 3 minutes Driver
documents to be | request from the
accomplished and | Resident
the ambulance to | Doctor-on-Duty
be prepared. for transfer/
referral of patient
to other health
care facility.
Prepares the Trip None 3 minutes Driver
Ticket properl
ang comp (—:‘tt:.:zl
and approve
the C_ﬁl%f of =
Hospital or the
Medical Officer on
duty in his/her
absence.
4. Accompanies |Transports patient None Depends on Driver/Nurse/
atient during safely to the destination Nursing Attendant
ransport. designated health
care facility.
After transport, None Depends on Driver/Nurse/
immediate K destination from | Nursing Attendant
returns to the the hospital
official station
after the conduct
or transfer and
require the
Nurse/Nursing
Attendant to sign
in the Trip Ticket.
5. Received and | Instruct None 2 minutes Admin. Clerk
fills-up Client client/watcher to
Satisfaction fill-up Client
Survey Feedback Form.
Out-Patient
orm) and drop it
to the designated
drop box near the
Administrative
Unit.
Total 12 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.
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11. SOCIAL SERVICE

Provision of medical assistance for indigent patients with regards to their hospital bill; assistance
on the availment of blood services; care of unidentified patients; abandoned patients; abused

child; enroliment in Philhealth Point of Care Program.

11.1 PERSONAL SERVICE RENDERED

BALAOAN DISTRICT HOSPITAL
Simple
G2C-Government to Citizen

All

None

None

1. Proceeds to Orients the patient None 15 minutes Medical Social
the Social Service | watcher/relative Welfare Officer
Office. re?_ardmg the

go icy on Personal

ervice

Rendered.
2. Receives and |Issues Personal None 5 minutes Medical Social
signs the ) Service Rendered Welfare Officer
Personal Service |Form to )
Rendered (PSR) | watcher/relative
form. for signing as an

agreement and

endorse to the

hospital staff in

charge.
3. Submits the Receives the None 5 minutes Medical Social
accomplished accomplished Welfare Officer
Personal Service R form and
Rendered (PSR) |computes the
form. equivalent value

of the service

rendered.
4. Receives the |Receives the None 5 minutes Medical Social
Personal Service ' accomplished Welfare Officer
Rendered (PSR) | PSR form and
form certificate computes the
with the equivalent value
equivalent value | of the service
of service rendered.
rendered.
5. Proceeds to Instructs the None 5 minutes Medical Social

the Billing
Section.

watcher/relative to
roceed to the
illing Section for

adjustment of

hospital bill.

Welfare Officer
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6. Received and
fills-up Client
Satisfaction
Survey
Out-Patient
orm) and drop it
to the designated
drop box near the
Medical Social
Welfare Unit.

Instruct
client/watcher to
fill-up Client
Feedback Form.

None

2 minutes

Medical Social
Welfare Officer

Total

37 minutes

**Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

11.2 PAYMENT IN KIND PROCESS

BALAOAN DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

None

None

1. Proceeds to | Prepares the None 15 minutes Medical Social
the Social Service | Payment in Kind Welfare Officer
Office. (PIK) form and
refers )
watcher/relative to
dietitian/
nutritionist.
2. Submits the Receives None 5 minutes Nutritionist
Payment in Kind |Payment in Kind Dietitian
Pl .l_form to the | (PIK) form and
ietitian/ assesses the
Nutritionist. oods/items.
eturns the
Payment in Kind
) form.
3. Receives the |Receives the None 5 minutes Medical Social
filled-up PIK form ﬁl[ecj—tép Payment Welfare Officer
and proceeds to  |in Kind (PIK) form
the Social Service | with certain value.
Office.
4. Receives the |Issues notice of None 5 minutes Medical Social
notice of counterpart and Welfare Officer
counterpart and | attaches it with
filled-up PIK form. |the filled-up
Payment in Kind
PIK) form to the
ospital bill.
330
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5. Proceeds to Receives the None 5 minutes Cashier/
the Billing Office. | Payment in Kind Billing Clerk
(PIK) form and
recomputes the
bill.
6. Proceeds to Receives None 5 minutes Cashier
Cashier to lpay Statement of
hospital bill. Account and
Payment in Kind
(PIK) form and
collect fees.
7. Received and | Instruct None 2 minutes Medical Social
fills-up Client client/watcher to Welfare Officer/
Saﬂs action fill-up Client Nutritionist
FY Feedback Form. Dietician Il
'(:Out atlent
orm) and it
to the deS|gna ed
drop box near the
Medical Social
Welfare ]
Unit/Dietary Unit.
Total 42 minutes

“**Allowable period for extension due to unusual circumstance: Thirty (30) minutes.

11.3 ADMISSION OF UNIDENTIFIED PATIENTS

1. Submits self
for admission.

BALAOAN DISTRICT HOSPITAL

Highly Technical

G2C-Government to Citizen

All

Interviews None 10 minutes Nurse/
patient/client then Medical Records
refers to Medical Officer/
Social Welfare Clerk
Officer.

Receives referral None 15 minutes Medical Social
from Nurse on Welfare Officer
Duty.

Facilitates and None 30 minutes Medical Social

endorses
provision of
needed
rocedures and
reatment.
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2. Answers
pertinent
questions if
conscious.

Exhausts all
available means
of locating
atient’s relative
hrough:

a. Coordination
with the concern
Social Welfare

Qffice, Barangay
Official or Police.

b. Conducts
home visits.

c. Linkages with
media.

None

2 days

Medical Social
Welfare Officer

3. Answers
pertinent
questions if
CONsCious.

h 4. Continuous
medication and
treatment.

Regularly visits
the patient at the
ward, establishes
rapport and obtain
more data needed
to locate the
relative.

| Determines the

needs of the
patient by closel
coordinating an
collaborating with
the attending
physician and the
ward nurse.

None

None

30 minutes

30 minutes

Medical Social
Welfare Officer

Medical Social
Welfare Officer

5. Continuous
medication and
treatment.

Facilitates
ossible
nstitutional
placement if
relatives are not
located.

Informs all
concern
authorities if
unidentified
patient dies.

Recommends
Pauper’s Burial.

None

None

None

2 days

2 days

2 days

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Coordinates with
the Local
Government Unit
S:’ GU) to facmtate
ers Burial if
ava:a le.

None

2 days

Medical Social
Welfare Officer

If not available,
ask for the Chief
of Hospital's
approval to
facilitate the

Pauper’s Burial.

PGLU | CITIZEN'S CHARTER

None

2 days

Medical Social
Welfare Officer

332



Documents and None Documents and Medical Social

files relevant files relevant Welfare Officer

information.
6. Received and |Instruct None 2 minutes Medical Social
fills-up Client client/watcher to Welfare Officer/
Satisfaction fill-up Client Ward Nurse/
Survey (In-Patient | Feedback Form. Nursing Attendant
Form) and drop it
to the designated
drop box near the
Nursing Station.

Total 12 days, 2 hours
& 12 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

11.4 ASSISTING ABUSED PATIENT
BALAOAN DISTRICT HOSPITAL

COMPLEX
G2C-Government to Citizen

All

None None

1. Proceeds to | Investigates all None 1 hour Medical Social
the Social Service |cases that Welfare Officer
Office. mgjlcate possible

abuse.

2. Submits self Establisﬁes
for assessment. | rapport with the
survivor.

Welfare Officer

Answers pertinent | Conducts data
questions. gathering while
providin safet;tz
and comfort to th
survivor.

" None 1 hour ’ Medical Social
|

Participates in the | Provides

helping process. |information,
practical
assistance/psych
ological
counseling to the
survivor.
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3. Participates in | Coordinates and None 2 days Medical Social
the helping reports to other Welfare Officer
process. team members
Medical Social
elfare Office,

PNP Office,

Barangay Office).
4. Participates in | Classifies patient None 15 minutes Medical Social
the helping based on Welfare Officer
process. DOH-A.O. 51-A

for abused

patients.
5. Participates in |Records all None 15 minutes Medical Social
the helping activities and files Welfare Officer
process. them accordingly.

Prepares Social None 30 minutes Medical Social

Case Study Welfare Officer

Report/Case

Summary Report

for ready

reference.
6. Participates in | Visits the survivor, None 15 minutes Medical Social
the helping maintain _ Welfare Officer
process. coordination and

provides

appropriate

services.
7. Received and | Instruct None 2 minutes OPD/ER Staff
fills-up Client client/watcher to Nurse
Satisfaction fill-up Client
Survey | Feedback Form.
Out-Patient

orm) and drop it
to the designated
drop box at the
OPD/ER Unit.

Total

3 days, 2 hours
& 32 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

11.5 RED CROSS BLOOD SAMARITAN

BALAOAN DISTRICT HOSPITAL
~ SIMPLE
G2C-Government to Citizen

Al

None

None
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1. Proceeds to | Interviews and None 15 minutes Medical Social
the Social Service assesses the Welfare Officer
Office. patient if he/she is
ualified to avalil
the program.
Refers the patient None 10 minutes Medical Social
if qualified. Welfare Officer
Advices the None 10 minutes Medical Social
atient’s relative Welfare Officer
0 Purcha_s_e blood
at the Philippine
National Red
Cross (PNRC) or
look for possible
donor.
2. Receives the |Prepares the None 10 minutes Medical Social
Blood Samaritan |Blood Samaritan Welfare Officer
Form and present | Form and
to the Philippine | Certificate of
National Red Indigency Form in
Cross (PNRC). order to avail the
Blood Samaritan
Assistance
Program.
Issues the Blood None 5 minutes Medical Social
Samaritan Form Welfare Officer
to the patient’s
watcher.
3. Received and |Instruct None 2 minutes OPD/ER Staff
fills-up Client client/watcher to Nurse
Satistaction fill-up Client
Survey Feedback Form.
Out-Patient _
orm) and drop it
to the designated
drop box near the
Social Welfare
Unit.
Total 52 minutes

**Allowable period for extension due to unusual circumstances: Thirty (30) mihutes.
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11.6 POINT OF CARE PROGRAM

1. Proceeds to
the Social Service
Office.

BALAOAN DISTRICT HOSPITAL

~ Simple
G2C-Government to Citizen

All

None

Interviews and
assesses the
client.

None

None

15 minutes

Medical Social
Welfare Officer

2. Responds to

questions and

Rartl_clpates to the
elping process.

Classifies patient
based on DOH
A.0O.51-A(C3
and D are "
qualified patients).

None

15 minutes

Medical Social
Welfare Officer

Administers
Information
Education )
Campaign, advice
giving and
counseling.

None

15 minutes

Medical Social
Welfare Officer

3. Participates in
the helping
process.

Enrolls qualified
indigent patients
to Point of Care —
On Site Rapid
Enrolment (ORE).

None

30 minutes

Medical Social
Welfare Officer

Receives the
Hospital
Sponsored
ember
Certificate

Participates in the
helping process.

Prepares and
issues the
Hospital
Sponsored

ember
Certificate duly
signed by the

edical Social
Welfare Officer
and the Chief of
Hospital.

None

10 minutes

Medical Social
Welfare Officer

Advises the
client/watcher to
enroll to a PHIC
Voluntar
payment.

None

5 minutes

Medical Social
Welfare Officer

Submits )
documents/requir
ement at the
hospital PHIC
office.

None

10 minutes

Medical Social
Welfare Officer
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Monitors the list of None 30 minutes Medical Social
Point of Care Welfare Officer
members and
Bnnts the Group
ayment Slip
Details for the
payment of the
premium
contribution. |
Files the None 10 minutes | Medical Social
documents for | Welfare Officer
information and '
future reference.
Submits a report None Medical Social
to the Office of Welfare Officer
PSWD, MSWD,
DSWD.
4. Received and |Instruct None 2 minutes Medical Social
fills-up Client client/watcher to Welfare Officer
Satisfaction fill-up Client
Survey Feedback Form.
Out-Patient
orm) and drop it
to the designated
drop box near the
Social Welfare
Unit.
Total 2 hours &
22 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

11.7 ASSISTING ABANDONED PATIENTS

BALAOAN DISTRICT HOSPITAL

HIGHLY TECHNICAL
G2C-Government to Citizen

All

None

None

1. Submits self
for admission.

a. Interviews
patient/client then
refer to Medical
Social Welfare
Officer.
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b. Conducts
dialogue/conferen
ce to other
professionals.

None

Medical Social
Welfare Officer

30 minutes

2. Continuous
medication and
participates in the
assistive process.

3. Continuous
medication and
participates in the
assistive process.

4. Participates in
the assistive
process.

5. Received and
fills-up Client
Satistaction
Survey
Out-Patient
orm) and drop it
to the designated
drop box near the
Nursing Station.

Reports and
coordinates the
case to the
Medical Social
Welfare Officer
through telephone
calls and written
communication.

None

Medical Social

2 days
Welfare Officer

Reports and
secure police
blotter and
barangay
certificate.

None

Medical Social

2 days
Welfare Officer

Exhaust all
possible
resources to
locate patient’s
relatives through
home visits, use
of tri-media, etc.

None

Medical Social

2 days
Welfare Officer

Counsels and

surrenders the
atient to the
mily if located.

None

Medical Social
Welfare Officer

1 hour

Coordinates to
Medical Social
Welfare )
Officer/DSWD if
not located for the
atient’s
emporary
placement.

None

1 day " Medical Social
Welfare Officer

Makes _
documentation for
monitoring
purposes.

Instruct
client/watcher to
fill-up Client
Feedback Form.

None

None

10 minutes Medical Social

Welfare Officer

Medical Social
Welfare Officer/
Ward Nurse/
Nursing Attendant

2 minutes

Total

| 7 days, 1 hour &
52 minutes

**Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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11.8 AVAILMENT OF MEDICAL ASSISTANCE PROGRAM

BALAOAN DISTRICT HOSPITAL
~ Simple
G2C-Government to Citizen

Al

None

None

1. Proceeds to |Interviews and None 15 minutes Medical Social
the Social Service assesses the Welfare Officer
Office and client.
answers pertinent : = : =
questions. Conducts advice None 15 minutes Medical Social
giving and Welfare Officer
counseling.
Classifies patient None 15 minutes Medical Social
based on Welfare Officer
A.O. 51-A.
2. Complies and | Prepares and None 1 hour Medical Social
submits the informs the client Welfare Officer
needed on the
requirements. requirements
needed.
3. Endorses the |Receives the None 5 minutes Medical Social
Guaran‘tjee Letter |Guarantee Letter. Welfare Officer
received.
Files the None 10 minutes Medical Social
document needed Welfare Officer
and Fre pares the
Mon hly Utilization
Report.

Received and | Instruct None 2 minutes Medical Social
fl||S -up Client client/watcher to Welfare Officer
Satisfaction fill-up Client
Surve Feedback Form.

Out-Patient
orm) and drop it
to the designated
drop box near the
Social Welfare
Unit.
Total 2 hours &
2 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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11.9 AVAILMENT OF PCSO ENDOWMENT FUND

BALAOAN DISTRICT HOSPITAL

~ Simple
G2C-Government to Citizen

All

None

None

1. Proceeds to |Interviews the None 15 minutes Medical Social
the Social Service | patient for Welfare Officer
Office. assessment if

qualified to avalil

of Endowment

Fund.
2. Complies to Prepares and None 15 minutes Medical Social
the policies/rules |orients relatives Welfare Officer
and the needed |regarding the
requirements. coverage,

assistance and

requirement.
3. Answers Intakes interview None 1 hour Medical Social
pertinent and prepare Welfare Officer
questions. Social Case

u

Repgrt/Case

Summary Report.

Validates and None 1 day Medical Social

submits ) Welfare Officer

documents/requir

ement to PCSO.
4. Endorses the |Receives the None 1 day Medical Social
Guarantee Guarantee Welfare Officer
Letter/Letter of Letter/Letter of
Acceptance from | Acceptance from
PCSO to the then
Medical Social forwards to the
Welfare Officer. | District Hospital

Accountant for

liquidation.

Files and records None 15 minutes Medical Social

for reference. Welfare Officer
5. Received and | Instruct None 2 minutes Medical Social
fills-up Client client/watcher to Welfare Officer
Satisfaction fill-up Client
Survey Feedback Form.
Out-Patient

orm) and drop it
to the designated
drop box near the
Social Welfare
Unit.
Total 2 days, 1 hour &
47 minutes
340
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box

located outside at the different units of the hospital.

How feedback is processed?

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Everyday of the month, HR personnel of the hospital
opens the Feedback Box and compiles and records all
feedback submitted.

Feedback that requires answers are forwarded to the
Office of the Administrative Officer for appropriate action.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4044.

Answer the client co_mpla_int form and dro;:) it at the box
located outside at the different units of the hospital.

Complaints may also be file thru telephone at

Balaoan District Hospital, Balaoan, La Union
Tel No.: (072) 603-0280

e-mail: bldh.balaoan@gmail.com

Office of the Governor:

Tel. No. : (072) 888-3608

Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
- Name of person being complained
- Incident

- Evidence

For inquiries and follow-up, citizen may contact (072)

603-0280.
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How complaint is processed?

| The Social Worker/HR personnel of the hospital opens

the Complaint Box on a daily basis and compiles all
complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating unit and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
603-0280.

Contact Information of Balaoan
District Hospital

PGLU | CITIZEN'S CHARTER

MARK ANTHONY S. TOMBOC, MD, MPA
Chief of Hospital |

Balaoan District Hospital, Balaoan, La Union
e-mail: bldh.balaoan@gmail.com

Tel No.: (072) 603-0280

MARIO R. PANELO

Administrative Officer V

Balaoan District Hospital, Balaoan, La Union
e-mail: bldh.balaoan@gmail.com

Tel No.: (072) 603-0280
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1. TRIAGE AREA
Provision of a hospital triage system to intensify hospital infection control.

1. Patient (and
watcher) shall
wash their hands
following proper
procedure in the
designated sink.

- CABA DISTRICT HOSPITAL
SIMPLE

G2C- Government to Citizen

None

Observes and

guide .
atient/watcher in
and washing.

ALL

None

None

1 minute

Triage Team

2. The patient
roceeds to the
taff-in-Charge of

temperature

taking and hand
disinfection. Staff
shall write
atient’s )
emperature in the
patient
registration form.

NOTE: Febrile
patients shall be
Isolated in an
area where they
continue with the
next stzla:? WED
OPD/ER Waiting
Area).

Takes
temperature and
logs temperature
in the patient’s
registration form.

Assists patient.

None

1 minute

Triage Nurse

3. Patient fills-up
the Patient
Registration
Form; _
questionnaire and
signs the
declaration form.

Assist and guide
patients.

None

1 minute

Triage Nurse

4. Patients take a
seat in
re-arranged/num
ered chairs
which are at least
two (2) meters
apart and wait for
their turn to be
assessed by the
Triage Nurse.

Monitors
compliance to
social distancing.

None

2 minutes

Triage Nurse

PGLU | CITIZEN'S CHARTER
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5. Patient Interprets the None 1 minute Triage Nurse
roceeds to the |form and refer
riage Nurse who | patients to proper
shall interpret the |area.
form.
Total None 6 minutes

2. EMERGENCY DEPARTMENT

Provision of medical and surgical care to patients arriving at the hospital in need of immediate
care.

1. Patient/
Watcher ?ives
complaint.

CABA DISTRICT HOSPITAL

SIMPLE

G2C- Government to Citizen

None

Records chief
complaint and
vital signs,
assesses
injury/iliness of
patient.

Notes patient’s
necessary data
and refers to the
Medical Officer on
duty.

ALL

None

None

5 minutes

ER Nurse

2. Undergoes
hysical
Examination.

Note: For Surgical
Case.

Examines/Assess
es patient’s
condition.

None

5 minutes

' Medical Officer Il

Gives initial
management,
request for
ancillary
rocedures
Laboratory
examination
Radiology, ECG
and Ultrasound,
etc) if necessary.

None

3 minutes

Medical Officer

Institutes
emergency care.
Refers to ,
Philhealth section
to check PHIC

eligibility.

None

10 minutes

Medical Officer/
Nurse
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None

2 minutes

Pharmacist/

3. Proceeds to Provides for
Pharmacy/ Ancillary Service. Medical
Laboratory/ Technologist/
Radiology/ Radiology
Social Welfare Technologist/
Office/Philhealth Social Welfare
(if surgical) and
wait for results.
4. Returns to Evaluates/interpre None 3 minutes Medical Officer
Emergency Room | ts results from
for Medical Ancillary Services.
Assessment/Disp _ _ _
osition. Determines 2 minutes Medical Officer,
disposition of ER Staff
patient (i.e. to be
admitted, to be
discharged or
referred).
5. Either: Evaluates/interpre None 2 minutes Php80.00 +
a. Goes home ts results from Ancillary fees if
with medications | Ancillary Services. any
and proceeds to ) (Pharmacy/X-Ray/
cashier for Determines Laboratory)
Bayment of bills. | disposition of
. "Submits self | patient (i.e. to be
for admission admitted, to be
(refer to discharged or
admission referred).
services).
c. Consents for
transfer to other
institution (refer to
ambulance
service).
6. Receives and | Provides and None 2 minutes ER staff
answers instructs (Nurse/Nursing
Client/Customer | client/watcher to Attendant).
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box at the
OPDI/ER if not
admitted or
transferred.
- If admitted,
patient will be
%l\;en
lient/Customer
Feedback Form
(as In-patient)
upon discharge.
Total X 34 minutes

***Allowable period for extension due to unusual circumstances: One (1) hour depending upon

the extent of injury for surgical cases and observation time for other cases.

PGLU | CITIZEN'S CHARTER

346



3. OUT-PATIENT DEPARTMENT

Provision of treatment of out-patients, people with health problems who visit the hospital for
diagnosis or treatment but do not at this time require to be admitted.

~ CABA DISTRICT HOSPITAL
_ SIMPLE

G2C- Government to Citizen
ALL

None None
1. Obtains an Oversees OPD None 1 minute ' Medical Records
Number Number Clerk
based on the lane | distribution.
rovided. e.g.
enior Citizen,
PWD, Pregnant
2_ Presents —'Déte.r;nigsﬁa_ None  1minute OPD Nurse
himself/herself to | priority of patients’
the OPD Nurse. reatment based
on the severity of
their conditions.
3. Registers
OLD PATIENT:. Retrieves OPD None 1 minute Medical Records
Presents Hospital | records. Clerk
ID Number Card |
NEW PATIENT: Fills-up New OPD None 5 minutes Medical Records
Form and Issues Clerk
D ID.
'Referred Patient Fills-up new form | None 5 minutes " Medical Records |
i’:\gd issues OPD Clerk
Family Planning |Retrieves record None 5 minutes | Medical Records
Fills-up new_form Clerk
and issues OPD
ID.
Under Six Retrieves record None 5 minutes ' Medical Records
Fills-up new_form Clerk
and issues OPD
ID.
Dental Patient Retrieves record None 5 minutes | Medical Records

Fills-up new_form
?Sd issues OPD

PGLU | CITIZEN'S CHARTER
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Takes and records

None

3 minutes

Nurse/

Survey Form for
Out-patient and
drop it at the
designated drop
box at the
OPDI/ER if not
admitted or
transferred.

Form.

4. Undergoes . ! )
initial chief complaint Nursing Attendant
assessment. and vital signs

Assesses patient
Refers to Medical
Officer.

5. Undergoes Conducts None 10 minutes Medical Officer |
Physical ~ consultation
Examination. Requests for

Ancillary services.
Refers to other
facilities/Medical
Specialist.

6. Receives | Interprets None 1 minute * Medical Officer |
results from diagnostic results.
diagnostic works. | - ~ I U S = I | - _1

Prescribes None 1 minute Medical Officer
medicines.

Refers to other None 5 minutes Medical Officer
facilities/Medical

Specialists.

Admits patients. None 1 minute Medical Officer
Discharges None 5 minutes Medical Officer
patients.

7. Proceeds to Instructs None 5 minutes Medical Officer/ |
hospital patient/watcher to Nurse
pharmacy. ﬁroceed to the

ospital pharmacy

for medicine

pricing.
8. Pays Collects payment Php50.00 plus 5 minutes Cashier/
consultation fees | and issues Official | determined cost of Pharmacist
and prescribed Receipt. prescribed
ggg}]‘ci:ér:fes at the medicines
9. Receives and | Provides and None 2 minutes OPD staff
answers instructs (Nurse/Nursing
Client/Customer | client/watcher to Attendant)
Satisfaction fill up Feedback

PGLU | CITIZEN'S CHARTER
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- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(as In-patient)

upon discharge.

Total

1 hour and
6 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

4. SENIOR CITIZEN CLINIC

Provision of specialized/prioritized consultation for the elderly in line with the vision of CDH to be a
Center of H.O.P.E.: Focus on the Elderly by 2022.

CABA DISTRICT HOSPITAL
SIMPLE

G2C- Government to Citizen

None

ALL

None ‘

1. For Old For Old Patient: None 1 minute | Nurse or Nursm?
Patients: Presents | Asks for Hospital Attendant on Duty
Hospital ID ID Number Card.
Number Card. ) ]

Retrieves patient’s

health record.
For New Patient: | For New Patient: None 5 minutes Nurse or Nursin?
Gives pertinent Interviews the | Attendant on Duty
personal data and | patient, fills up the
receives a patient health
Hospital ID record and issues
Number Card. a Hospital ID

Number Card.
2. Undergoes Asks the patient’s None 5 minutes Nurse or Nursin?
vital signs taking | chief complaint, | Attendant on Duty
and initial takes the vital .
assessment. signs, refers the

atient to the
hysician On

dufty.
3. Undergoes Takes thorough None 10 minutes Physician on Duty
Physical history and does
Examination. complete physical |

examination. |
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4. Presents
diagnostic request
form.

Undergoes
diagnostic work
ups.

Give diagnosis or
differentials and
determines the
medical care
needed.

Fills-up and gives
to the OPD nurse,
request form/s for
diagnostic
work-up when
necessary.

Receives

diagnostic request
form.

Issues charge
slip.

2 minutes

None

Refer to the 2017

Revenue Code of

the Province of La
union

_2 minutes

1 minute

1 minute

Physician on Duty

Medical
Technologist/
Radiologic
Technologist

5. Pays
necessary fees.

Receives payment
and issues official
receipt.

Note: If patient is
unable to pay,
advises patient to
roceed to the
edical Social
Service.

Evaluates and
classifies patient.

None

Refer to the 2017

Revenue Code of

the Province of La
union

2 minutes

2 minutes

Cashier

Medical Social
Worker Officer

6. Receives
diagnostic
work-ups result.

Issues the
diagnostic result
to the patient/
companion.

None

2 minutes

Patient/
Companion/
Medical
Technologist/
Radiologic
Technologist

7. Gives the
diagnostic
work-ups result to
the Nurse on
Duty.

Receives and
attaches results of
diagnostic
work-ups
requested by the
Physician to the
O record.

Hands the OPD
record with the
results to the
Physician.

None

1 minute

1 minute

Nurse or Nursin? |
Attendant on Duty

8. Listens to the
doctor’s order,
advice and
instructions.

Interprets the
results of the
diagnostic
work-up and
manage the
patien

accordingly.

None

5 minutes

Physician on Duty |
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Gives
prescription/s and
Instruction/s to the
patient including
exact date of
follow up
check-up.

Note: Admits
Patlent needing
urther monitoring
and treatment that
the hospital can
cater.

Note: Refers
atients needing
rther evaluation
and management
under a specific
specialization to a
pecialist or
under the care of
a tertiary hospital
if medical needs
are be_¥ond the
capacity of the
hospital.

None Physician on Duty

15 minutes

5 minutes

9. Gives

Brescn ption to the
harmacist on

Duty.

Receives the
prescription to the
patient.

Issues charge
slip.

Note: if medicines
for senior citizen
are available
(Medicines
donated by DOH
and MMLM) it is
g_lven o patient
ee of charge.

Refer to the
Pharmacy list of
prices

1 minute Pharmacist

2 minutes

10. Pays
necessary fees.

Receives payment
and issues official
receipt.

Refer to the
Pharmacy fees

2 minutes Cashier

11. Gives the
charge slip and
show the official
receipt.

Issues prescribed
medicines.

Instructs patient
regarding take
home
medications.
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12. Receives and
answers
Client/Customer
Satisfaction
Survey Form for
Out-patient and
drop it at the
demgnated drop

at the
OPDIER if not
admitted or
transferred.
- If admitted,
patlent will be

%Ilenthustomer
Feedback Form
(as In- cPa’uent

‘upon discharge.

Provides and
instructs
client/watcher to
fill up Feedback
Form.

None

2 minutes

OPD staff
(Nurse/Nursing
Attendant)

Total

1 hour and
9 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

5. ADMISSION
Provision of immediate care and management for patients needing hospital confinement until
discharge.

CABA DISTRICT HOSPITAL

SIMPLE

G2C- Government to Citizen

None

ALL

None

1. Submits self for | Secures consent None 2 minutes ER Nurse
admission. for admission.
2. Stays at Makes admission None 5 minutes Resident on Duty
Emergency orders.
Room
Carry out None 5 minutes ER Nurse

admlttmg orders.
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3. Prepares for Notifies the Ward None 2 minutes ER Nurse
transport to Nurse/Nursing
room/ward. Attendant on duty
of the admission |
then transports I
patient to
ward/room.

_ Total 14 minutes |
***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

6. IN-PATIENT SERVICES

Provision of immediate care and management for patients needing hospital confinement until
discharge.

CABA DISTRICT HOSPITAL

SIMPLE
G2C- Government to Citizen

ALL

None ' None
1. Receives Provides nursin None 15 minutes Ward Nurse/
medicines and services neede Nursing Attendant
other services. during stay.
Makes dail None 5 minutes ' ROD/Ward Nurse/
rounds and as Nursing Attendant
necessary.
Monitors/visits as None 5 minutes : ROD/Ward Nurse/
necessary. Nursing Attendant
Facilitates None 5 minutes | Ancillary Staff
ancillary services
as ordered.
Refers to Medical None 2 minutes | Ward Nurse/
Officers on duty Nursing Attendant
as necessary. f
Gives health None 15 minutes Ward Nurse/
education. Nursing Attendant
Instructs None 3 minutes Ward Nurse/
Eataen_tfwatc;her to Nursing Attendant
Il up in-patient
survey form.
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Prepares patient’s
chart and
forwards it to the
different
departments for
discharge

clearance.

None

5 minutes

Ward Nurse/
Nursing Attendant

2. Receives and
answers
Client/Customer
Satisfaction
Survey Form for
In-patient and
drop it at the
designated drop
box near the
Nurses’ Station.

Provides and
instructs
client/watcher to
fill up Feedback
Form.

None

2 minutes

Ward Nurse/
Nursing Attendant

3. Goes to Billing
Section Ba s
Hospital Bills.

Instruct

atients/watchers
0 go to the Billing
Section and pay
corresponding
bills at the
Cashier.

*If patient is PHIC
member or
dependent:
Submits
Philhealth
requirements to
Philhealth Office.

None

10 minutes

Ward Nurse/
Nursing
Attendant, Billin
Clerk, PHIC Clerk,
ashier

4. Gets medicines
to be continued at
home.

Gives discharge
instructions/reterr
als as necessary
and unconsumed
medicines.

None

5 minutes

Ward Nurse/
Nursing Attendant

Signs and issues
discharge
clearance to be
shown to the
Security Guard.

None

1 minute

Ward Nurse

5. Goes Home.

Assists patient for
discharge.

None

1 minute

Ward Nurse/
Nursing Attendant |

Records the date
and time of
discharge of
patient.

None

1 minute

Ward Nurse

Records patient’s
condition and
disposition upon
discharge.

None

1 minute

Ward Nurse
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*For patients to Informs the None 3 minutes Resident on Duty
be transferred — | patient/watchers
Prepares for about the need for
ransfer to , referral.

hospital of choice.

Secures informed None 2 minutes Ward Nurse
consent for
referral.

Instruct watcher to None 2 minutes | Ward Nurse/
go to the Billin Nursing Attendant

ection to settle
hospital bill.

Accomplishes None 3 minutes | Resident on Duty
referral slip.

Communicates to None 3 minutes Resident on Duty
the concerned

staff of the referral
hospital for proper

endorsement. _
Conducts safely None 30 minutes Ward Nurse/
the patient per Ambulance Driver
ambulance. __
Slecures return None 3 minutes ' Ward Nurse
slip. '

Total 2 hours &

2 minutes
***Allowable period of extension due to unusual circumstances: 30 minutes.

7. LABORATORY SERVICES

Provision of tests done on clinical specimens in order to obtain information about the health of a
patient as pertaining to the diagnosis, treatment and prevention of disease.

CABA DISTRICT HOSPITAL

SIMPLE

G2C- Government to Citizen

ALL

None None

1. Proceeds to Receives and None 2 minutes ' Medical

Laboratory with examines Technologist/
proper and completeness and | Laboratory Aide
com Ieteg correctness of
filled-out Request | data filled-out in
Slip/Specimen. the form.
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Prepares

None

1 minute

Medical

patient of the
person who
received the result
in Releasing
Logbook.
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materials for Technologist/
specimen Laboratory Aide
collection.
Extracts blood or None 2 minutes Medical
let the patient Technologist/
collect specimen Laboratory Aide
(e.g. urine) or
receives
specimen ilf
already collected).
2. Proceeds to Instructs _ None 3 minutes Medical
Cashier to pay for Fatlent!companlon Technologist/
charges for o pay at the Laboratory Aide
laboratory Cashier and then
examinations to advises patient to
be done. walit for the result
outside the
laboratory or to
come back at a
specified time.
3. Pays laboratory | Collects payment Refer to the 5 minutes Cashier
fees at the and issues Official Revenue
Cashier. Receipt. Code of the
Province of La
Union
4. Waits for Tests patient None Depends upon the Medical
results. sample using Laborato Technologist/
manual/ examination/s to | Laboratory Aide
automated be done
methods or reads
microscopically.
Records in Result None Medical
Form/s, Receiving Technologist/
Logbook/s of Laboratory Aide
test/s done.
Records name of None Medical
patient and test/s Technologist/
done in Releasing Laboratory Aide
Logbook.
5. Receives Retrieves None 2 minutes Medical
results and goes | duplicate copy of Technologist/
back to the Charge Slip from Laboratory Aide
requesting patient/
physician. companion.
Writes the patient None Medical
name or Technologist/
relationship to the Laboratory Aide
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Instructs the None Medical
[Jatientlcom anion Technologist/
o return to the Laboratory Aide
doctor.

6.. Receives and | Instructs _ None 3 minutes Medical

answers atient/companion Technologist/

Client/Customer | to pay at the Laboratory Aide

Satisfaction Cashier and then

Survey Form for | advises patient to

Out-patientand | wait for the result

drop it at the outside the

designated drop |laboratory or to

box at the ~_|come back at a

Laboratory Unit if | specified time.

not admitted or

transferred.

- If admitted,

patient will be

El\;en

lient/Customer

Feedback Form

(as In-patient)

upon discharge.

Total 17 minutes

*Note: For walk-in patients, provides records/data to Medical Technologist.

*Allowable period for extension due to unusual circumstances: one (1) day to three (3) days.

8. RADIOLOGY SERVICES

Provision of imaging techniques such as x-ray radiography and ultrasound to diagnosed disease.

8.1 Ultrasound

1. Proceeds to
Ultrasound Room
and presents
request slip.

CABA DISTRICT HOSPITAL

SIMPLE

G2C- Government to Citizen

1. Ultrasound Examination Request

Receives and
examines
Ultrasound
request if properly
and completely
filled-up and duly
signed by the
requestin
Medical

fficer.
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ALL

None

5 minutes

Resident on Duty

Radiologic
Technologist
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Prepares charge
slip, examines bill
and instructs
atient/companion
o proceed to the

and proceeds to
Medical Officer.

the _
patient/companion
upon signing on
the logbook as
proof of release.
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the examination

requested

Cashier for
payment.
2. Undergoes Pre%ares patient None 5 minutes Radiologic
Radiology on the ultrasound Technologist
Procedures. examining table.
Scans patient None 15 minutes Sonologist
according to the
region of interest
and interprets
scanned images.
3. Proceeds to Receives payment| Depends upon 2 minutes Radiologic
Cashier with and issues Official | the examination Technologist/
charge slip and Receipt. requested Cashier
pays . ;
corresponding bill.
Goes back to Records name of None 2 minutes Radiologic
Ultrasound Room | patient and Technologist
and presents OR. |examination done.
Records the None 2 minutes Radiologic
Official Receipt Technologist
number and
amount paid in the
logbook.
Scans patient None 15 minutes Sonologist
according to the
region of interest
and interprets
scanned images.
4. Waits for Encodes the Depends upon 2 minutes Radiologic
results. result of the the examination Technologist/
ultrasound in the requested Cashier
computer and
print results for
patient’s copy.
5. Gets results Releases resultto | Depends upon 2 minutes Radiologic

Technologist
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6.. Receives and
answers
Client/Customer

Provides and
instructs
client//watcher to

None

2 minutes |

Radiologic
Technologist

Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box atthe
Radiology Unit if
not admifted or
transferred.

- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(as In-patient)
upon discharge.

Total 55 minutes
***Allowable period for extension due to unusual circumstances: Thirty (30) minutes).

8.2 X-Ray

' CABA DISTRICT HOSPITAL
SIMPLE
G2C- Government to Citizen

ALL

Resident on Duty

1. Ultrasound Examination Request

Radiologic

5 minutes
Technologist

Receives and None
examines
Radloloqy request
if properly and
completely
filled-up and duly
signed by the
requestin

Medical Officer.

1. Proceeds to
Radiology Room
and presents
request slip.

Radiologic

None 2 minutes
Technologist

Conducts
radiology
procedure.

2. Undergoes
Radiology
procedures.

Radiologic
Technologist,
Medical Officer

Examines the None 5 minutes

radiograph done if
it is satisfactory.

Shows,radlo%raph
to Medical Officer
for wet reading.
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Refer to the

Cashier

3. Proceeds to Receives payment 2 minutes
cashier with and issues Official | 2017 Revenue
charge slip and Receipt. Code of the
pays ) ) Province of La
corresponding bill. Union
4. Returnsto |Records name of None 2 minutes Radiologic
Radiology Room | patient and Technologist
and presents OR. | examination to be
done.
Records Official None 2 minutes Radiologic
Receipt number Technologist
and amount paid
in the logbook.
5. Waits for Advices the None 2 minutes Radiologic
results. Fatlentfcompanlon Technologist
o return on the
date set for the
release of the
official result.
Presents the None 10 minutes Radiologic
radiograph to the Technologist
Radiologist for
reading.
Encodes the None 5 minutes Radiologic
result of the x-ray Technologist
in the computer
and prints results
for patient’s copy. _
6. Claims results. Releases result None 2 minutes Cashier
and/or Radiology
film to the _
patient/companion
upon signing in
the logbook as
proof of release.
7. Receives and | Provides and None 2 minutes Radiologic
answers instructs Technologist
Client/Customer | client/watcher to
Satisfaction fill up Client
Survey Form for |Feedback Form.
Out-patient and
drop it at the
designated drop
box atthe
Radiology Unit if
not admitted or
transferred.
- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(as In-patient)
upon discharge.
Total 36 minutes

=**Allowable perﬁ:d for extension due to unusual circumstances: Thirty _(SE)) mihu_tes.
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9. HEALTH INFORMATION MANAGEMENT UNIT (Medical Records)
Provision of a quality management of medical records.

9.1 Issuance of Medical, Medico-Legal Certificate and Clinical Abstract

CABA DISTRICT HOSPITAL
SIMPLE
G2C- Government to Citizen

ALL

For Medico-Legal: written request for medico-legal Chief of Police or other authorities signed by

certificate

the Head of Agency of Barangay

1. Request for Interviews patient None 2 minutes Medical Records
the issuance of a |to establish fficer/
Clinical _ identity and to Clerk
Abstract/Medical/ |know the reason
Medico-Legal for the request
Certificate. and require the
patlen authorized
Submit duly
accom Ilshed accom lish the
re ues for copy re ues for copy
edical edical
Recor S. Records
Note: Receives None 1 minute Medical Records
For Medical accomplished Officer/
Certificate and | Request for copy Clerk
Clinical of Medical
Abstract: Records Office.
Submits written =
ﬁqld'eSt| for Searches and None 2 minutes Medical Records
B retrieves for the fficer/
Certificate and OPD Clerk
Clinical Abstract. Chart/med|co-|ega|
- chart/admission
or chart.
gleglfo-liegal _
eroata. Seeks clearance None 2 minutes Medical Record
Submits written | S€€ks cleara edical Records
requeator " | o the Atending ey
merﬂpo-tle al y
certificate from
the Chief of Police | Prepares 2 copies None 5 minutes Medical Records
or other of Clinical Officer/
authorities signed |Abstract, Medical, Clerk
by the Head of | Medico-Legal
Agency/Barangay. | Certificates.
2. Receives a Prepares one (1) None 1 minute Medical Records
copy of the ¥ of the charge Officer/
charge slip. SII rm and Clerk
mstructs the
requestlng party
op Cy the fee to
he Cashier.
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Receives payment

Medical

2 minutes

Cashier

3. Proceeds to , > o(
the Cashier and |and issues Official Certificate —
pays the Receipt. Php 100.00
corresponding o )
fee. Note: If patient is Medico-Legal
, ) unable to pay, Certificate —
Receives Official |advises patient to Php 100.00
Receipt and roceed to the " n
ﬂroceeds to ocial Welfare Clinical Abstract
IMU. Officer. o — Free
Note: If patient is
admitted and Student —
classified as Php 50.00
NBB/Indigent )
atient, no fees to PWD/Senior
e collected. Citizen —
Note: For clinical Php 50.00
abstract, payment
is not required.
4. Presents the | Forwards None 1 minute Medical Records
Official certificate and Officer/
Receipt/Charge | medical records to Clerk
Slip to the the attending
Medical Records |physician for
Officer/Clerk. review and
signature.
| Affixes hospital None 1 minute Medical Records
|dry seal on the Officer/
| certificate with Clerk
initial.
|Records the None 2 minutes Medical Records
certificate in the Officer/
' Clinical Abstract Clerk
Registry and/or
' Medical Certificate
Registry and/or
| Medico-Legal
Registry.
5. Receives one | Releases the None 1 minute Medical Records
(1) original copy | certificate, asks Officer/
of the certificaté | patient and/or Clerk
and signs on the | requesting cPalrty
Registry/Logbook. to sign, an
release one (1}
original copy o
the certificate and
advise patient.
6. Receives and | Provides and None 2 minutes Medical Records
answers instructs Officer/
Client/Customer | client/watcher fill Clerk
Satisfaction up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box at the
HIMU/Medical
Records Unit.
Total 22 minutes
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9.2 Preparation and Issuance of Birth Certificate

CABA DISTRICT HOSPITAL
SIMPLE
G2C- Government to Citizen

ALL

1. Filling-up and
reviews of the
Birth Certificate
draft form and
affixes signature.

None

Interviews patient
and verifies.
whether patient is
literate or not.

If Literate: Parent
fills-up the Birth
Certificate draft
form and certifies
the accuracy and
completeness of
data by signing
the official form.

If llliterate: Fill-u
draft form of Birt!
Certificate with
assistance and
forwards the same
to the Supervising
Nurse.

Reviews entries in
the draft form and
affixes his/her
initials; endorses
the accomplished
form to the
Medical Records
Officer/Clerk for
transcription in the
official form.

None

None

None

DR/OR/
Ward Nurse/
Nursing Attendant

3 minutes

DR/OR/
Ward Nurse/
Nursing Attendant

2 minutes

2. Reviews and

signs official birth

certificate.

Transcribes data
from the draft form
into the official
form (4 copies)
using the PhilCris
Version 4.0
system/using
%ypewnter and
orwards the same
to the parent for
review and
checking.

Note: If there are
corrections, the
Medical Records
Officer/Clerk will
correct the item.
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Reviews and

2 minutes

Medical Records

‘ ) None
signs the Official Officer/
Birth Certificate. Clerk
Receives, reviews None 2 minutes Medical Officer/
' and signs official Attending
| Birth Certificate Physician
|and forwards the
same to the
Medical Records
| Officer/Clerk.
3. Receives a Prepares one (1) None 1 minute Medical Records
copy of the copy of the charge Officer/
charge slip. slip'and instruct Clerk
the requestlnﬁ
Par’ce/ to pay the
ee fo the Cashier.
4. Proceeds to Receives payment Php 100.00 2 minutes Cashier
the Cashier and | and issues Official
plnesents charge | Receipt.
slip.
i ) o Note: If patient is
Receives Official | unable to Pay
Receipt and advise patient to
Elroceeds to roceed to the
IMU. ocial Welfare
Officer.
Note: If patient is
classified as
NBB/Indigent
atient, no fees to
e collected.
5. Presents Releases Birth None 2 minutes Medical Records
Official R_eceI?t Certificate, advise Officer/
and receives four |the parents and Clerk
(4) copies of ask the parents to
original official sign the
Birth Certificate registry/logbook.
and signs the
birth registry.
6. Receives and | Provides and None 2 minutes Cashier
answers instructs
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box at the
HIMU/Medical
Records Unit.
Total 22 minutes
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9.3 Issuance of Death Certificate

CABA DISTRICT HOSPITAL
SIMPLE

G2C- Government to Citizen
ALL

| None ' None
1. Request for Interviews and None 2 minutes ' Nurse on Duty

the issuance of determines the
Death Certificate. |nearest relation to
the deceased and
forwards the
medical records of
the deceased
patient to the
Attending
Physician.

Note: For death
that occurred
outside the
hospital, e.g.
Dead on Arrival,
without medical
assistance, advice
the nearest
relative or any
Eerson who has
nowledge of the
death, is
responsible for
reporting the
event to the Local
Health Officer
within 48 hours.
The Local Health
Officer is the one
who will prepare
the Certificate of
Death/Certificate
of Fetal Death; the
process is in
accordance with
Circular No.
2016-0317.

Fill-up the Death None 2 minutes ' Nurse on Duty
Fertl icate Draft
orm.

2. Answers Completes _ None 3 minutes Attending
pertinent medical diagnosis Physician
question. (immediate cause
of death,
antecedent cause
of death,
undeﬁ%mg cause
and others).
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Checks
' completeness of
| data entry and
forwards the
| Death Certificate
draft form to the
Health Information
Management Unit.

None

1 minute

Nurse on Duty

3. Reviews and
signs official
Death Certificate.

Receives the
Death Certificate
Draft )
Form/medical
records of the
deceased patient.

None

1 minute

Medical Records
Officer/
Clerk

Transcribes data
into the official
Death Certificate
Form using the
PhilCris Version
4.0 System/using
‘typewriter.

None

5 minutes

Medical Records
Officer/
Clerk

Presents the
Death Certificate
|fcour )coples to
the attending
ph sician and
atient’s relative
or review and
SIQnature.

None

2 minutes

Medical Records
Officer/
Clerk

4. Receives a
copy of the
charge slip.

Prepares one (1)

copy of the charge
slip'and instructs
the requestln

Re rt?ot?hea ashler

None

1 minute

Medical Records
Officer/
Clerk

5. Proceeds to
the Cashier and
pays the fee.

Receives Official
Receipt and
Elroceeds to

Receives payment
and prepares
Official Receipt.

Note: If the
requesting party is
unable to pay,
advises them 'to
roceed to the
ocial Welfare
Officer.
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6. Presents Releases four (4) None 2 minutes Medical Records
Official Receipt, | copies of the Officer/
acknowledges | Death Certificate Clerk
acceptance of 'to the nearest Kin
four (4) copies of | of the deceased,
Death Certificate |ask to sign the
and signs inthe | registry/logbook
logbook. and advice the

| patient’s relative

o register the

| Death Certificate

at the Local Civil

| Registrar and

| shall retain

duplicate copy of

|the Death

Certificate.
7. Receives and |Provides and None 2 minutes Medical Records
answers instructs Officer/
Client/Customer | client/watcher to Clerk
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patientand |
drop it at the
designated drop
box at the
HIMU/Medical
Records Unit. .

Total None 23 minutes

9.4 Release of Clinical Information to Insurance and Other Agency Verifier

~ CABA DISTRICT HOSPITAL
SIMPLE
G2B-Government to Private Agency

ALL

Insurance Company

For insurance purposes: Waiver/Authorization
Letter

1. Request for Receives o None 1 minute Medical Records
Clinical waiver/authorizati Officer/
Information. ‘on letter from the Clerk
) |authorized
Presents waiver/ |Insurance Verifier
Authorization | or other agency.
letter and Hospital | - - - i
ID Number. Interviews and None 1 minute Medical Records
establishes the Officer/
identity of the Clerk
insurance verifier
and other agency.
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acknowledges
copy of the
Medical Records.

official registry,
releases
photocopied
information to the
insurance verifier
or other
authorized
requesting party
and advise.

Authenticates None 1 minute Medical Records
signature on the Officer/
waiver. Clerk
2. Fill-up request Receives the None 1 minute Medical Records
for copy of recm est for copy Officer/
Medical Records |of Medical Clerk
Form. Records Forms.
Retrieves ) None 2 minutes Medical Records
' requested Medical Officer/
' Records. Clerk
| Informs attending None 2 minutes Medical Records
' physician of the Officer/
| request and seek Clerk
for clearance to
‘release it or not.
3. Gets charge Prepares the None 1 minute Medical Records
slip and proceed |charge slip and fficer/
to the Cashier. advises insurance Clerk
verifier to pay the
required
verification and
duplication fees to
the Cashier.
4. Proceeds to Receives Certification- 2 minutes. Cashier
the Cashierand | payment. Php 100.00
pays the fee.
Receives the Issues Official Certified Copy —
Official Receipt. | Receipt. Php20.00/page
5. Presents the | If photocopy is None 10 minutes Medical Records
Official Receipt. requested, allows Officer/
verifier to go over Clerk
the medical
records.
Authenticates None 2 minutes Medical Records
' photocopied _ Officer/
document, affixes Clerk
hospital dry seal
with initial or
| Certified True
Copy marked with
date and affixes
| signature over
' printed name.
6. Receives and |Records in the None 1 minute Medical Records

Officer/
Clerk
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7. Receives and | Provides and None 2 minutes Medical Records

answers instructs Officer/
Client/Customer | client/watcher to Clerk
Satisfaction fill up Feedback

Survey for Form.

Out-patient Form
and drop it at the
demgnated drop
box at the
HIMU/Medical
Records.

Total ) ‘ 26 minutes
***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

10. PHILHEALTH/BILLING

Provision of quality assistance for availment of Philhealth benefits computation and payment of
bills.

CABA DISTRICT HOSPITAL
~ SIMPLE
G2C- Government to Citizen

ALL

If the patient is any of the following:

1. Spouse — photocopy of Marriage Contract

2. Child — photocopy of Birth Certificate/Baptismal
Certificate

Employed Sector: Private/Government

1. Part Il of Form | to be signed by employer
(completely filled-up)

2. Member Data Record (MDR)

3. Properly Accomplished Form 1 and 2
Self-Employed

1. Photocopy of the receipt or Proof of contribution
Note: Photocopy of receipt of proof of contribution,
9 to 12 months prior to admission

2. Member Data Record (MDR)

3. Properly accomplished Form 1 and 2
Indigent/4Ps/Sponsored

1. Photocopy of valid, non-expired 1D PHIC Office, San Fernando City
Note: In case the ID is expired, get a certificate or
CE 1 form and submit the original CE 1 form

2. Properly accomplished Form 1 and 2

OFW

1. Member Data Record (MDR) or Proof of
Payment

2. Properly accomplished Form 1 and 2
Lifetime Member

1. Photocopy of Senior Citizen’s ID with
Birthdate/Photocopy of Birth Certificate
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1. Proceeds to Requests client to None 5 minutes Philhealth Clerk
Philhealth office resent Philhealth
for verification of | ID/MDR/any valid
eligibility. ID.
Receives and Issues Philhealth None 3 minutes Philhealth Clerk
fills-up forms. forms upon

admission and

instructs patient's

relatives to

complete

requirements.
2. Submits Receives and None 3 minutes Philhealth Clerk

roperly filled-up | checks the

orms and completeness of
complete set of the requirements.
requirements.
3. Receives Computes None 7 minutes Philhealth Clerk/
Statement of hospital bill and Billing Clerk
Account (SOA). |issues Statement

of Account (SOA)

upon discharge of

patient.
4. Proceeds to Instructs patient to Philhealth 2 minutes Billing Clerk/
Cashier and pays | pay at the Excess/ Cashier
excess _ ashier. Hospital Bill
fee/hospital bill.
5. Receives Issues discharge None 2 minutes Nurse
discharge clearance.
clearance and
goes home.
6. Receives and |Provides Client None 2 minutes Philhealth/Billing/
answers Feedback Form to Cash Clerk
Client/Customer | watcher/patient.
Satisfaction
Survey Form for
Out-patient and
drop it at the
designated drop
box atthe
Philhealth/Billing/
Cashier Unit.

Total 24 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.
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11. AMBULANCE SERVICES
Provision of a safe medical, emergency transport of patients to other health facilities.

- CABA DISTRICT HOSPITAL
SIMPLE
G2C- Government to Citizen
ALL
None _ None
1. Gets Fills-out None 3 minutes | ER Nurse
Emergency Room Emergency
Charge. Room.
'SI|[) and proceeds | Charge Slip
he Cashier to computes charges
pay for charges. | and instruct
patient’s
companion to pay
at the Cashier.
2. Pays at the Receives the Refer to the 2017 3 minutes Cashier
Cashier. payment and Revenue Code of
%eparest e the Province of
fficial Receipt. La Union
‘3. Waits forthe | Receives the None 1 minute Driver
documents to be | request from the
accomplished and | Resident
the ambulance to | Doctor-on-Duty for
be prepared. transfer/referral of
atient to other
ealth care facility.
Prepares the ﬁlp_ B None | 1minute Driver
Ticket p roFerIP/
and comple
and proved y
the Chief of
Hos ital or the
ical Officer on
duty in his/her
absence.
4. Accompanles Transports patient None Depends on Driver/Nurse/
Patlent uring safely to the destination Nursing Attendant
ransport. designated health
care facility.
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| After transport, None Depends on Driver/Nurse/
immediate K destination from | Nursing Attendant
=

returns to t the hospital

 official station
after the conduct

|or transfer and

|require the

| Nurse/Nursing
|Attendar_1t to sign
in the Trip Ticket.

Total 10 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

12. SOCIAL SERVICE

Provision of medical assistance for indigent patients with regards to their hospital bill; assistance
on the availment of blood services; care of unidentified patients; abandoned patients; abused

child; enrollment in Philhealth Point of Care Program.

12.1 PERSONAL SERVICE RENDERED

CABA DISTRICT HOSPITAL

SIMPLE
G2C- Government to Citizen

ALL

1. Proceeds to | Orients the patient None 15 minutes Medical Social
the Social Service | watcher/relative Welfare Officer
Office. req,ardmg the

go icy on Personal |

ervice

Rendered.
2. Receives and | Issues Personal None 5 minutes Medical Social
signs the ) Service Rendered Welfare Officer
Personal Service |Form to ) |
Rendered (PSR) | watcher/relative
form. for signing as an

agreement and |

endorse to the
hospital staff in
charge.

372
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3. Submits the |Receives the None 5 minutes Medical Social
accomplished ‘accomplished Welfare Officer
Personal Service |PSR form and
Rendered (PSR) | computes the
form. ‘equivalent value

| of the service

‘rendered.
4. Receives the |Attac:hes the | None 5 minutes Medical Social
Personal Service | Personal Service Welfare Officer
Rendered (PSR) Rendered form
form certificate ~ | certificate to the
with the hospital
equivalent value | Statement of
of service | Account/Bill.
rendered. |
5. Proceeds to Instructs the None 5 minutes Medical Social
the Billing watcher/relative to Welfare Officer
Section. roceed to the

illing Section for

adjustment of

hospital bill.

|
6. Receives and | Provides and None 2 minutes Medical Social
answers |instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for  Form.
Out-patient and |
drop it at the
designated drop |
box near the
Social Service
Unit. |

Total 37 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

12.2 PAYMENT IN KIND PROCESS

CABA DISTRICT HOSPITAL
SIMPLE
G2B-Government to Private Agency

ALL

Medical Social
Welfare Officer

1. Proceedsto  Prepares the 15 minutes
the Social Service |Payment in Kind
Office. (PIK) form and
refers watcher/
relative to

|dietitian/nutritionist.
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2. Submits the Receives None 5 minutes Nutritionist
Payment in Kind |Payment in Kind Dietitian
Pl _l_form to the |(PIK)form and
ietitian/ assesses the
Nutritionist. oods/items.
eturns the
Payment in Kind
) form.
3. Receives the | Receives the None 5 minutes Medical Social
filled-up PIK form ﬁlled—n.ép P?zment Welfare Officer
andéaro_ceedsto in Kind (PIK) form
the Social Service | with certain value.
Office.
4. Receives the |Issues notice of None 5 minutes Medical Social
notice of counterpart and Welfare
counterpart and | attaches it with
filled-up PIK form. |the filled-up
Payment in Kind
PIK) form to the
ospital bill.
5. Proceeds to Receives the None 5 minutes Cashier/
the Billing Office. |Payment in Kind Billing Clerk
(PIK) form and
recomputes the
bill.
6. Proceeds to Receives None 5 minutes Cashier
Cashier to pay Statement of
hospital bill. Account and
Payment in Kind
(PIK) form and
collect fees.
7. Receives and | Provides and None 2 minutes Medical Social
answers instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box near the
Social Service
Unit.
Total 42 minutes

***Allowable period for extension due to unusual circumstance: Thirty (30) minutes.
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12.3 ADMISSION OF UNIDENTIFIED PATIENTS

1. Submits self
for admission.

2. Answers
pertinent
questions if
conscious.

CABA DISTRICT HOSPITAL

HIGHLY TECHNICAL

G2C- Government to Citizen

None

Interviews
patient/client then
refers to Medical
Social Welfare
Officer.

ALL

None

None

10 minutes

Nurse/Medical
Records Officer/
Clerk

Receives referral
from Nurse on
Duty.

None

15 minutes

Nurse/Medical
Records Officer/
Clerk

Facilitates and
endorses
provision of
needed
rocedures and
reatment.

Exhausts all
available means
of locating
atient’s relative
hrough: =
a. Coordination
with the concern
Social Welfare
Office, Barangay
Official or Police.
. Conducts
home visits.
c. Linkages with
media.

None

None

30 minutes

48 hours

Medical Social
Welfare Officer

Medical Social
Welfare Officer

3. Answers
pertinent
questions if
CONscCIous.

4 Continuous
medication and
treatment.

Regularly visits
the patient at the
ward, establishes
rapport and obtain
more data needed
to locate the
relative.

| Determines the

needs of the
patient by closel
coordinating an
collaborating with
the attending
physician and the
ward nurse.
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None

30 minutes

30 minutes

Medical Social
Welfare Officer

Medical Social
Welfare Officer
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5. Continuous Facilitates None 48 hours Medical Social
medication and ossible Welfare Officer
treatment. nstitutional

placement if

relatives are not

located.

| Informs all None 48 hours Medical Social

|concern Welfare Officer

| authorities if

unidentified

patient dies.

Recommends None 48 hours Medical Social

Pauper’s Burial. Welfare Officer

Coordinates with None 48 hours Medical Social

the Local Welfare Officer

Government Unit

g_GU) to facilitate

au ers Burial if

|avau able.

| If not available, None 48 hours Medical Social

' ask for the Chief Welfare Officer

| of Hospital's

approval to

facilitate the

' Pauper’s Burial.

Documents and None 15 minutes Medical Social

files relevant Welfare Officer

lnformatlon.
6. Receives and | Provides and None 2 minutes Ward
answers instructs Nurse/Nursing
Client/Customer | client/watcher to Attendant/Medical
Satisfaction fill up Feedback Social Welfare
Survey Form for |Form. Officer

In-patient and
drop it at the
designated drop
box near the
Nurses’ Station.

Total

12 da S, 2 hours &
minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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12.4 ASSISTING ABUSED PATIENT

CABA DISTRICT HOSPITAL

COMPLEX

G2C- Government to Citizen

ALL

None

None

for ready

Case Study
Report/Case
Summary Report

reference.
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1. Proceeds to Investigates all None 1 hour Medical Social
the Social Service |cases that Welfare Officer
Office. indicate possible

abuse.
2. Submits self | Establishes None 24 hours Medical Social
for assessment. | rapport with the Welfare Officer

survivor.
Answers pertinent | Conducts data
questions. gathering while

providin safet){

and comfort to the

survivor.
Participates in the | Provides
helping process. |information,

practical

assistance/psycho

logical counseling

to the survivor.
3. Participates in | Coordinates and None 48 hours Medical Social
the helping reports to other Welfare Officer
process. team members

Medical Social

elfare Office,

PNP Office, _

Barangay Office).
4. Participates in | Classifies patient None 15 minutes Medical Social
the helping based on Welfare Officer
process. DOH-A.O. 51-A

for abused

patients.
5. Participates in | Records all None 15 minutes Medical Social
the helping activities and files Welfare Officer
process. them accordingly.

Prepares Social None 15 minutes Medical Social

Welfare Officer
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7. Receives and | Provides and None 2 minutes OPD/ER

answers \instructs Nurse/Physician
Client/Customer | client/watcher to on Duty/Medical
Satisfaction fill up Client Social Welfare
Survey Form for | Feedback Form. Officer

Out-patients and
drop it at the
designated drop
box at th

|
|
tthe |
ER/OPD Unit.

Total ' 3 days, 2 hours &
32 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

12.5 RED CROSS BLOOD SAMARITAN

CABA DISTRICT HOSPITAL
SIMPLE
G2C- Government to Citizen

ALL

1. Proceedsto | Interviews and None 15 minutes Medical Social
the Social Service |assesses the Welfare Officer
Office.  patient if he/she is
ualified to avalil
|the program.

Refers the patient None 10 minutes Medical Social
if qualified. Welfare Officer

Advices the None 10 minutes Medical Social

atient’s relative Welfare Officer
0 Purchase blood
at the Philippine
National Red
Cross (PNRC) or
look for possible
donor.

2. Receives the | Prepares the None 10 minutes Medical Social
Blood Samaritan | Blood Samaritan Welfare Officer
Form and present  Form and
to the Philippine | Certificate of
National Red Indigency Form in
Cross (PNRC). | order to avail the
Blood Samaritan
Assistance
| Program.
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| Issues the Blood None 5 minutes Medical Social
Samaritan Form Welfare Officer
'to the patient’s
‘watcher.
3. Receives and | Provides and None 2 minutes Medical Social
answers |instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patientand |
drop it at the .
designated drop
box near the
Social Service
Unit.
Total None 52 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

12.6 POINT OF CARE PROGRAM

_ CABA DISTRICT HOSPITAL
- SIMPLE
G2_C_— Governmer_tt to Citizen

AL

PGLU | CITIZEN'S CHARTER

1. Proceedsto | Interviews and None 15 minutes Medical Social
the Social Service assesses the Welfare Officer
Office. | client.
2. Responds to | Classifies Iga’[ient None 15 minutes Medical Social
questions and 'based on DOH Welfare Officer
articipates to the A.O. 51-A (C3 and
elping process. |D are qualified
| patients).
Administers None 15 minutes Medical Social
Information Welfare Officer
Education _
Campaign, advice
giving and
counseling.
3. Participates in | Enrolls qualified None 30 minutes Medical Social
the helping |indigent patients Welfare Officer
process. to Point of Care —
' On Site Rapid
| Enrolment FORE).

379



Receives the
gos pital "

onsore
M%m ber
Certificate.

Participates in the
helping process.

7. Receives and
answers
Client/Customer
Satisfaction
Survey Form for
Out-patient and
drop it at the
designated drop
box near the
Social Service
Unit.

Prepares and
issues the
Hospital
Sponsored
ember
Certlflc(i:%tetguly
signe e
M% dical goma
Welfare Officer
and the Chief of
Hospital.

None

10 minutes

Medical Social
Welfare Officer

' Advises the

| client/watcher to
| enroll to a PHIC
| Volunta
paymen

'Submits

' documents/requir
'ement at the

' hospital PHIC
ofﬁc:e

None

None

5 minutes

10 minut_es_

Medical Social
Welfare Officer

* Medical Social

Welfare Officer

Momtors the list of

| Point of Care

members and

Bnnts the Group
ment Slip

Details for the

| payment of the

| préemium.

| contribution.

| Files the
documents for
information and
| future reference.

None

None

30 minutes

10 minutes

Medical Social
Welfare Officer

Medical Social
Welfare Officer

' Submits a report
'}gghe Office of

H

'\ DSWD

Provides and

instructs

client/watcher to

f Il up Feedback
Form.

None

None

2 minutes

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Total

2 hours &
22 minutes

***Allowable period for extension due to unusual circumstance: Thirty (30) minutes.
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12.7 ASSISTING ABANDONED PATIENTS

1. Submits self
for admission.

CABA DISTRICT HOSPITAL

HIGHLY TECHNICAL

G2C- Government to Citizen

ALL

None

a. Interviews
patient/client then
refer to Medical
Social Welfare
Officer.

None

None

10 minutes

Nurse/Medical
Records
Officer/Clerk

b. Conducts
dialogue/conferen
ce to other
professionals.

None

30 minutes

Medical Social
Welfare Officer

2. Continuous
medication and
participates in the
assistive process.

Reports and
coordinates the
case to the
Medical Social
Welfare Officer
through telephone
calls and written
communication.

None

48 hours

Medical Social
Welfare Officer

Reports and
secure police
blotter and
barangay
certificate.

None

48 hours

Medical Social
Welfare Officer

3. Continuous
medication and
participates in the
assistive process.

Exhaust all
possible
resources to
locate patient’s
relatives through
home visits, use
of tri-media, etc.

None

48 hours

Medical Social
Welfare Officer

Counsels and
surrenders the
Pati.ent‘ to the
amily if located.

None

1 hour

Medical Social
Welfare Officer

Coordinates to
Medical Social
Welfare "
Officer/DSWD if
not located for the
atient’s
emporary
placement.
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None

24 hours

Medical Social
Welfare Officer




4. Partjcipates in |Makes None 10 minutes Medical Social

the assistive documentation for Welfare Officer
process. | monitoring

purposes.
5. Receives and | Provides and None 2 minutes Ward
answers instructs Nurse/Nursing
Client/Customer | client/watcher to Attendant/Medical
Satisfaction |fill up Feedback Social Welfare
Survey Form for | Form. Officer

In-patients and
drop it at the
designated drop
box near the |
Nurses’ Station.

Total 7 days, 1 hour &
52 minutes

12.8 AVAILMENT OF MEDICAL ASSISTANCE PROGRAM

CABA DISTRICT HOSPITAL
SIMPLE
G2C- Government to Citizen

ALL

1. Proceeds to. | Gathers data on None 15 minutes Medical Social
the Social Service | the patient’s Welfare Officer
Office and situation and
answers pertinent K assesses the
questions. | economic status.
Conducts advice None 15 minutes Medical Social
giving and Welfare Officer
counseling.
Classifies patient None 15 minutes Medical Social
based on DOH Welfare Officer
A.O. 51-A.
2. Complies and | Prepares and None 1 hour Medical Social
submits the |informs the client Welfare Officer
needed on the
requirements
needed.
3. Endorses the |Receives the None 5 minutes Medical Social
Guaranéee Letter IGuarantee Letter. Welfare Officer
received.

PGLU | CITIZEN'S CHARTER 382



|Files the None 10 minutes Medical Social
document needed Welfare Officer
and Prepargs the
| Monthly Utilization
Report.
6. Receives and '_Provides and None 2 minutes Medical Social
answers instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and |
drop it at the
designated drop
box near the |
Social Service
Unit. |
Total 2 hours &
2 minutes

***Allowable p_eriod_ for extension due to unusual circumstances: 'i'hirty (36) minutes.

12.9 AVAILMENT OF PCSO ENDOWMENT FUND

CABA DISTRICT HOSPITAL

SIMPLE

G2C- Government to Citizen

ALL

1. Proceeds to. | Interviews the None 15 minutes Medical Social
the Social Service | patient for Welfare Officer
Office. assessment if

| qualified to avail

| of Endowment

: Fund.
2. Complies to Prepares and None 15 minutes Medical Social
the policies/rules |orients relatives Welfare Officer
and the needed | regarding the
requirements. coverage,

assistance and

| requirement.
3. Answers ' Intakes interview None 1 hour Medical Social
pertinent and prepare Welfare Officer
questions. Social Case Study

Report/Case

| Summary Report.

PGLU | CITIZEN'S CHARTER
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Validates and None 24 hours Medical Social
submits _ Welfare Officer
documents/requir
ement to PCSO.
4. Endorses the | Receives the None 24 hours Medical Social
Guarantee Guarantee Welfare Officer
Letter/Letter of Letter/Letter of
Acceptance from | Acceptance from
PCSO to the PCSO then
Medical Social forwards to the
Welfare Officer. District Hospital
Accountant for
liquidation.
| Files and records None 15 minutes Medical Social
| for reference. Welfare Officer
5. Receives and | Provides and None 2 minutes Medical Social

answers instructs
Client/Customer | client/watcher to
Satisfaction fill up Feedback

Survey Form for | Form.
Out-patient and

drop it at the

designated drop

box near the

Social Service

Unit.

Total

' 2da s, 1 hour &
32 minutes

Welfare Officer

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

PGLU | CITIZEN'S CHARTER
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Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located outside the different units of the hospital.

How feedback is processed?

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Everyday of the month, HR personnel of the hospital
opens the Feedback Box and compiles and records all
feedback submitted.

Feedback requiring answers are forwarded to the Office
of the Administrative Officer for appropriate action.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4044.

Answer the client complaint form and drop it at the box
located outside the different units of the hospital.

Complaints may also be filed thru telephone at

CABA DISTRICT HOSPITAL
Tel No. :(072) 607-0633
Email : cdh@launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:

- Name of person being complained

- Incident

- Evidence

For inquiries and follow-up, citizen may contact (072)
607-4044.
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How complaint is processed?

| Contact Information of Caba District
Hospital

PGLU | CITIZEN'S CHARTER

The HR personnel-in-Charge opens the Complaint Box
on a daily basis and evaluates each complaint.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be forwarded to the
Chief of Hospital and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4044.

Dr. GRETCHEN F. AROMIN, CFP, MPA
Chief of Hospital |

CABA DISTRICT HOSPITAL, Caba, La Union
e-mail: cdh@launion.gov.ph

Tel No.: (072) 607-0633

NORA T. REMIENDO

Administrative Officer |

CABA DISTRICT HOSPITAL, Caba, La Union
e-mail: cdh@launion.gov.ph

Tel No.: (072) 607-0633
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1. TRIAGE AREA
Provision of a hospital triage system to intensify hospital infection control.

1. Patient (and
watcher) shall
wash their hands
following proper
procedure in the
designated sink.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

Observes and
uide _
atient/watcher in
and washing.

None

None

1 minute

Triage Team

2. The patient
roceeds to the
taff-in-Charge of

temperature

taking and hand
disinfection. Staff
shall write
atient’s )
emperature in the
patient
registration form.

NOTE: Febrile
patients shall be
isolated in an
area where they
continue with the
next ste =l
OPD/ER Waiting
Area/lsolation
Tent).

Takes
temperature and
logs temperature
in the patient’s
registration form.

Assists patient.

None

1 minute

Triage Nurse

3. Patient fills-up
the Patient
Registration
Form; ,
questionnaire and
signs the
declaration form.

Assist and guide
patients.

None

1 minute

Triage Nurse

4. Patients take a
seat in
pre-arranged/
numbered chairs
which are at least
two (2) meters
apart and wait for
their turn to be
assessed by the
Triage Nurse.

Monitors
compliance to
social distancing.
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None

2 minutes

Triage Nurse
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5. Patient Evaluates the None 1 minute Triage Nurse
roceeds to the | form and refer
riage Nurse who | patients to proper
shall evaluate the |area.
form and for
proper. .
disposition.
Total None 6 minutes

2. EMERGENCY DEPARTMENT
Provision of medical and surgical care to patients arriving at the hospital in need of immediate

care.

1. Patient/
Watcher tells chief
complaints.

" NAGUILIAN DISTRICT HOSPITAL

| Simple

G2C- Government to Citizen

All

Records chief
complaint and
vital signs,
assesses
injury/iliness of

atient.

otes patient’s
necessary data
and refers to the
Medical Officer on
duty.

None

5 minutes

ER Nurse

2. Undergoes
Physical
Examination.

Examines/Assess
es patient’s
condition.

None

5 minutes

| Medical Officer Il

Gives initial
management,
request for
ancillary
rocedures
Laboratory
examination
Radiology, ECG
and Ultrasound,
etc) if necessary.

None

3 minutes

Medical Officer

'Note: For Surgical
Case.

Institutes
emergency care.
Refers to ,
Philhealth section
to check PHIC

eligibility.

None

10 minutes

Medical Officer/
Nurse

PGLU | CITIZEN'S CHARTER
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3. Proceeds to Provides for None 2 minutes Pharmacist/
Pharmacy/ Ancillary Service. Medical
Laboratory/ Technologist/
Radiology/Social Radiology
Welfare Technologist/
Office/Philhealth Social Welfare
(if surgical) and _ Officer/
wait for results. Philhealth Clerk
4. Returns to Evaluates/interpre None 3 minutes Medical Officer
Emergency Room | ts results from
for Medical Ancillary Services.
Assessment/Disp _ _ .
osition. Determines 2 minutes Medical Officer,
disposition of ER Staff
patient (i.e. to be
admitted, to be
discharged or
referred).
5. Either: Receives payment None 2 minutes Php80.00 +
a. Goes home and issues Official Ancillary fees if
with medications | Receipt. any (Pharmacy/
and proceeds to -Ray/
cashier for Laboratory)
Bayment of bills.
. "Submits self
for admission
(refer to
admission
services).
c. Consents for
transfer to other
institution (refer to
ambulance
service).
6. Receives and | Provides and None 2 minutes ER staff
answers Client/ instructs (Nurse/Nursing
Customer client/watcher to Attendant)
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated dro
box at the ER i
not admitted or
transferred.
- If admitted,
patient will be
iven Client/
ustomer
Feedback Form
(as In-patient)
upon discharge.
Total None 34 minutes

**Allowable period for extension due to unusual circumstances: One (_1) hour depending upon

the extent of injury for surgical cases and observation time for other cases.

PGLU | CITIZEN'S CHARTER
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3. OUT-PATIENT DEPARTMENT

Provision of treatment of out-patients, people with health problems who visit the hospital for
diagnosis or treatment but do not at this time require to be admitted.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

None

1._Obtains an Oversees OPD None 1 minute ' Medical Records
Number Number Clerk
based on the lane | distribution.
rovided e.g.
enior Citizen,
PWD, Pregnant.
2. Presents Determines the None 1 minute OPD Nurse
himself/herself to Fnonty of patients’
the OPD Nurse. reatment based
on the severity of
their conditions.
3. Registers None _ Nurse
OLD PATIENT:. Retrieves OPD None 1 minute ' Medical Records
Presents Hospital |records. Clerk
ID Number Card :
NEW PATIENT: Fills-up New OPD None 5 minutes Medical Records
Form and Issues Clerk
OPD ID. _
Referred Patient | Fills-up new form None 5 minutes Medical Records
fa[r;d issues OPD ' Clerk
'Family Planning |Retrieves record None 5 minutes ' Medical Records
Fills-up new_form Clerk
and issues OPD
| ID. :
Under Six Retrieves record None 5 minutes Medical Records
Fills-up new form Clerk
and issues OPD
ID. _
Dental Patient Retrieves record None 5 minutes ' Medical Records
Fills-up new form Clerk
and issues OPD
ID.
4. Undergoes Takes and records None 3 minutes Nurse/Nursing

initial
assessment.

chief complaint
and vital signs
Assesses patient
Refers to Medical
Officer.

PGLU | CITIZEN'S CHARTER
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Conducts

None

10 minutes

Medical Officer

Survey Form for
Out-patient and
drop it at the
designated drop
box at the
OPD/ER if not
admitted or
transferred.

- If admitted,
patient will be

iven
8Iienthustomer
Feedback Form

as In-patient
Expon cli)scharg);e.

Form.

Total

Php50.00 plus 1 hour & 6 minutes|

determined cost of
prescribed
medicines

5. Undergoes >
Physical consultation
Examination. Requests for
Ancillary services.
Refers to other
facilities/Medical
Specialist.
6. Receives Interprets None 1 minute Medical Officer
results from diagnostic results.
diagnostic works. . : : :
Prescribes None 1 minute Medical Officer
medicines.
Refers to other None 5 minutes Medical Officer
facilities/Medical
Specialists.
NOTE: If the Admits patients. None 1 minute Medical Officer
patient is for
admISS(IjOtI'L _ |
roceeaq 1o Discharges None 5 minutes Medical Officer
mergency i
BoG patients.
7. Proceeds to Instructs None 5 minutes Medical Officer/
hospital patient/watcher to Nurse
pharmacy. roceed to the
ospital pharmacy
for medicine
pricing.
8. Pa?/s _ Collects payment Php50.00 plus | 5 minutes Cashier/
consultation fees |and issues Official | determined cost of | Pharmacist
and prescribed Receipt. prescribed
medicines at the medicines
Cashier.
Receives and Provides and None 2 minutes OPD staff
answers instructs (Nurse/Nursing
Client/Customer | client/watcher to Attendant)
Satisfaction fill up Feedback

**Allowable period' for extension due to unusual circumstances: Thirty ('30) minutes

PGLU | CITIZEN'S CHARTER
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4. ADOLESCENT FRIENDLY HEALTH CLINIC

Provision of Adolescent Friendly Health Clinic consultation in line with the vision of NDH to be a
Center of H.O.P.E.: Adolescent Friendly Health Center by 2022.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None None \

1. For Old
Patients: Presents
Hospital ID
Number Card.

For Old Patient:
Asks for Hospital
ID Number Card.

Retrieves patient’s
health record.

None

2 minutes

Patient/
Companion/

| Adolescent Nurse

Coordinator

For New Patient:
Gives pertinent
personal data and
receives a
Hospital ID
Number Card.

2. Undergoes
vital signs taking
and initial
assessment.

For New Patient:
Interviews the
patient, fills up the
patient health
record and issues
a Hospital ID
Number Card.

| Asks the patient’s

chief complaint,
takes the vital
signs, and refers
the patient to the
Pediatrician.

None

None

5 minutes

5 minutes

Patient/
Companion/
Adolescent Nurse
Coordinator

"“Adolescent Nurse '

Coordinator

3. Undergoes
Physical
Examination.

Takes thorough
hlstor?r and does
complete physical
examination.

Fills up the clinical
data in the _
adolescent patient
record as follows:
1. History of
Present lliness

2. Review of
Systems

3. Past Medical
History =

4. Immunization
History

5. Family History
6. Gynecologic
History for
Females ,

7. Psychosocial
History

8. Physical
Examination
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None

5 minutes

8 Minutes
2 Minutes
2 minutes
2 minutes
S Mo
6 minutes
3 minutes

Pediatrician
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9. Problem List
and Assessment
10. Diagnostic
Plans

None

2 minutes
2 minutes

4. Returns to the
clinic for the
evaluation of
results.

Evaluates
diagnostic results.

Determines and
explains
theraéqeutlc plans
includin
Anticipatory
Guidance and
Counselling.

Determines
Patient’s
Disposition.

None

3 minutes

10 minutes

1 minute

Pediatrician

5. Submits self to
Confinement.

'6. Goes home.

Admits the
patient.

Sends patient
home.

None

None

5 minutes

2 minutes

Pediatrician

Pediatrician

7. Gets referral
form.

Refers to tertiary
hospital, pediatric
adolescent
specialist,
gynecologist,
endocrinologist,
professiona
counsellor or a
psychologist.

None

2 minutes

Pediatrician

8. Proceeds to
social worker
office.

'9. Proceeds to
cashier to pay the
Consultation Fee.

Provides
supportive
counselling to
assist patients

and families in
coping with issues
related to
adaptation to the_
patient’s diagnosis
and treatment.

Instructs patient or
companion to pay
the consultation
fee at the cashier
section.

None

None

5 mﬁ}tes

5 minutes

Medical Social |
Welfare

Cashier

PGLU | CITIZEN'S CHARTER
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10. Receives and
answers
Client/Customer
Satisfaction
Survey Form for
Out-patient and
drop it at the
designated drop
box near of
Pharmacy Unit if
not admitted or
transferred.

- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(as In-patient)
upon discharge.

Provides and
instructs
client/watcher to
fill up Feedback
Form.

None

2 minutes Nurse
Coordinator/
Medical Social
Welfare

Total

None

1 hour & 21
minutes

***Allowable period for extension due to unusual circumstances: 30 minutes

5. ADMISSION

Provision of immediate care and management for patients needing hospital confinement until

discharge.

admission.

2. Stays at
Emergency
Room.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

1. Submits self for | Secures consent None 2 minutes | ER Nurse

for admission.

Makes admission

orders.

Carry out
admitting orders.
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None

None ‘

5 minutes Resident on Duty

ER Nurse

5 minutes
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3. Prepares for
transport to
room/ward.

ward/room.

Notifies the Ward
Nurse/Nursing
Attendant on duty
of the admission
then transports
patient to

To_tal

None

None

2 minutes

14 minutes

ER Nurse

***Allowable period for extension due to unusual circumstances: 30 minutes

6. IN-PATIENT SERVICES
Provision of immediate care and management for patients needing hospital confinement until

discharge.

1. Receives
medicines and
other services.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

Provides nursin

15 minutes

Ward

services neede Nurse/Nursing
during stay. Attendant
‘Makes dail ~ None  5minutes | ROD/Ward
rounds and as Nurse/Nursing
necessary. Attendant
Monitors/visits as None 5 minutes ROD/Ward
necessary. Nurse/Nursing
Attendant
Facilitates None 5 minutes Ancillary Staff
ancillary services
as ordered.
Refers to Medical None 2 minutes Ward
Officers on duty Nurse/Nursing
as necessary. Attendant
Gives health None 15 minutes Ward
education. Nurse/Nursing
Attendant
Instructs None 3 minutes Ward
atient/watcher to Nurse/Nursing
Il up in-patient Attendant
survey form.

PGLU | CITIZEN'S CHARTER
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repares for
ransfer to _
hospital of choice.

about the need for
referral.

Prepares patient’s None 5 minutes Ward
chart and Nurse/Nursing
forwards it to the Attendant
different
departments for
discharge
clearance.
2. Goes to Billing | Instruct None 10 minutes Ward
Section E_a s atients/watchers Nurse/Nursing
Hospital Bills. o go to the Billing Attendant
Section and pay Billing Clerk,
corresponding PHIC Clerk,
bills at the Cashier Cashier
*If patient is PHIC
member or
dependent:
Submits
Philhealth
requirements to
Philhealth Office.
3. Gets medicines | Gives discharge None 5 minutes Ward
to be continued at | instructions/referr Nurse/Nursing
home. als as necessary Attendant
and unconsumed
medicines.
Signs and issues None 1 minute Ward Nurse
discharge
clearance to be
shown to the
Security Guard.
4. Receives and | Provides and None 2 minutes Ward
answers instructs Nurse/Nursing
Client/Customer | client/watcher to Attendant
Satisfaction fill up Feedback
Survey Form for | Form.
In-patient and
drop it at the
designated drop
box near the
Nurses’ Station.
5. Goes Home. Assists patient for None 1 minute Ward
discharge. Nurse/Nursing
Attendant
Records the date None 1 minute Ward Nurse
and time of
discharge of
patient.
Records patient’s None 1 minute Ward Nurse
condition and
disposition upon
discharge.
*For patients to Informs the None 3 minutes Resident on
be transferred — | patient/watchers Duty

PGLU | CITIZEN'S CHARTER
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Secures informed None 2 minutes Ward Nurse

consent for

referral.

Instruct watcher to None 2 minutes Ward
o to the Billin Nurse/Nursing
ection to settle Attendant

hospital bill.

Accomplishes None 3 minutes Resident on

referral slip. Duty

Communicates to None 3 minutes Resident on

the concerned Duty

staff of the referral

hospital for proper

endorsement.

Conducts safely None 30 minutes Ward Nurse/

the patient per Ambulance

ambulance. Driver

Slecures return None 3 minutes Ward Nurse

slip.

Total None 1 hour & 16

minutes (for Ma)(
Go Home patient)

1 hour & 59
minutes (for
transferred patient)

***Allowable period of extension due to unusual circumstances: 30 minutes

7. LABORATORY SERVICES

Provision of tests done on clinical specimens in order to obtain information about the health of a
patient as pertaining to the diagnosis, treatment and prevention of disease.

1. Proceeds to
Laboratory with
proper and

com Ietelhy{
filled-out Request
Slip/Specimen.

NAGUILIAN DISTRICT HOSPITAL

~ Simple
G2C- Government to Citizen

Al

None

Receives and
examines

completeness and

correctness of
data filled-out in
the form.
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None

None

2 minutes :

Medical
Technologist/
Laboratory Aide
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Prepares

None

1 minute

Medical

doctor.

materials for Technologist/
specimen Laboratory Aide
collection.

Extracts blood or None 2 minutes Medical

let the patient Technologist/
collect specimen. Laboratory Aide
(e.g..urine) or

receives

specimen flf

already collected)

2. Proceeds to Instructs _ None 3 minutes Medical,

Cashier to pay for Patlent/companlon Technologist/

charges for 0 pay at the Laboratory Aide

laboratory Cashier and then

examinations to | advises patient to

be done. wait for the result
outside the
laboratory or to
come back at a
specified time.

3. Pays laboratory | Collects payment Refer to the 5 minutes Cashier

fees at the and issues Official | 2017 Revenue

Cashier. Receipt. Code of the

Province of La
Union

4. Waits for Tests patient None Depends upon the Medical

results. sample using Laborato Technologist/
manual/automate examination/s to | Laboratory Aide
d methods or be done
reads _
microscopically.

Records in Result None Medical
Form/s, Receiving Technologist/
Logbook/s of Laboratory Aide
test/s done.

Records name of None Medical
patient and test/s Technologist/
done in Releasing Laboratory Aide
Logbook.

5. Receives Retrieves None 2 minutes Medical

results and goes | duplicate copy of Technologist/

back to the Charge Slip from Laboratory Aide
r?]questlng patient/companion
sician.

Py Writes the patient None Medical
name or Technologist/
relationship to the Laboratory Aide
patient of the
person who
received the result
in Releasing
Logbook.

Instructs the None 2 minutes Medical,
atient/companion Technologist/
o return to the Laboratory Aide

PGLU | CITIZEN'S CHARTER
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6. Receives and | Provides and None 2 minutes Medical

answers instructs Technologist/
Client/Customer | client/watcher to Laboratory Aide
Satisfaction fill up Feedback |

Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box at the 5
Laboratory Unit if
not admitted or
transferred.

- If admitted,
patient will be
%l\;en
lient/Customer
Feedback Form
(as In-patient)
upon discharge.

Total None 17 minutes
***Note: For walk-in patients, provides records/data to Medical Technologist.

***Allowable period for extension due to unusual circumstances: one (1) day to three (3) days.

8. RADIOLOGY SERVICES

Provision of imaging techniques such as x-ray radiography and ultrasound to diagnosed disease.

8.1 Ultrasound

NAGUILIAN DISTRICT HOSPITAL
Simple

G2C- Government to Citizen

All

1. Ultrasound Examination Request ' Resident on Duty
1. Proceeds to Receives and None 5 minutes " Radiologic
Ultrasound Room | examines | Technologist
and presents Ultrasound |
request slip. request if properly

and completely |
filled-up and duly
signed by the
requestin
Medical Officer.
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Prepares charge
slip, examines Dill
and instructs
Fatlentfcompanlon
o proceed to the

and proceeds to
Medical Officer.

the
patient/companion
upon signing on
the logbook as
proof of release.
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Technologist

Cashier for
payment.
2. Undergoes Pre%ares patient None 5 minutes Radiologic
Radiology on the ultrasound Technologist
Procedures. examining table.
Scans patient None 15 minutes Sonologist
according to the
region of interest
and interprets
scanned images.
3. Proceeds to Receives payment| Depends upon 2 minutes Radiologic
Cashier with and issues Official | the examination Technologist/
charge slipand | Receipt. requested Cashier
pays : ‘
corresponding bill.
Goes back to Records name of None 2 minutes Radiologic
Ultrasound Room | patient and Technologist
and presents OR. |examination done.
Records the None 2 minutes Radiologic
Official Receipt Technologist
number and
amount paid in the
logbook.
Scans patient None 15 minutes Sonologist
according to the
region of interest
and interprets
scanned images.
4. Waits for Encodes the None 5 minutes Radiologic
results. result of the Technologist/
ultrasound in the Sonologist
computer and
print results for
patient’s copy.
5. Gets results Releases result to None 2 minutes Radiologic
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6. Receives and
answers
Client/Customer
Satisfaction
Survey Form for
Out-patient and
drop it at the
designated drop
box atthe
Radiology Unit if
not admifted or
transferred.

- If admitted,
patient will be
%l\_;en
lient/Customer
Feedback Form

(as In-patient)
upon discharge.

Provides and
instructs
client//watcher to
fill up Feedback
Form.

None

2 minutes

Radiologic
Technologist

Total

None

55 minutes

**Allowable period for extension due to unusual circumstances: Thirty (30) minutes)

8.2 X-Ray

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

1. X—ray Examination Request

1. Proceeds to
Radiology Room
and preséents
request slip.

Receives and
examines
Radqologfy request
if properly and
completely
filled-up and duly
signed by the
requestin

Medical Officer.

None

Resident on Duty

5 minutes

Radiologic
Technologist

2. Undergoes
Radiology
procedures.

Conducts
radiology
procedure.

None

2 minutes

Radiologic
Technologist

Examines the
radiograph done if
it is satisfactory.

Shows radiograph
to Medical Officer

for wet reading.

None

2 minutes

Radiologic
Technologist,
Medical Officer

PGLU | CITIZEN'S CHARTER
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Receives payment

Refer to the 2017

2 minutes

Cashier

3. Proceeds to : >

cashier with and issues Official | Revenue Code of

charge slipand | Receipt. the Province of La

ays .

go?responding bill. Union

4. Returns to Records name of None 2 minutes Radiologic

Radiology Room | patient and Technologist

and presents OR. | examination to be
done.

Records Official None 2 minutes Radiologic
Receipt number Technologist
and amount paid

in the logbook.

5. Waits for Adyvices the None 2 minutes Radiologic

results. Fatlent/companlon Technologist

return on the
date set for the
release of the
official result.
Presents the None 10 minutes Radiologic
radroglraph to the Technologist
Radiologist for
reading.
Encodes the None 5 minutes Radiologic
result of the x-ray Technologist
in the computer
and prints results
for patient’s copy.

6. Claims results. | Releases result None 2 minutes Radiologic
and/or Radiology Technologist
film to the
patient/companion
upon signing in
the logbook as
proof of release.

7. Receives and | Provides and None 2 minutes Radiologic

answers instructs Technologist

Client/Customer | client/watcher to

Satisfaction fill up Client

Survey Form for | Feedback Form.

Out-patlent and

drop it at the

deS|gnated drop

box at

Radlolog Unlt if

not admi

transferred

- If admitted,
patlent will be

iven

Ilent!Customer

Feedback Form

(as In- atlent

upon charge

Total None 36 minutes

*“**Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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9. HEALTH INFORMATION MANAGEMENT UNIT (Medical Records)
Provision of a quality management of medical records.

9.1 Issuance of Medical, Medico-Legal Certificate and Clinical Abstract

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

For Medico-Legal: written request for medico-legal

certificate

Chief of Police or other authorities signed by
' the Head of Agency of Barangay

1. Request for Interviews patient None 2 minutes Medical Records
the issuance of a |to establish Officer/Clerk
Clinical . identity and to
Abstract/Medical/ |know the reason
Medico-Legal for the request
Certificate. and require the
_ patient/authorized
Submit duly party to
accom[t.)hshed accomplish the
request for copy recmest for copy
of Medical of Medical
Records. Records.
Note: Receives None 1 minute Medical Records
. accomplished Officer/Clerk
For Medical Request for copy
Certificate and of Medical
C]IgIC€| &[bstratcét: Records Office.
ubmits written : -
request for Searches and None 2 minutes Medical Records
Medical retrieves for the Officer/Clerk
Certificate and .
Clinical Abstract. |chart/medico-legal
chart/admission
For Medico-Legal  chart.
Certificate: — = —— - —— S S
Submits written | Seeks clearance None 2 minutes Medical Records
request for from the Attending Officer/Clerk
merﬁ:_co-tle al Physician. |
fﬁe I(Z‘,Iﬁ?e? oFOPnc';Iice Prepares 2 copies None 5 minutes Medical Records
or other of Clinical ) Officer/Clerk
authorities signed Abst‘ractr_ Medical,
by the Head of | Medico-Legal
Agency/Barangay. Certificates.
2. Receives a Prepares one (1) None 1 minute Medical Records

copy of the
charge slip.

copy of the charge
slip form and
mstructts the i
requesting pa
toC;IJa thegfge tg
the Cashier.
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3. Proceeds to
the Cashier and
pays the
corresponding
fee.

Receives Official

Receipt and

Elroceeds to
IMU.

Receives payment
and issues Official
Receipt.

Note: If patient is
unable to pay,
advises patient to
roceed to the
ocial Welfare
Officer.

Note: If patient is

admitted and

classified as
BB/Indigent
atient, no fees to
e collected.

Note: For clinical
abstract, payment
is not required.

Medical Certificate |
—Php 100.00

Medico-Legal
Certificate — Php
100.00

Clinical Abstract —
Free

Student — Php
50.00

PWD/Senior |
Citizen — Php 50.00

2 minutes

Cashier

4. Presents the
Official
Receipt/Charge
Slip to the
Medical Records
Officer/Clerk.

Forwards
certificate and
medical records to
the attending
physician for
review and
signature.

None

1 minute

Medical
Records
Officer/Clerk

Affixes hospital
dry seal on the
certificate with

initial.

None

1 minute

Medical
Records
Officer/Clerk

Records the
certificate in the
Clinical Abstract
Registry and/or
Medical Certificate
Registry and/or
Medico-Legal
Registry.

None

2 minutes

Medical
Records
Officer/Clerk

(51.) Receivias one
original co

of the_%ertiﬁca%g
and signs on the
Registry/Logbook.

Releases the
certificate, asks
patient and/or
requesting dparty
to sign, an
release one ( 1}
ongmal_c_op¥ 0
the certificate and
advise patient.

None

1 minute

Medical
Records
Officer/Clerk
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6. Receives and |Provides and None 2 minutes Medical
answers instructs _ | Records
Client/Customer | client/watcher fill | Officer/Clerk
Satisfaction up Feedback
Survey Form for orm.
Out-patient and
drop it at the
designated drop
box at the
HIMU/Medical
Records Unit.
Total None 22 minutes

9.2 Preparation and Issuance of Birth Certificate

1. Proceeds to
Radiology Room
and preséents
request slip.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

Interviews patient
and verifies
whether patient is
literate or not.

If Literate: Parent
fills-up the Birth
Certificate draft
form and certifies
the accuracy and
completeness of
data by signing
the official form.

If llliterate: Fill-u
draft form of Birt
Certificate with
assistance and
forwards the same
to the Supervising
Nurse.

None

None

3 minutes

DR/OR/Ward
Nurse/Nursing
Attendant

Reviews entries in
the draft form and
affixes his/her
initials; endorses
the accomplished
form to the
Medical Records
Officer/Clerk for
transcription in the
official form.

None

2 minutes

DR/OR/Ward
Nurse/Nursing
Attendant
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2. Reviews and

signs official birth

certificate.

Transcribes data
from the draft form
into the official
form (4 copies
using the PhilCris
Version 4.0
systemfusmg
;ypewnter
Srwards the same
to the parent for
review and
checking.

Note: If there are
corrections, the
Medical Records
Officer/Clerk will
correct the item.

None

5 minutes

Medical
Records
Officer/Clerk

Reviews and
signs the Official
Birth Certificate.

None

2 minutes

Medical
Records
Officer/Clerk

Receives, reviews
and signs official
Birth Certificate
and forwards the
same to the
Medical Records
Officer/Clerk.

None

2 minutes

Medical
Officer/Attending
Physician

3. Receives a
copy of the
charge slip.

Prepares one (1)
copy of the charge
slip'and instruct
the requestlng
e

rttyto a
ee fo the Cashier.

None

1 minute

Medical
Records
Officer/Clerk

4. Proceeds to
the Cashier and
presents charge

slip.

Receives Official

Receipt and
E'roceeds to

Receives payment
and issues Official
Receipt.

Note: If patlent is

unable to tp

advise patient to
roceed to the
ocial Welfare
fficer.

Note: If patlent is
classified as
NBB/Indigent
atient, no fees to
e collected.

Php 100.00

2 minutes

Cashier

. Presents

OfFC|aI Recelff')
our

and receives
(4) copies of
original official
Birth Certificate
and signs the
birth registry.

Releases Birth
Certificate, advise
the parents and
ask the parents to
sign the
registry/logbook.
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2 minutes

Medical
Records
Officer/Clerk
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NOTE: If parents
are not married,
advise the mother
to send the birth
certificate to the
Local Civil
Registrar for
registration. If
married, advise to
come back after
one (1 Lweek to
claim the
registered birth

certificate.
6. Receives and |Provides and None 2 minutes Medical
answers instructs Records
Client/Customer | client/watcher to Officer/Clerk
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box at the
HIMU/Medical
Records Unit.

Total None 21 minutes

9.3 Issuance of Death Certificate

1. Request for
the issuance of
Death Certificate.

NAGUILIAN DISTRICT HOSPITAL

~ Simple

Al

Interviews and
determines the
nearest relation to
the deceased and
forwards the
medical records of
the deceased
patient to the
Attending
Physician.

None

G2C- Government to Citizen

2 minutes

| Nurse on Duty

Fill-up the Death
Certificate Draft

form.

None

2 minutes

Nurse on Duty
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2. Answers
pertinent
question.

h 3. Reviews and
signs official

Death Certificate.

Completes _
medical diagnosis
(immediate cause
of death,
antecedent cause
of death,
underlying cause
and others).

None

3 minutes

Attending
Physician

Checks
completeness of
data entry and
forwards the
Death Certificate
draft form to the
Health Information
Management Unit.

| Receives the

Death Certificate
Draft .
Form/medical
records of the

deceased patient.

Transcribes data
into the official
Death Certificate
Form using the
PhilCris Version
4.0 System/using
typewriter.

Presents the
Death Certificate
four (4) copies to
the attending
physician and
atient’s relative
or review and
signature.

None

None

None

None

1 minute

1 minute

5 minutes

2 minutes

Nurse on Duty

Medical
Records
Officer/Clerk

Medical
Records
Officer/Clerk

Medical
Records
Officer/Clerk

4. Receives a
copy of the
charge slip.

Prepares one (1)
copy of the charge
slip'and instructs
the requestin
party to pay the
corresponding fee
to the Cashier.

None

1 minute

Medical
Records
Officer/Clerk

5. Proceeds to
the Cashier and
pays the fee.

Receives Official

Receipt and

Elroceeds to
IMU.

Receives payment
and prepares
Official Receipt.

Note: If the )
requesting party is
unable to pay,
advises them to
roceed to the
ocial Welfare
icer.

Php 100.00

2 minutes

Cashier
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6. Presents Releases four (4) None 2 minutes Medical
Official Receipt, | copies of the Records
acknowledges Death Certificate Officer/Clerk
acce tance of to the nearest kin
four )co ies of |of the deceased,
Deat ificate | ask to sign the
an SI ns inthe |registry/logbook
logboo and advice the

atient’s relative

o register the

Death Certificate

at the Local Civil

Registrar and

gha ll' rettam "

uplicate copy o

thep[_)eath kY

Certificate.
7. Receives and | Provides and None 2 minutes Medical
answers instructs Records
Client/Customer | client/watcher to Officer/Clerk
Satisfaction ﬁII up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
deS|gnated drop
box at the
HIMU/Medical
Records Unit.

Total None 23 minutes

9.4 Release of Clinical Information to Insurance and Other Agency Verifier

NAGUILIAN DISTRICT HOSPITAL

Simple
G2C- Government to Citizen

All

'For insurance purposes: Waiver/Authorization
Letter

1. Request for
Clinical
Information.

Presents -
waiver/Authorizati
on letter and
Hospital ID
Number.

Receives o
waiver/authorizati
on letter from the
authorized
Insurance Verifier
or other agency.
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None

Insurance Company

1 minute

Medical Records
Officer/Clerk
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2. Fill-up request
for copy of
Medical Records
Form.

"3._ Gets charge
slip and proceed
to the Cashier.

Interviews and
establishes the
identity of the _
insurance verifier
and other agency.

'A_uthenticates

signature on the
waiver.

Receiv?? the
request for co
ofcilledical 4
Records Forms.

None

None

None

1 minute

1 minute

1 minute

Medical Records
Officer/Clerk

[ Medical Records ‘.

Officer/Clerk

[ Medical Records

Officer/Clerk

Retrieves _
requested Medical
Records.

None

2 minutes

' Medical Records

Officer/Clerk

Informs attending
physician of the
request and seek
for clearance to
release it or not.

Prepares the
charge slip and
advises insurance
verifier to pay the
required
verification and
duplication fees to
the Cashier.

None

None

2 minutes

1 minute

Medical Records |
Officer/Clerk

. Medical Records |

Officer/Clerk

4. Proceeds to
the Cashier and
pays the fee.

Receives the
Official Receipt.

Receives
payment.

Issues Official
Receipt.

Certification- Php |
100.00

Certified Copy —
Php20.00/page

2 minutes

Cashier

5. Presents the
Official Receipt.

If photocopy is
requested, allows
verifier to go over
the medical
records.

None

10 minutes

Medical Records |
Officer/Clerk

Authenticates
photocopied
document, affixes
hospital dry seal
with initial or
Certified True
Copy marked with
date and affixes
signature over
printed name.

None

2 minutes

Medical Records
Officer/Clerk
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6. Receives and |Records in the None 1 minute Medical Records
acknowledges official registry, Officer/Clerk
copy of the releases
Medical Records. | photocopied
information to the
insurance verifier

or other

authorized

requesting party

and advise. |
7. Receives and |Provides and None 2 minutes Medical Records
answers instructs Officer/Clerk
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey for Form.

Out-patient Form
and drop it at the
designated drop
box at the
HIMU/Medical

Records.

Total | 26 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

10. PHILHEALTH/BILLING

Provision of quality assistance for availment of Philhealth benefits computation and payment of
bills.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

If the patient is any of the following: None
1. Spouse — photocopy of Marriage Contract

2. Child — photocopy of Birth Certificate/Baptismal
Certificate

Employed Sector: Private/Government

1. Part Il of Form | to be signed by employer
(completely filled-up)

2. Member Data Record (MDR)

3. Properly Accomplished Form 1 and 2
Self-Employed

1. Photocopy of the receipt or Proof of contribution
Note: Photocopy of receipt of proof of contribution,
9 to 12 months prior to admission

2. Member Data Record (MDR)

3. Properly accomplished Form 1 and 2
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Indigent/4Ps/Sponsored
1. Photocopy of valid, non-expired ID PHIC Office, San Fernando City
Note: In case the ID is expired, get a certificate or
CE 1 form and submit the original CE 1 form
2. Properly accomplished Form 1 and 2
OFW
1. Member Data Record (MDR) or Proof of
Payment
2. Properly accomplished Form 1 and 2
Lifetime Member
1. Photocopy of Senior Citizen’s ID with
Birthdate/Photocopy of Birth Certificate
1. Proceeds to Requests client to None 5 minutes Philhealth Clerk
Philhealth office resent Philhealth
for verification of |ID/MDR/any valid
eligibility. ID.
Receives and Issues Philhealth None 3 minutes Philhealth Clerk
fills-up forms. forms upon
admission and
instructs patient’s
relatives to
complete
requirements.
2. Submits Receives and None 3 minutes Philhealth Clerk
roperly filled-up | checks the
orms and completeness of
complete set of the requirements.
requirements.
3. Receives Computes None 7 minutes Philhealth Clerk/
Statement of hospital bill and Billing Clerk
Account (SOA). | issues Statement
of Account (SOA)
upon discharge of
patient.
4. Proceeds to Instructs patient to Philhealth 2 minutes Cashier
Cashier and pays %ay at the Excess/Hospital
excess fee/ ashier.
hospital bill.
5. Receives Issues discharge Philhealth 2 minutes Nurse
discharge clearance. Excess/Hospital
clearance and
goes home.
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6. Receives and
answers
Client/Customer
Satisfaction
Survey Form for
Out-patient and
drop it at the
designated drop
box atthe
PhilHealth/Billing
Unit.

Provides Client
Feedback Form to
watcher/patient.

None

Philhealth/
Billing Clerk

2 minutes '

Total

24 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes

11. AMBULANCE SERVICES

Provision of a safe medical, emergency transport of patients to other health facilities.

NAGUILIAN DISTRICT HOSPITAL
~ Simple

G2C- Government to Citizen

All
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1. Gets Fills-out None 3 minutes ER Nurse
Emergency Room  Emergency Room
Charge Slip and | Charge Slip,
roceeds to the | computes charges
ashier to pay for |and instruct
charges. patient’s
companion to pay
at the Cashier.
2. Pays at the Receives the Refer to the 3 minutes I Cashier
Cashier. payment ?ﬁd 2017 Revenue
repares e, ode of the
E)fﬁc;al Receipt. P(r:é)vin . O?La
Union
3. Waits for the |Receives the None 1 minute Driver
documents to be |request from the
accomplished and | Resident
the ambulance to | Doctor-on-Duty for
be prepared. transfer/referral of
atient to other
ealth care facility.
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4. Accompanies
Patlent during
ransport.

Prepares the Trlp
Ticket p roF P/
and comple

and a prove y
the Chief of
Hos ital or the
ical Officer on
duty in his/her
absence.
Transports patlent
safely to the
designated health
care facility.

None

3 minutes '

Depends on
destination

Driver

~ Driver/Nurse/
Nursing Attendant

Total

10 minutes

=**Allowable period of extension due to unusual circumstances: Thirty (30) miﬁutes.

12. SOCIAL SERVICE
Provision of medical assistance for indigent patients with regards to their hospital bill; assistance
on the availment of blood services; care of unidentified patients; abandoned patients; abused

child; enroliment in Philhealth Point of Care Program.

12.1 PERSONAL SERVICE RENDERED

NAGUILIAN DISTRICT HOSPITAL

Simple
G2C- Government to Citizen

All

None

None

‘1. Proceeds to Orients the patient None 15 minutes Medical Social
the Social Service watcher/relatlve Welfare Officer
Office. g']ar ing the
olicy on Personal
ervice
Rendered.
Issues Personal None 5 minutes Medical Social

2. Receives and
signs the )
Personal Service
Rendered (PSR)
form.

Service Rendered
Form to
watcher/relative
for signing as an
agreement and
endorse to the
hospital staff in
charge.
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3. Submits the Receives the None 5 minutes Medical Social
accomplished accomplished Welfare Officer
Personal Service PSR form and
Rendered (PSR) |computes the
form. equivalent value

of the service

rendered.
4. Receives the |Receives the None 5 minutes Medical Social
Personal Service | accomplished Welfare Officer
Rendered (PSR) | PSR form and
form certificate computes the
with the equivalentaAttach
equivalent value |es the Personal
of service Service Rendered
rendered.
5. Proceeds to Instructs the None 5 minutes Medical Social
the Billing watcher/relative to Welfare Officer
Section. roceed to the

illing Section for

adjustment of

hospital bill.
6. Receives and | Provides and None 2 minutes Medical Social
answers instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box near the
Social Service
Unit.

Total 37 minutes

“***Allowable period of extension due to unusual circumstances: Thirty (30) minutes

12.2 PAYMENT IN KIND PROCESS

Simple

- NAGUILIAN DISTRICT HOSPITAL

G2C- Government to Citizen

All

None
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Prepares the

None

Medical Social

15 minutes

1. Proceeds to the (
the Social Service | Payment in Kind Welfare Officer
Office. (PIK) form and
refers watcher/
relative to
dietitian/
nutritionist.
2. Submits the Receives None 5 minutes Nutritionist
Payment in Kind |Payment in Kind Dietitian
Pl .z,form to the |(PIK)form and
ietitian/ assesses the
Nutritionist. oods/items.
eturns the
Payment in Kind
(PIK) form.
3. Receives the | Receives the None 5 minutes Medical Social
filled-up PIK form ﬁlled-tép Payment Welfare Officer
and proceeds to |in Kin rSPJ ) form
the Social Service | with certain value.
Office.
4. Receives the |Issues notice of None 5 minutes Medical Social
notice of counterpart and Welfare Officer
counterpart and | attaches it with
filled-up PIK form. |the filled-up
Payment in Kind
PIK) form to the
ospital bill.
5. Proceeds to Receives the None 5 minutes Cashier/
the Billing Office. |Payment in Kind Billing Clerk
(PIK) form and
recomputes the
bill.
6. Proceeds to Receives None 5 minutes Medical Social
Cashier to pay Statement of Welfare Officer
hospital bill. Account and
Payment in Kind
(PIK) form and
collect fees.
7. Receives and | Provides and None 2 minutes Nutritionist
answers instructs Dietitian
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box. near the
Social Service
Unit.
Total 42 minutes

***Allowable period of extension due to unusual circumstahces: Thirty (30) minutes
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12.3 ADMISSION OF UNIDENTIFIED PATIENTS

NAGUILIAN DISTRICT HOSPITAL

Highly Technical
G2C- Government to Citizen

All

None None
1. Submits self Interviews None 10 minutes Nurse/
for admission. patient/client then Medical Records
refers to Medical Officer/
Social Welfare Clerk
Officer.
Receives referral None 15 minutes Medical Social
from Nurse on Welfare Officer
Duty.
Facilitates and None 30 minutes Medical Social
endorses Welfare Officer
provision of
needed
rocedures and
reatment.
2. Answers Exhausts all None 48 hours Medical Social
pertinent available means Welfare Officer
questions if of locating
conscious. Patlent’s relative
hrough:

Coordination with
the concern Social
Welfare Office,.
Barangay Official
or Police
Conducts home
visits )
Linkages with
media.

3. Answers Regularly visits None 30 minutes Medical Social
pertinent the patient at the Welfare Officer
questions if ward, establishes
conscious. rapport and obtain
more data needed
to locate the
relative.

4. Continuous Determines the None 30 minutes Medical Social
medication and needs of the Welfare Officer
treatment. patient by closel
coordinating an
collaborating with
the attending
physician and the
ward nurse.
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answers
Client/Customer
Satisfaction
Survey Form for
In-patient and
drop it at the
designated drop
box near the
Nurses’ Station.

instructs
client/watcher to
fill up Feedback
Form.

5. Continuous Facilitates None 48 hours Medical Social
medication and ossible Welfare Officer
treatment. nstitutional
placement if
relatives are not
located.
Informs all None 48 hours Medical Social
concern Welfare Officer
authorities if
unidentified
patient dies.
Recommends None 48 hours Medical Social
Pauper’s Burial. Welfare Officer
Coordinates with None 48 hours Medical Social
the Local ) Welfare Officer
Government Unit
LGU) to facilitate
auper’s Burial if
available.
If not available, None 48 hours Medical Social
ask for the Chief Welfare Officer
of Hospital’s
approval to
facilitate
Documents and None 15 minutes Medical Social
files relevant Welfare Officer
information.
6. Receives and |Provides and None 2 minutes Ward Nurse/

Nursing Attendant/

Medical Social
Welfare Officer

Total

12 days, 2 hours &
1Z minutes

12.4 ASSISTING ABUSED PATIENT

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes

NAGUILIAN DISTRICT HOSPITAL

Highly Technical

G2C- Government to Citizen

All

None

None
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Investigates all

1 hour Medical Social

Survey Form for
Out-patients and
drop it at the
designated drop
box at the Social
Welfare Unit.

Feedback Form.

1. Proceeds to None (
the Social Service |cases that Welfare Officer
Office. indicate possible
. abuse. |
2. Submits self |Establishes None 24 hours Medical Social
for assessment. | rapport with the Welfare Officer

survivor.
Answers pertinent | Conducts data
questions. gathering while

providin safet¥

and comfort to the

Survivor.
Participates in the | Provides
helping process. | information,

practical

assistance/psycho

qu(ncal counseling

to the survivor.
3. Participates in | Coordinates and None 48 hours Medical Social
the helping reports to other Welfare Officer
process team members

(Medical Social

Welfare Office,

PNP Office,

Barangay Office).
4. Participates in | Classifies patient None 15 minutes Medical Social
the helping based on Welfare Officer
process. DOH-A.O. 51-A

for abused

patients.
5. Participates in | Records all None 15 minutes Medical Social
the helping activities and files Welfare Officer
process. them accordingly.

Prepares Social None 30 minutes Medical Social

Case Study Welfare Officer

Report/Case

Summary Report

for ready

reference.
6. Participates in | Visits the survivor, None 30 minutes Medical Social
the helping maintain Welfare Officer
process. coordination and

provides

appropriate

services.
7. Receives and |Provides and None 2 minutes Medical Social
answers instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Client

Total

PGLU | CITIZEN'S CHARTER

12 days, 2 hours &

12 minutes
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12.5 RED CROSS BLOOD SAMARITAN

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

None

1. Proceeds to Interviews and None 15 minutes Medical Social
the Social Service | assesses the Welfare Officer
Office. patient if he/she is
ualified to avail
the program.
Refers the patient None 10 minutes Medical Social
if qualified. Welfare Officer
Advices the None 10 minutes Medical Social
atient’s relative Welfare Officer
o purchase blood
at the Philippine
National Red
Cross (PNRC) or
look for possible
donor.
2. Receives the | Prepares the. None 30 minutes Medical Social
Blood Samaritan | Blood Samaritan Welfare Officer
Form and present | Form and
to the Philippine | Certificate of
National Red Indigency Form in
Cross (PNRC). order to avail the
Blood Samaritan
Assistance
Program.
Issues the Blood None 5 minutes Medical Social
Samaritan Form Welfare Officer
to the patient’s
watcher.
3. Receives and | Provides and None 2 minutes Medical Social
answers instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box near the
Social Service
Unit.
Total 52 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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12.6 POINT OF CARE PROGRAM

1. Proceeds to
the Social Service
Office.

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

Interviews and
assesses the
client.

None

None

15 minutes

Medical Social
Welfare Officer

1. Responds to

questions and

ﬂam_clpates to the
elping process.

Classifies patient
based on DOH
A.O.51-A(C3 and
D are qualified
patients).

_Administers

Information
Education )
Campaign, advice
giving and
counseling.

None

None

15 minutes

15 minutes

Medical Social
Welfare Officer

Medical Social
Welfare Officer

3. Participates in
the helping
process.

Enrolls qualified
indigent patients
to Point of Care —
On Site Rapid
Enrolment (ORE).

None

30 minutes

Medical Social
Welfare Officer

Receives the
Hospital
Sponsored
ember
Certificate.

Participates in the
helping process.

Prepares and
issues the
Hospital
Sponsored
ember
Certificate duly
ﬁllgned by the
edical Social
Welfare Officer
and the Chief of
Hospital.

None

10 minutes

Medical Social
Welfare Officer

Advises the
client/watcher to
enroll to a PHIC
Voluntar
payment.

None

5 minutes

Medical Social
Welfare Officer

Submits )
documents/requir
ement at the
hospital PHIC
office.

None

10 minutes

Medical Social
Welfare Officer

PGLU | CITIZEN'S CHARTER
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Monitors the list of None 30 minutes Medical Social
Point of Care Welfare Officer
members and
Bnnts the Group
ayment Slip
Details for the
payment of the
premium
contribution.
Files the None 10 minutes Medical Social
documents for Welfare Officer
information and
future reference.
Submits a report None Medical Social
to the Office of Welfare Officer
PSWD, MSWD,
DSWD.
4. Receives and |Provides and None 2 minutes Medical Social
answers instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box near the
Social Service
Unit.
Total 2 hours &
22 minutes

=**Allowable period of extension due to unusual circumstances: Thirty (30) minutes

12.7 ASSISTING ABANDONED PATIENTS

NAGUILIAN DISTRICT HOSPITAL

All

None

_ Highly Technical
G2C- Government to Citizen

None

1. Submits self
for admission.

a. Interviews
patient/client then
refer to Medical
Social Welfare
Officer.

None

10 minutes

Nurse/

Medical Records

Officer/
Clerk
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b. Conducts
dialogue/conferen
ce to other
professionals.

None

Medical Social
Welfare Officer

30 minutes

2. Continuous
medication and
participates in the
assistive process.

Reports and
coordinates the
case to the
Medical Social
Welfare Officer
through telephone
calls and written
communication

None

48 hours Medical Social

Welfare Officer

Reports and
secure police
blotter and
barangay
certificate.

None

48 hours Medical Social

Welfare Officer

3. Continuous
medication and
participates in the
assistive process.

4. Participates in
the assistive
process.

| 5. Receives and

Exhaust all
possible
resources to
locate patient’s
relatives through
home visits, use
of tri-media, etc.

Counsels and

surrenders the
atient to the
amily if located.

None

None

48 hours Medical Social

Welfare Officer

Medical Social
Welfare Officer

1 hour

Coordinates to
Medical Social
Welfare )
Officer/DSWD if
not located for the
atient’s
emporary
placement.

Makes _
documentation for
monitoring
purposes.

Provides and

None

None

None

24 hours Medical Social

Welfare Officer

48 hours Medical Social

Welfare Officer

2 minutes Ward Nurse/

answers instructs Nursing Attendant
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
In-patients and
drop it at the
designated drop
box near the
Nurses’ Station.

Total 7 days, 1 hour &

52 minutes
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12.8 AVAILMENT OF MEDICAL ASSISTANCE PROGRAM

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

None

1. Proceeds to Gathers data on None 15 minutes ' Medical Social
the Social Service | the patient’s Welfare Officer
Office and situation and
answers pertinent K assesses the
questions. economic status.
Conducts advice None 15 minutes Medical Social
giving and Welfare Officer
counseling.
Classifies Batlent None 15 minutes Medical Social
based on DOH Welfare Officer
A.O. 51-A.
2. Complies and |Prepares and None 1 hour Medical Social
submits the informs the client Welfare Officer
needed on the
requirements. requirements
needed.
3. Endorses the |Receives the None 5 minutes Medical Social
Guarantee Letter |Guarantee Letter. Welfare Officer
received.
Files the None 10 minutes Medical Social
document needed Welfare Officer
and Prepargs the
Monthly Utilization
Report.
4. Receives and | Provides and None 2 minutes Medical Social
answers instructs Welfare Officer
Client/Customer | client/watcher to
Satisfaction fill up Feedback
Survey Form for | Form.
Out-patient and
drop it at the
designated drop
box near the
Social Service
Unit.
Total 2 hours &
2 minutes

=**Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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12.9 AVAILMENT OF PCSO ENDOWMENT FUND

NAGUILIAN DISTRICT HOSPITAL

Simple

G2C- Government to Citizen

All

None

None

1. Proceeds to Interviews the None 15 minutes Medical Social
the Social Service | patient for Welfare Officer
Office. assessment if
qualified to avalil
of Endowment
Fund.
2. Complies to Prepares and None 15 minutes Medical Social
the policies/rules |orients relatives Welfare Officer
and the needed regarding the
requirements. coverage,
assistance and
requirement.
3. Answers Intakes interview None 1 hour Medical Social
pertinent and prepare Welfare Officer
questions. Social Case Study
Report/Case
Summary Report.
Validates and None 24 hours Medical Social
submits ) Welfare Officer
documents/requir
ement to PCSO.
4. Endorses the |Receives the None 24 hours Medical Social
Guarantee Guarantee Welfare Officer
Letter/Letter of Letter/Letter of
Acceptance from | Acceptance from
O to the then
Medical Social forwards to the
Welfare Officer. District Hospital
Accountant for
liquidation.
Files and records None 15 minutes Medical Social
for reference. Welfare Officer
5. Receives and |Provides and None 2 minutes Medical Social

answers
Client/Customer
Satisfaction
Survey Form for
Out-patient and
drop it at the
designated drop
box near the
Social Service
Unit.

instructs client/
watcher to fill up
Feedback Form.

Welfare Officer

Total

2 days, 1 hour & :
47 minutes

PGLU | CITIZEN'S CHARTER
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Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located outside the different units of the hospital.

How feedback is processed?

"How to file a complaint?

PGLU | CITIZEN'S CHARTER

Everyday of the month, HR personnel of the hospital
opens the Feedback Box and compiles and records all
feedback submitted.

Feedback requiring answers are forwarded to the Office
of the Administrative Officer for appropriate action.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
609-1853.

Answer the client complaint form and drop it at the box
located outside the different units of the hospital.

Complaints may also be filed thru telephone at:

Naguilian District Hospital
Tel No. :(072) 609-1853
Email : ndh@launion.gov.ph

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:

- Name of person being complained

- Incident

- Evidence

For inquiries and follow-up, citizen may contact (072)
609-1853.
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How complaint is processed? The HR personnel-in-Charge opens the Complaint Box |
on a daily basis and evaluates each complaint.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be forwarded to the |
Chief of Hospital and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
609-1853.

|
Contact Information of Naguilian DR. EDUARDO S. POSADAS, MPH |
District Hospital OIC — Chief of Hospital | :
Naguilian District Hospital, Naguilian, La Union |
e-mail: ndh@launion.gov.ph |
Tel No.: (072) 609-1853 '

JULIE E. COSTALES

Administrative Officer V

Naguilian District Hospital, Naguilian, La Union

e-mail: julie_costales@yahoo.com \

Tel No.: (072) 609-1853 |
|
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ROSARIO
DISTRICT
HOSPITAL

P R O VI N CI AL G O VE R NMENT

O F L A U NI O N



1. TRIAGE AREA
Provision of a hospital triage system to strengthen hospital infection control.

1. Patient/
watcher shall
wash their hands
following proper
procedure in the
designated
washing area.

”2. The patient
grocee s to the

Nurse-in-Charge.

The Staff Nurse

shall record
atient’s
mperature in the
patient

reglstratlon form.

NOTE: If
Cymptom of Mild
D observed
from the patient
he/she shall be
isolated in an
area where they
continue with the
next step wherein
information
gatherlng and
hysical
examinations are
done (COV D
Tria q
tent/iable).

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

None

Guide patient/
watcher in the
proper hand
washing.

Takes
temperature and
logs temperature
in the patient’s
registration form.

Assists patient.

All

None

None

None

1 minute

1 minute

Triage Team

Triage Nurse

3. Patient fills-up
the Patient
Registration
Form;
questionnaire and
signs the
declaration form.

Assist and guide
patients.
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None

1 minute

Triage Nurse
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4. Patients take a | Monitors None 2 minutes Triage Nurse
seat in compliance to
pre-arranged/ social distancing.

numbered chairs

which are at least |
two (2) meters

apart and wait for |
their turn to be |
assessed by the |
Triage Nurse. !

5. Patient Interprets the None 1 minute Triage Nurse
roceeds to the |form and refer
riage Nurse who | patients to proper

shall interpret the |area.

form.

Total None 6 minutes |

2. EMERGENCY DEPARTMENT

Provision of medical and surgical care to patients arriving at the hospital in need of immediate
care.

ROSARIO DISTRICT HOSPITAL

_ Simple. ks |
G2C-Government to Citizen

All

1. Patient/ Records chief 5 minutes ER Nurse
Watcher ?IVGS complaint and
complaint. vital signs, |
assesses |
injury/iliness of |
patient.

Notes patient’s
necessary data
and refers to the
Medical Officer on
duty.

'_'2. Undergoes '_Examines/Assess' None Il 5 minutes 'Medical Officerlll'
Physical es patient’s
Examination. condition.
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Gives initial

None

3 minutes

Medical Officer

PGLU | CITIZEN'S CHARTER

management,
request for
ancillary
rocedures
Laboratory
examination
Radiology, ECG
and Ultrasound,
etc) if necessary.
) Institutes None 10 minutes Medical Officer/

Note: For Surgical | emergency care. Nurse

Case.

Refers to ,
Philhealth section
to check PHIC
eligibility.

3. Proceeds to Provides for None 2 minutes Pharmacist/

Pharmacy/ Ancillary Service. Medical

Laboratory/ Technologist/

Radiology/Social Radiology

Welfare Technologist/

Office/Philhealth Social Welfare

(if surgical) and Officer/Philhealth

wait for results. Clerk

4. Returns to Evaluates/interpre None 3 minutes Medical Officer

Emergency Room |ts results from

for Medica Ancillary

Assessment/ Services.

Disposition. , ) . ,
Determines None 2 minutes Medical Officer,
disposition of ER Staff
patient (i.e. to be
admitted, to be
discharged or
referred).

5. Either:; Receives None 2 minutes Php80.00 +

a. Goes home payment and Ancillary fees if

with medications |issues Official any

and proceeds to | Receipt. (Pharmacy/X-Ray

cashier for /Laboratory)

Bayment of bills.

. "Submits self

for admission

(refer to

admission

services).

6. Receives and |Provides and None 2 minutes ER Staff

fills-up Client instructs

Satisfaction client/watcher to

Survey for fill-up Client

Out-Patient Form | Feedback Form.

and drop it at the

designated drop

box at the

OPDI/ER if not

admitted or

transferred.
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If admitted,
patlent will be

iven

lient/Customer
Feedback Form

upon discharge.

|
(for In-Patient) l
|

Total None 34 minutes

**Allowable period for extension due to unusual circumstances: One (1) hour depending upon
the extent of injury for surgical cases and observation time for other cases.

3. OUT-PATIENT DEPARTMENT

Provision of treatment of out-patients, people with health problems who visit the hospital for
diagnosis or treatment but do not at this time require to be admitted.

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

None None |
1. Obtains an Oversees OPD None 1 minute Medical Records
Number Number Clerk
based on the lane | distribution.
growded e.g. \
enior Citizen,
D, Pregnant.
2. Presents Determines the None 1 minute OPD Nurse
himself/herself to Fnonty of atlents’
the OPD Nurse. atment based
on the severity of
their conditions.
3. Registers l Nurse
'OLD PATIENT: Retrieves OPD None 1 minute ' Medical Records
Presents Hospital |records. Clerk
ID Number Card. .
'NEW PATIENT: Fills-up New OPD None 5 minutes ' Medical Records
B I%nd Issues Clerk
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Verifies PHIC

5 minutes

Medical Records

DepEd Teachers 3 None
Master List. Clerk
Retrieves OPD
Chart
Fills-up New Form
and Issues OPD
ID.
Referred Patient | Fills-up new form None 5 minutes Medical Records
?Sd issues OPD Clerk
Ophthalmology Verifies Doctor’s None 5 minutes Medical Records
Patient request. Clerk
Fills-up new form
and issues OPD
ID.
Family Planning | Retrieves record. None 5 minutes Medical Records
Fills-up new_form Clerk
and issues OPD
ID.
Under Six Retrieves record. None 5 minutes Medical Records
Fills-up new form Clerk
and issues OPD
ID.
Dental Patient Retrieves record. None 5 minutes Medical Records
Fills-up new _form Clerk
and issues OPD
ID.
4. Undergoes Takes and records None 3 minutes Nurse/
initial chief complaint Nursing Attendant
assessment. and vital signs.
Assesses patient
Refers to Medical
Officer.
5. Undergoes Conducts None 10 minutes Medical Officer
Physical consultation.
Examination. Requests for
Ancillary services.
Refers to other
facilities/Medical
Specialist.
6. Receives Interprets None 1 minute Medical Officer
results from diagnostic results.
diagnostic works. . i . : :
Prescribes None 1 minute Medical Officer
medicines.
Refers to other None 5 minutes Medical Officer
facilities/Medical
Specialists.
Admits patients. None 1 minute BISaice. s Hiowr
Discharges None 5 minutes Medical Officer
patients.

PGLU | CITIZEN'S CHARTER
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7. Proceeds to Instructs None 5 minutes Medical Officer/
hospital patient/watcher to Nurse
pharmacy. ﬁroceed to the
ospital pharmacy
for medicine
pricing.

8. Pays Collects payment Php50.00 plus 5 minutes Cashier/
consultation fees |and issues Official  determined cost Pharmacist
and prescribed Receipt. of prescribed
medicines at the medicines
Cashier.
9. Receives and | Provides and None 2 minutes OPD Staff/Clerk
fills-up Client instructs
Satisfaction clients/watcher to
Survey for fill-up Client
Out-Patient Form |Feedback Form.
and drop it at the
designated drop
box at the
OPDI/ER if not
admitted or
transferred.
- If admitted,
patient will be
El\;en

lient/Customer
Feedback Form
(for In-Patient)
upon discharge.

Total 1 hour and
16 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

4. ADMISSION

Provision of immediate care and management for patients needing hospital confinement until
discharge.

Simple

G2C-Government to Citizen

All

None
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Clean Patients

1. Submits self for | Secures consent None 2 minutes ER Nurse
admission. for admission.
2. Stays at Makes admission None 5 minutes | Resident on Duty |
Emergency orders.
oom.
Carry out None 5 minutes ER Nurse
admitting orders.
3. Prepares for Notifies the Ward None 2 minutes ER Nurse
transport to Nurse/Nursing
room/ward. Attendant on duty
of the admission
then transports
patient to
ward/room.
Covid Patients - Once confirmed to be a mild Covid case;
1. Patient shall |Secures consent None | 5 minutes Triage Nurse
submit self for of care for
admission. admission.
Coordinate/report
to RESU and
RHU for the
E:atient positive
._ ovid case.
2. Still at the Makes admission None 5 minutes Resident on Duty
?O\tle Triage orders.
ent.
Carry out None 5 minutes ER Nurse
admitting orders.
3. Prepares for Notifies the Ward None 2 minutes ER Nurse
transportto Nurse/Nursing
COVID isolation | Attendant on duty
room/ward. of the admission
then transports
patient to Covid
isolation
ward/room.
Total None 31 minutes

*Allowable period for extension due to unusual circumstances: 30 minutes.
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5. IN-PATIENT SERVICES

Provision of immediate care and management for patients needing hospital confinement until
discharge.

ROSARIO DISTRICT HOSPITAL
Simple
G2C-Government to Citizen
All

None ' None |

Clean Patients

1. Receives Provides nursin None 15 minutes Ward Nurse/
medicines and services neede Nursing Attendant
other services. during stay.
Makes dail None 5 minutes ROD/
rounds and as Ward Nurse/
necessary. Nursing Attendant
Monitors/visits as None 5 minutes ROD/
necessary. Ward Nurse/
Nursing Attendant
Facilitates None 5 minutes Ancillary Staff
ancillary services
as ordered.
Refers to Medical None 2 minutes Ward Nurse/
Officers on duty Nursing Attendant
as necessary.
Gives health None 15 minutes Ward Nurse/
education. Nursing Attendant
Instructs None 3 minutes Ward Nurse/
Eanen_tlwatqher to Nursing Attendant
Il up in-patient
survey form.
Prepares patient’s None 5 minutes Ward Nurse/
chart and. Nursing Attendant
forwards it to the
different
departments for
discharge
clearance. .
2. Received and | Instruct None 2 minutes Ward Nurse/
fills-up Client client/watcher to Nursing Attendant
Satisfaction fill-up Client/
Survey (In-Patient  Customer
Form) and drop it | Feedback Form.
at the designated
drop box at the
Nursing Station.
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3. Goes to Billing
Section Ba s
Hospital Bills.

Instruct

atients/watchers
o go to the Billing
Section and pay
corresponding
bills at the
Cashier.

*If patient is PHIC
member or
dependent:
Submits
Philhealth
requirements to
Philhealth Office.

None

10 minutes

Ward Nurse/

Nursing Attendant

Billing Clerk, PHIC
Clerk, Cashier

4. Gets medicines
to be continued at
home.

Gives discharge
instructions/referr
als as necessary
and unconsumed
medicines.

Signs and issues
discharge
clearance to be
shown to the
Security Guard.

None

None

5 minutes

1 minute

Ward Nurse/
Nursing Attendant

Ward Nurse

5. Goes Home.

Assists patient for
discharge.

Records the date |

and time of
discharge of
patient.

None

None

1 minute

1 minute

Ward Nurse/

Nursing Attendant |

Ward Nurse

Records patient’s
condition and
disposition upon
discharge.

Total

None

1 minute

1 hour and
16 minutes

Ward Nurse

*Allowable period of extension due to unusual circumstances: 30 minutes.

*For patients to
be transferred —
repares for
ransfer to ,
hospital of choice.

Informs the
patient/watchers
about the need for
referral.

None

3 minutes

| Resident on Duty |

Secures informed
consent for
referral.

None

2 minutes

Ward Nurse

Instruct watcher to
o to the Billin
ection to settle

hospital bill.

None

2 minutes

Ward Nurse/
Nursing Attendant

Accomplishes
referral slip.
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None

3 minutes

Resident on Duty
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Communicates to
the concerned
staff of the referral
hospital for proper
endorsement.

Conducts safely
the patient per
ambulance.

None

3 minutes

Resident on Duty

30 minutes

Ward Nurse/

Ambulance Driver

Secures return
slip.

3 minutes

Ward Nurse

Total

46 minutes

*Allowable period of extension due to unusual circumstances: 30 minutes.

'COVID Patients - - Treatment/handling of Covid patient should be handled with extra
precautions and care.

1. Receives
medicines and
other Services.

2. Go
Home/Discharge.

Provides nursin
services neede
during stay.

None

15 minutes

Ward Nurse/
Nursing Attendant

Conduct daily
rounds and as
necessary.

None

5 minutes

ROD/
Ward Nurse/
Nursing Attendant

Perform and
collect the needed
dia nostlc
work-u

(RT-C R Chest
rad:ography blood
work u

Naso ﬁaryngeal/
Oropharyngeal
swabbing, etc.).

None

5 minutes

Medical
Technologist/
Rad. Tech

Conduct on time
medication and
monitoring.

_Prowde health
education and
medical

counseling.

Assists patient for
discharge.

None

None

None

5 minutes

5 minutes

1 minute

ROD/
Ward Nurse/

Nursing Attendant

Ward Nurse/
Nursing Attendant

Ward Nurse/
Nursing Attendant

Records the date
and time of
discharge of
patient.

None

1 minute

Ward Nurse

Records patient’s
condition and
disposition upon
discharge (stable
vital sign, no
worsemng{ signs
and symptoms, 2
Tgatwe results of
PCR testing).

None

1 minute

Ward Nurse
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Instruct home ROD/Ward Nurse

medications and
care.

Educating on None 5 minutes | ROD/Ward Nurse

transmission and
revention of
ovid.

Advice quarantine None 2 minutes | ROD/Ward Nurse
of the patient.

RHU updating on None 2 minutes ' ROD/Ward Nurse

Covid patient
status.

_ Total 47 minutes
*Allowable period of extension due to unusual circumstances: 30 minutes.

6. LABORATORY SERVICES

Provision of tests done on clinical specimens in order to obtain information about the health of a
patient as pertaining to the diagnosis, treatment and prevention of disease.

ROSARIO DISTRICT HOSPITAL

Simple
G2C-Government to Citizen

All

None None |
1. Proceeds to Receives and None 2 minutes ' Medical
Laboratory with examines Technologist/
proper and completeness and Laboratory Aide
com Ietel|¥ correctness of
filled-out Request | data filled-out in
Slip/Specimen. the form.
Prepares None 1 minute Medical
materials for Technologist/
specimen | Laboratory Aide
collection.
Extracts blood or None 2 minutes ' Medical
let the patient Technologist/
collect specimen Laboratory Aide
(e.g..urine) or |
receives
specimen ilf
already collected).
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2. Proceeds to Instructs patient/ None 3 minutes Medical,
Cashier to pay for | companion to pay Technologist/
charges for at the Cashier Laboratory Aide
laboratory and then advises
examinafions to atient to wait for
be done. he result outside
the laboratory or
to come back at a
specified time.
3. Pays laboratory | Collects payment Refer to the 5 minutes Cashier
fees at the and issues Official| 2017 Revenue
Cashier. Receipt. Code of the
Province of La
Union
4. Waits for Tests patient None Depends upon Medical
results. sample using the Laborato Technologist/
manual/ examination/s to | Laboratory Aide
automated be done
methods or reads
microscopically.
Records in Result None Medical
Form/s, Receiving Technologist/
Logbook/s of Laboratory Aide
test/s done.
Records name of None Medical,
patient and test/s Technologist/
done in Releasing Laboratory Aide
Logbook.
5. Receives Retrieves None 2 minutes Medical
results and goes |duplicate copy of Technologist/
back to the Charge Slip from Laboratory Aide
requesting patient/
physician. companion.
Writes the patient None Medical,
name or Technologist/
relationship to the Laboratory Aide
patient of the
person who
received the
result in
Releasing
Logbook.
Instructs the None Medical
patient/ Technologist/
companion to Laboratory Aide
return to the
doctor.
6. Receives and | Provides and None 2 minutes Medical
fills-up Client instructs Technologist/
Satisfaction client/watcher to Laboratory Aide
Survey for fill-up Client

Out-Patient and
drop it at the
designated drop
box at the )
Laboratory Unit.

Feedback Form.
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- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)

upon discharge.

Total

None

17 minutes

*Note: For walk-in patients, provides records/data to Medical Technologist.

*Allowable period for extension due to unusual circumstances: one (1) day to three (3) days.

7. RADIOLOGY SERVICES

Provision of imaging techniques such as x-ray radiography and ultrasound to diagnosed disease.

7.1 Ultrasound

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

Al

_ 1. Ultrasound Examination Request Resident on Duty |

1. Proceeds to
Ultrasound Room
and presents
request slip.

Receives and
examines
Ultrasound
request if properly
and completely
filled-up and duly
signed by the
requestin

Medical Officer.

Prepares charge
slip, examines bill
and instructs
atient/companion
o proceed to the
Cashier for
payment.

None

5 minutes

Radiologic
Technologist

| 2. Undergoes
Radiology
Procedures.

Prepares patient
on the ultrasound

examining table.

None

5 minutes

Radiologic
Technologist
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Scans patient None 15 minutes Sonologist
according to the
region of interest
and interprets
scanned images.
3. Proceeds to Receives Depends upon 2 minutes Radiologic
Cashier with payment and the examination Technologist/
charge slipand |issues Official requested Cashier
pays ) | Receipt.
corresponding bill.
Goes back to Records name of None 2 minutes Radiologic
Ultrasound Room | patient and Technologist
and presents OR. | examination
done.
Records the None 2 minutes Radiologic
Official Receipt Technologist
number and
amount paid in
the logbook.
Scans patient None 15 minutes Sonologist
according to the
region of interest
and interprets
scanned images.
4. Waits for Encodes the None 5 minutes Radiologic
results. result of the Technologist/
ultrasound in the Sonologist
computer and
print results for
patient’s copy.
5. Gets results Releases resultto | Depends upon 2 minutes Radiologic
and proceeds to | the patient/ the examination Technologist/
Medical Officer. | companion upon requested Cashier
signing on the
logbook as proof
of release.
6. Receives and | Provides and None 2 minutes Radiologic
fills-up Client instructs Technologist
Satisfaction client/watcher to
Survey for fill-up Client
Out-Patientand |Feedback Form.
drop it at the
designated drop
box atthe
Radiology Unit.
- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total None 55 minutes

*Allowable period for extension due to unusual circumstances: Thirty (30) minutes).
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1. Proceeds to
Radiology Room
and preséents
request slip.

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

1. X-Ray Examination Request

Receives and
examines
Radiologry request
if properly and
completely
filled-up and duly
signed by the
requestin

Medical Officer.

None

5 minutes

Resident on Duty

Radiologic
Technologist

2. Undergoes
Radiology
procedures.

Conducts
radiology
procedure.

None

2 minutes

Radiologic
Technologist

3. Proceeds to
cashier with
charge slip and

ays
go%’responding bill.

Examines the
radiograph done if
it is satisfactory.
Shows radiograph
to Medical Officer
for wet reading.

Receives pa ment'
and issues Official
Receipt.

None

Refer to the 2017

Revenue Code of
the Province of La
Union

2 minutes

2 minutes

Radiologic
Technologist,
Medical Officer

Cashier

4. Returns to
Radiology Room
and presents OR.

Records name of
patient and
examination to be
done.

None

2 minutes

Radiologic
Technologist

Records Official

Receipt number

and amount paid
in the logbook.

None

2 minutes

Radiologic
Technologist

| 5. Waits for
results.

Advices the
Fatlent/compamon
o return on the
date set for the
release of the
official result.

None

2 minutes

Radiologic
Technologist

Presents the
radiograph to the
Radiologist for
reading.
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10 minutes

Radiologic
Technologist
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Encodes the
result of the x-ray
in the computer
and prints results
for patient’s copy.

None

5 minutes Radiologic
Technologist

6. Claims results. | Releases result
and/or Radiology
film to the ,
patient/companion
upon signing in
the logbook as
proof of release.

None

2 minutes | Radiologic
Technologist

'7. Receives and |Provides and

fills-up Client instructs
Satisfaction client/watcher to
Survey for fill-up Client

Out-Patientand |Feedback Form.
drop it at the
designated drop
box at the
Radiology Unit.

- If admitted,
patient will be

%n;en
lient/Customer
Feedback Form
(for In-Patient)

upon discharge.

None

2 minutes | Radiologic
Technologist

Total

36 minutes

‘*Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

8. HEALTH INFORMATION MANAGEMENT UNIT (Medical Records)
Provision of a quality management of medical records.

8.1 Issuance of Medical, Medico-Legal Certificate and Clinical Abstract

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

For Medico-Legal: written request for medico-legal Chief of Police or other authorities signed by

certificate

PGLU | CITIZEN'S CHARTER

_the Head of Agency of Barangay
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Request for

Interviews patient

None

2 minutes

Medical Records

the issuance of a |to establish Officer/Clerk
Clinical identit and to
Abstract/Medical/ | know the reason
Medico-Legal for the request
Certificate. and require the
patien authorized
Submit duly party to
accom?llshe accompllsh the
uest for copy cuest for copy
of Medical edical
Records. Records.
Note: Receives None 1 minute Medical Records
accomplished Officer/Clerk
For Medical Re uest for copy
Certificate and edical
Clinical Records Office.
Abstract: : ' - ?
Searches and None 2 minutes Medical Records
%éltl))rglstff\grrltten retrieves for the Officer/Clerk
Medical L
Certificate and meaico-iegal.
Clinical Abstract. | chart/admission
chart.
For |
Medlco-Legal Seeks clearance None 2 minutes Medical Records
Certificate: from the Attending Officer/Clerk
Submits written Physician.
request for
medico-legal , : -
certificate from Pre(efaares 2 copies None 5 minutes Medical Records
the Chief of Police linical Officer/Clerk
or other Abstract, Medical,
authorities signed | Medico-Legal
by the Head of Certificates.
Agency/Barangay.
2. Receives a Prepares one (1) None 1 minute Medical Records
copy of the copy of the charge Officer/Clerk
charge slip. slip form and
instructs the
requestlng par}y
op e fee to
he C)éshler
3. Proceeds to Receives payment Medical 2 minutes Cashier
the Cashier and | and issues Official Certificate —
pays the Receipt. Php 100.00
corresponding )
fee. Note: If patient is Medico-Legal
unable to pay, Certificate —
Receives Official | advises patient to Php 100.00
Receipt and roceed to the o
E'roceeds to ocial Welfare Clinical Abstract
IMU. Officer. — Free
Note: If atlent is Student —
admitte Php 50.00
cIaSS|ﬂed as
NBB/Indigent PWD/Senior
atient, no fees to Citizen —
e collected. Php 50.00
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Note: For clinical
abstract, payment
is not required.

4. Presents the |Forwards None 1 minute Medical Records
Official certificate and Officer/Clerk
Receipt/Charge | medical records to
Slip to the the attending
Medical Records |physician for
Officer/Clerk. review and
signature.
Affixes hospital None 1 minute Medical Records
dry seal on the Officer/Clerk
certificate with
initial.
Records the None 2 minutes Medical Records
certificate in the Officer/Clerk
Clinical Abstract
Registry and/or
Medical Certificate
Registry and/or
Medico-Legal
Registry.
5. Receives one | Releases the None 1 minute Medical Records
(1) original copy | certificate, asks Officer/Clerk
of the certificaté | patient and/or
and signs on the | requesting cFarty
Registry/Logbook. | to sign, an
release one (1}
original copy o
the certificate and
advise patient.
6. Receives and | Provides None 2 minutes Medical Records
fills-up Client Citizen/Customer Officer/Clerk
Satisfaction Feedback Form
Survey for for Out-Patient)
Out-Patient and o the watcher.
drop it at the
designated drop
box at the Medical
Records Unit.
- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total None 36 minutes
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8.2 Preparation and Issuance of Birth Certificate

1. Filling-up and
reviews of the
Birth Certificate
draft form and
affixes signature.

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

Interviews patient
and verifies
whether patient is
literate or not.

If Literate: Parent
fills-up the Birth
Certificate draft
form and certifies
the accuracy and
completeness of
data by signing
the official form.

None

3 minutes

DR/OR/
Ward Nurse/
Nursing Attendant

'2, Reviews and
signs official birth
certificate.

If llliterate: Fill-u
draft form of Birt
Certificate with
assistance and
forwards the same
to the Supervising
Nurse.

Reviews entries in

the draft form and
affixes his/her
initials; endorses
the accomplished
form to the
Medical Records
Officer/Clerk for
transcription in the
official form.

| Transcribes data

from the draft form
into the official
form (4 copies) .
using the PhilCris
Version 4.0
system/using
Eypewnter and
orwards the same
to the parent for
review and
checking.

Note: If there are
corrections, the
Medical Records
Officer/Clerk will
correct the item.

None

None

DR/OR/
Ward Nurse/
Nursing Attendant

2 minutes

:' Medical Records |
Officer/Clerk

5 minutes
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Reviews and

2 minutes

2 minutes

PGLU | CITIZEN'S CHARTER

4 = None
signs the Official
Birth Certificate.
Receives, reviews None 2 minutes Medical Officer/
and signs official Attending
Birth Certificate Physician
and forwards the
same to the
Medical Records
Officer/Clerk.
3. Receives a Prepares one (1) None 5 minutes Medical Records
copy of the copy of the charge Officer/Clerk
charge slip. slip'and instruct
the requestlnﬁ
Part to pay the
ee to the Cashier.
4. Proceeds to Receives payment Php 100.00 2 minutes Cashier
the Cashier and |and issues Official
plr_esents charge | Receipt.
sSlip. "
, ) Note: If patient is
Receives Official |unable to Pay
Receipt and advise patient to
Elroceeds to roceed to the
IMU. ocial Welfare
Officer.
Note: If patient is
classified as
NBB/Indigent
atient, no fees to
e collected.
5. Presents Releases Birth None 2 minutes Medical Records
Official R_eceI?t Certificate, advise Officer/Clerk
and receives four |the parents and
4) copies of ask the parents to
original official sign the
Birth Certificate reqgistry/logbook.
and signs the
birth registry.
6. Receives and | Provides and None 2 minutes Medical Records
fills-up Client instructs Officer/Clerk
Satisfaction client/watcher to
Survey for fill-up Client
Out-Patientand |Feedback Form.
drop it at the
designated drop
box at the Medical
Records Unit.
- If admitted,
patient will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total None 21 minutes
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8.3 Issuance of Death Certificate

1. Request for
the issuance of
Death Certificate.

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

Interviews and
determines the
nearest relation to
the deceased and
forwards the
medical records of
the deceased
patient to the
Attending
Physician.

Note: For death
that occurred
outside the
hospital, e.g.
Dead on Arrival,
without medical
assistance, advice
the neares
relative or any
Eerson who has
nowledge of the
death, is
responsible for
reporting the
event to the Local
Health Officer
within 48 hours.
The Local Health
Off icer |s the one
wh o will P are
the Certificate of
Death/Certificate
of Fetal Death; the
process isin
accordance with
Circular No.
2016-0317.

None

2 minutes

Nurse on Duty

Fill-up the Death
Certiticate Draft
form.

None

2 minutes

Nurse on Duty

2. Answers
pertinent
question.

Completes
medical diagnosis
(immediate cause
of death,
antecedent cause
of death,
underlying cause
and others).

None

3 minutes

Attending
Physician
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Checks
completeness of
data entry and
forwards the
Death Certificate
draft form to the
Health Information
Management Unit.

None

1 minute

Nurse on Duty

"3, Reviews and
signs official
Death Certificate.

4. Receives a
copy of the
charge slip.

Receives the
Death Certificate
Draft _
Form/medical
records of the
deceased patient.

None

1 minute

' Medical Records |

Officer/Clerk

Transcribes data
into the official
Death Certificate
Form using the
PhilCris Version
4.0 System/using
typewriter.

None

5 minutes

Medical Records |
Officer/Clerk

Presents the
Death Certificate
four (4) copies to
the attending
physician and
atient’s relative
or review and
signature.

None

2 minutes

Medical Records
Officer/Clerk

Prepares one (1)
copy of the charge
slip'and instructs
the requestlnﬁ

e

arty to pay t
Pee%thg ashier.

None

1 minute

Medical Records |
Officer/Clerk

5. Proceeds to
the Cashier and
pays the fee.

Receives Official

Receipt and

E'roceeds to
IMU.

Receives payment
and prepares
Official Receipt.

Note: If the )
requesting party Is
unable to pay,
advises them to
roceed to the
ocial Welfare
Officer.
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Php 100.00

2 minutes

Cashier
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6. Presents Releases four (4) None 2 minutes Medical Records
Official Receipt, |copies of the Officer/Clerk
acknowledges Death Certificate
acce tance of to the nearest kin
four E Ecclz_Ples of |of the deceased,
Deat ificate |ask to sign the
and signs in the | registry/logbook
logboo and advice the
atient’s relative
o register the
Death Certificate
at the Local Civil
Registrar and
ghall rettaln ¢
uplicate copy o
thepDeath i
Certificate.
7. Receives and | Provides and None 2 minutes Medical Records
fills-up Client instructs Officer/Clerk
Satistaction client/watcher to
Survey for fill-up Client
Out-Patientand |Feedback Form.
drop it at the
designated drop
box at the Medical
Records Unit.
- If admitted,
patlent will be
iven
lient/Customer
Feedback Form
(for In-Patient)
upon discharge.
Total 21 minutes

8.4 Release of Clinical Information to Insurance and Other Agency Verifier

ROSARIO DISTRICT HOSPITAL

Al

G2C Government to Citizen

For insurance purposes: Waiver/Authorization

_ Letter

1. Request for

Receives

Insurance Company

1 minute

Medical Records

Clinica waiver/authorizati Officer/Clerk
Information. on letter from the
authorized
Insurance Verifier
or other agency.
452
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photocopied
document, affixes
hospital dry seal
with initial or
Certified True |
Copy marked with
date and affixes
signature over
printed name.

PGLU | CITIZEN'S CHARTER

Presents ~_ |Interviews and None 1 minute Medical Records
waiver/Authorizati | establishes the Officer/Clerk
on letter and identity of the _
Hospital ID insurance verifier
Number. and other agency.
Authenticates None 1 minute Medical Records
signature on the Officer/Clerk
waiver.
2. Fill-up request Receives the None 1 minute Medical Records
for copy of recmest for copy Officer/Clerk
Medical Records |of Medical
Form. Records Forms.
Retrieves _ None 2 minutes Medical Records
requested Medical Officer/Clerk
Records.
Informs attending None 2 minutes Medical Records
physician of the Officer/Clerk
request and seek
for clearance to
release it or not.
3. Gets charge Prepares the None 2 minutes Medical Records
slip and proceed | charge slip and Officer/Clerk
to the Cashier. instructs )
insurance verifier
to pay the
required
verification and
duplication fees to
the Cashier.
4. Proceeds to Receives Certification- 2 minutes Cashier
the Cashier and |payment. Php 100.00
pays the fee. )
_ ) Certified Copy —
Receives the Issues Official Php20.00/page
Official Receipt. | Receipt. _
5. Presents the | If photocopy is None 10 minutes Medical Records
Official Receipt. |requested, allows Officer/Clerk
verifier to go over
the medical
records.
Authenticates None 2 minutes Medical Records

Officer/Clerk
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6. Receives and |Records in the None 2 minutes Medical Records
acknowledges official registry, Officer/Clerk
copy of the releases
Medical Records. | photocopied
information to the
insurance verifier

or other

authorized

requesting party

and advise.
7. Receives and | Provides and None 2 minutes Medical Records
fills-up Client instructs Officer/Clerk
Satisfaction client/watcher to
Survey for fill-up Client

Out-Patient Form | Feedback Form.
and drop it at the
designated drop
box at the Medical
Records Unit if
not admitted or
transferred.

- If admitted,
patient will be
8yen
lient/Customer
Feedback Form

(for In-Patient)
‘upon discharge.

Total 27 minutes '
***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

9. PHILHEALTH/BILLING
Provision of quality assistance for availment of Philhealth benefits computation and payment of
bills.

ROSARIO DISTRICT HOSPITAL \
~ Simple ‘
|

G2C-Government to Citizen
All

If the patient is any of the following:

1. Spouse - photocopy of Marriage Contract

2. Child — photocopy of Birth Certificate/Baptismal
Certificate

Employed Sector: Private/Government

1. Part Il of Form | to be signed by employer
(completely filled-up)

2. Member Data Record (MDR)

3. Properly Accomplished Form 1 and 2
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Self-Employed
1. Photocopy of the receipt or Proof of contribution
Note: Photocopy of receipt of proof of contribution,
9 to 12 months prior to admission
2. Member Data Record (MDR)
3. Properly accomplished Form 1 and 2
Indigent/4Ps/Sponsored
1. Photocopy of valid, non-expired ID
Note: In case the ID is expired, get a certificate or
CE 1 form and submit the original CE 1 form
(2). Properly accomplished Form 1 and 2

FW

PHIC Satellite Office, Agoo, La Union

1. Member Data Record (MDR) or Proof of
Payment

2. Properly accomplished Form 1 and 2
Lifetime Member

1. Photocopy of Senior Citizen’s ID with
Birthdate/Photocopy of Birth Certificate

1. Proceeds to Requests client to None 5 minutes Philhealth Clerk
Philhealth office resent Philhealth
for verification of | ID/MDR/any valid
eligibility. ID.
Receives and Issues Philhealth None 3 minutes Philhealth Clerk
fills-up forms. forms upon
admission and
instructs patient’s
relatives to
complete
requirements.
2. Submits Receives and None 3 minutes Philhealth Clerk
roperly filled-up | checks the
orms and completeness of
complete set of the requirements.
requirements.
3. Receives Computes None 7 minutes Philhealth Clerk/
Statement of hospital bill and Billing Clerk
Account (SOA). | issues Statement
of Account (SOA)
upon discharge of
patient.
4. Proceeds to Instructs patient to Philhealth 2 minutes Billing Clerk/
Cashier and pays | pay at the Excess/Hospital Cashier
excess ) ashier. Bill
fee/hospital bill.
5. Receives Issues discharge None 2 minutes Nurse
discharge clearance.
clearance and
goes home.
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6. Receives and
fills-up Client
Satisfaction
Survey for
Out-Patient Form
and drop it at the
designated drop

box atthe
Philhealth/Billing
Records Unit if
not admitted or
transferred.
- If admitted,
patient will be
iven
lient/Customer
Feedback Form
upon discharge.

Provides and
instructs
client/watcher to

fill-up

Client/Customer
Feedback Form
(for Out-Patient).

None

2 minutes

Philhealth/Billing
Clerk

Total

27 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.

10. AMBULANCE SERVICES

Provision of a safe medical, emergency transport of patients to other health facilities.

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

Cashier.

payment and
%repares the
fficial Receipt.
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Revenue Code of
the Province of
La Union

1. Gets Fills-out None 3 minutes ER Nurse
Emergency Room  Emergency Room
Charge Slip and | Charge Slip,
roceeds to the | computes charges
ashier to pay for |and instruct
charges. patient’s
companion to pay
at the Cashier.
2. Pays at the Receives the Refer to the 2017 3 minutes Cashier
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3. Waits for the

Receives the

1 minute

Driver

None
documents to be | request from the
accomplished and | Resident
the ambulance to | Doctor-on-Duty for
be prepared. transfer/referral of
atient to other
ealth care facility.
Prepares the Trip None 3 minutes Driver
Ticket pro erly
and complete
and approved by
the Chief of
Hospital or the
Medical Officer on
duty in his/her
absence.
4. Accompanies | Transports patient None Depends on Driver/Nurse/
Patlent during safely to the destination Nursing Attendant
ransport. designated health
care facility.
After transport, None Depends on Driver/Nurse/
Imtmedl?tet destination from | Nursing Attendant
returns to the :
official station the hospital
after the conduct
or transfer and
require the
Nurse/Nursing
Attendant to sign
in the Trip Ticket.
5. Receives and | Provides and None 2 minutes Administrative
fills-up Client instructs Clerk
Satisfaction client/watcher to
Survey for fill-up
Out-Patient Form | Client/Customer
and drop it at the |Feedback Form.
designated drop
box at the _
Administrative
Unit if transferred.
Total 12 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

PGLU | CITIZEN'S CHARTER

457



11. SOCIAL SERVICE

Provision of medical assistance for indigent patients with regards to their hospital bill; assistance
on the availment of blood services; care of unidentified patients; abandoned patients; abused

child; enroliment in Philhealth Point of Care Program.

11.1 PERSONAL SERVICE RENDERED

ROSARIO DISTRICT HOSPITAL
_ Simple
G2C-Government to Citizen

All

1. Proceeds to  |Orients the patient None 15 minutes Medical Social
the Social Service | watcher/relative Welfare Officer
Office. regf_ardlng the

%o icy on Personal

ervice

Rendered.
2. Receives and | Issues Personal None 5 minutes Medical Social
signs the ) Service Rendered Welfare Officer
Personal Service |Form to )
Rendered (PSR) | watcher/relative
form. for signing as an

agreement and

endorse to the

hospital staff in

charge.
3. Submits the Receives the None 5 minutes Medical Social
accomplished accomplished Welfare Officer
Personal Service PSR form and
Rendered (PSR) | computes the
form. equivalent value

of the service

rendered.
4. Receives the |Attaches the None 5 minutes Medical Social
Personal Service | Personal Service Welfare Officer
Rendered (PSR) Rendered form
form certificate certificate to the
with the hospital
equivalent value | Statement of
of service Account/BIll.
rendered.
5. Proceeds to Instructs the None 5 minutes Medical Social

the Billing watcher/relative to Welfare Officer
Section. roceed to the
illing Section for
adjustment of
hospital bill.
458
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6. Receives and | Provides and None 2 minutes Medical Social
fills-up Client instructs Welfare Officer
Satisfaction client/watcher to
Survey for fill-up
Out-Patient Form | Client/Customer
and drop it at the | Feedback Form
designated drop | (for Out-Patient).
box at the Medical
Social Welfare
Unit if not
admitted or
transferred.
Total 12 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

11.2 PAYMENT IN KIND PROCESS

ROSARIO DISTRICT HOSPITAL

Simple

G2C-Government to Citizen

All

None

None

1. Proceeds to  |Prepares the None 15 minutes Medical Social
the Social Service Pa}/(ment in Kind Welfare Officer
Office. (PIK) form and
refers )
watcher/relative to
dietitian/
nutritionist.
2. Submits the Receives None 5 minutes Nutritionist
Payment in Kind | Payment in Kind Dietitian
Pl _%_form tothe |(PIK)form and
ietitian/ assesses the
Nutritionist. oods/items.
eturns the
Payment in Kind
) form.
3. Receives the | Receives the None 5 minutes Medical Social

filled-up PIK form
and proceeds to
the Social Service
Office.

ﬁltecj—tép Payment
in Kin rng ) form
with certain value.
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4. Receives the |Issues notice of None 5 minutes Medical Social
notice of counterpart and Welfare Officer
counterpart and | attaches it with
filled-up PIK form. |the filled-up
Payment in Kind
PIK) form to the

ospital bill.
5. Proceeds to Receives the None 5 minutes Cashier/Billing
the Billing Office. |Payment in Kind Clerk

PIK) form and

recomputes the

bill. _
6. Proceeds to Receives None 5 minutes | Cashier
Cashier to pay Statement of
hospital bill. Account and

Payment in Kind
(PIK) form and

| collect fees.

'7. Receives and |Provides and None 2 minutes Medical Social
fills-up Client instructs Welfare Officer/
Satisfaction client/watcher to Nutritionist-
Survey for fill up Dietitian 11

Out-Patient Form | Client/Customer
and drop it at the |Feedback Form
designated drop | (for Out-Patient).
box at the Medical
Social
Welfare/Dietary
Unit.

. Total 42 minutes |
***Allowable period for extension due to unusual circumstance: Thirty (30) minutes.

11.3 ADMISSION OF UNIDENTIFIED PATIENTS

ROSARIO DISTRICT HOSPITAL

~ HIGHLY TECHNICAL
G2C-Government to Citizen

Al

‘1. Submits self

mits Nurse/Medical
for admission.

Records
Officer/Clerk

Interviews 10 minutes
patient/client then
refers to Medical
Social Welfare

Officer.
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Receives referral
from Nurse on
Duty.

None

15 minutes

Medical Social
Welfare Officer

Facilitates and
endorses
provision of
needed
rocedures and
reatment.

None

30 minutes

Medical Social
Welfare Officer

2. Answers
pertinent
questions if
CONscious.

Exhausts all
available means
of locating
atient’s relative
hrough: =
a. Coordination
with the concern
Social Welfare
Office, Barangay
Official or Police.
. Conducts
home visits.
c. Linkages with
media.

None

2 days

Medical Social
Welfare Officer

3. Answers
pertinent
questions if
CONSCious.

Regularly visits
the patient at the
ward, establishes
rapport and obtain
more data needed
to locate the
relative.

None

30 minutes

Medical Social
Welfare Officer

4. Continuous
medication and
treatment.

Determines the
needs of the
patient by closel
coordinating an
collaborating with
the attending
physician and the
ward nurse.

None

30 minutes

Medical Social
Welfare Officer

5. Continuous
medication and
treatment.

Facilitates
ossible
nstitutional
placement if
relatives are not
located.

Informs all
concern
authorities if
unidentified
patient dies.

None

None

2 days

2 days

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Recommends
Pauper’s Burial.

None

2 days

Medical Social
Welfare Officer

Coordinates with
the Local )
Government Unit
LGU) to facilitate
auper’s Burial if
available.
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If not available, None 2 days Medical Social
ask for the Chief Welfare Officer
of Hospital's
approval to
facilitate the
Pauper’s Burial.
Documents and None 15 minutes Medical Social
files relevant Welfare Officer
information.
. Receives and | Provides and None 2 minutes Ward Nurse/
f lls-up Client/ instructs Nursing Attendant/
Customer client/watcher to Medical Social

Feedback Form
(for In-Patients)
and drop it at the
designated drop
box near the
Nurses’ Station.

fill-u

C[ier?t/Customer
Feedback Form
(for In-Patient).

Welfare Officer

Total

12 d%ys 2hours &
minutes

'***Allowable penod for extensmn due to unusual mrcumstances Thnrty (30) mmutes

11.4 ASSISTING ABUSED PATIENT

ROSARIO DISTRICT HOSPITAL

Al

- COMPLEX

G2C-Government to Citizen

1. Proceeds to  |Investigates all None 1 hour Medical Social
the Social Service |cases that Welfare Officer
Office. indicate possible

abuse.
2. Submits self | Establishes None 1 day Medical Social
for assessment. | rapport with the Welfare Officer

survivor.
Answers pertinent | Conducts data
questions. gathering while

providin safet){
and comfort to the
survivor.

PGLU | CITIZEN'S CHARTER

462




Participates in the
helping process.

Provides
information,
practical
assistance/
psychological
counseling to the
Survivor.

and drop it at the
designated drop
box near the
OI?tD/ERIWCPU
unit.

Feedback Form.

3. Participates in | Coordinates and None 2 days Medical Social
the helping reports to other Welfare Officer
process. team members

(Medical Social

Welfare Office,

PNP Office,

Barangay Office).
4. Participates in | Classifies patient None 15 minutes Medical Social
the helping based on Welfare Officer
process. DOH-A.O. 51-A

for abused

patients.
5. Participates in | Records all None 15 minutes Medical Social
the helping activities and files Welfare Officer
process. them accordingly.

Prepares Social None 30 minutes Medical Social

Case Study Welfare Officer

Report/Case

Summary Report

for ready

reference.
6. Participates in | Visits the survivor, None 30 minutes Medical Social
the helping maintain _ Welfare Officer
process. coordination and

provides

appropriate

services.
7. Receives and | Provides and None 2 minutes OPD/ER Nurse/
fills-up Client/ instructs Physician on Duty/
Customer client/watcher to edical Social
Feedback Form |fill-up Welfare Officer/
(for Out-Patients) | Client/Customer WCPU

Total

3 days, 2 hours &
32 minutes

**Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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11.5 RED CROSS BLOOD SAMARITAN

ROSARIO DISTRICT HOSPITAL

SIMPLE
G2C-Government to Citizen

All

1. Proceeds to |Interviews and None 15 minutes Medical Social
the Social Service | assesses the Welfare Officer
Office. patient if he/she is
ualified to avail
the program.
Refers the patient None 10 minutes Medical Social
if qualified. Welfare Officer
Advices the None 10 minutes Medical Social
atient’s relative Welfare Officer
(o} Furcha_s_e blood
at the Philippine
National Red
Cross (PNRC) or
look for possible
donor.
2. Receives the | Prepares the None 10 minutes Medical Social
Blood Samaritan | Blood Samaritan Welfare Officer

Form and present | Form and

to the Philippine | Certificate of
National Red Indigency Form in
Cross (PNRC). order to avail the
Blood Samaritan
Assistance
Program.

Issues the Blood None 5 minutes Medical Social
Samaritan Form Welfare Officer
to the patient’s
watcher.

3. Receives and | Provides and None 2 minutes Medical Social
fills-up Client/ instructs Welfare Officer
Customer client/watcher to
Feedback Form [fill-up

(for Out-Patients) | Client/Customer
and drop it atthe | Feedback Form
designated drop | (for Out-Patient.
box near the
Medical Social
Welfare unit.

Total | 52minutes
***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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11.6 POINT OF CARE PROGRAM

1. Proceeds to
the Social Service
ice.

ROSARIO DISTRICT HOSPITAL

SIMPLE

G2C-Government to Citizen

All

Interviews and
assesses the
client.

None

15 minutes

Medical Social
Welfare Officer

2. Responds to

questions and

ﬁam_clpates to the
elping process.

Classifies patient
based on DOH
A.O0.51-A(C3 and
D are qualified
patients).

None

15 minutes

Medical Social
Welfare Officer

Administers
Information
Education )
Campaign, advice
giving and
counseling.

None

15 minutes

Medical Social
Welfare Officer

| 3. Participates in
the helping
process.

Receives the
Hospital
Sponsored
ember
Certificate.

Participates in the
helping process.

Enrolls qualified
mdﬁ’qent patients
to Point of Care —
On Site Rapid
Enrolment (ORE).

”Prepar;s and

issues the
Hospital
Sponsored
ember
Certificate duly
signed by the
edical Social
Welfare Officer
and the Chief of
Hospital.

None

None

30 minutes

16 min_utes

Medical Social
Welfare Officer

‘Medical Social
Welfare Officer

Advises the
client/watcher to
enroll to a PHIC
Voluntar
payment.

None

5 minutes

Medical Social
Welfare Officer

Submits
documents/
requirement at the
hospital PHIC
office.
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None

10 minutes

Medical Social
Welfare Officer




Monitors the list of None 30 minutes Medical Social
Point of Care Welfare Officer
members and
Brmts the Group
ayment Slip
Details for the
payment of the
premium,
contribution.
Files the None 10 minutes Medical Social
documents for Welfare Officer
information and
future reference.
Submits a report None Medical Social
to the Office of Welfare Officer
PSWD, MSWD,
DSWD.
4. Receives and |Provides and None 2 minutes Medical Social
ﬁlls—u& instructs Welfare Officer
Client/Customer | client/watcher to
Feedback Form [ fill-up
(for Out-Patients) | Client/Customer
and drop it atthe | Feedback Form.
designated drop
box near the
Medical Social
Welfare unit.
Total 2 hours &
22 minutes

***Allowable period of extension due to unusual circumstances: Thirty (30) minutes.

11.7 ASSISTING ABANDONED PATIENTS

ROSARIO DISTRICT HOSPITAL

- HIGHLY TECHNICAL

Al

G2C-Government to Citizen

1. Submits self
for admission.

a. Interviews
patient/client then
refer to Medical
Social Welfare
Officer.

None

10 minutes

Nurse/
Officer/Clerk

Medical Records
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b. Conducts
dialogue/conferen
ce to other
professionals.

None

30 minutes

Medical Social
Welfare Officer

2. Continuous
medication and
participates in the
assistive process.

Reports and
coordinates the
case to the
Medical Social
Welfare Officer
through telephone
calls and written
communication.

None

2 days

Medical Social
Welfare Officer

Reports and
secure police
blotter and
barangay
certificate.

None

2 days

Medical Social
Welfare Officer

3. Continuous
medication and
participates in the
assistive process.

4. Participates in
the assistive
process.

Exhaust all
possible
resources to
locate patient’s
relatives through
home visits, use
of tri-media, etc.

Counsels and

surrenders the
atient to the
amily if located.

None

None

2 days

1 hour

Medical Social
Welfare Officer

Medical Social
Welfare Officer

Coordinates to
Medical Social
Welfare )
Officer/DSWD if
not located for the
atient’s
emporary
placement.

| Makes

documentation for
monitoring
purposes.

None

None

1 day

10 minutes

Medical Social
Welfare Officer

Medical Social
Welfare Officer

5. Receives and
fills-up Client/
Customer
Feedback Form
(for In-Patients)
and drop it at the
designated drop
box near the
Nurses’ Station.

Provides and
instructs
client/watcher to

fill-up

Client/Customer
Feedback Form
(for In-Patient).

Total

None

2 minutes

’ 7 days, 1 hour & |

52 minutes

Ward Nurse/

Nursing Attendant/

Medical Social
Welfare Officer
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11.8 AVAILMENT OF MEDICAL ASSISTANCE PROGRAM

ROSARIO DISTRICT HOSPITAL

SIMPLE

G2C-Government to Citizen

All

1. Proceeds to Gathers data on None 15 minutes Medical Social
the Social Service | the patient’s Welfare Officer
Office and situation and
answers pertinent | assesses the
questions. economic status.
Conducts advice None 15 minutes Medical Social
giving and Welfare Officer
counseling.
Classifies patient None 15 minutes Medical Social
based on Welfare Officer
A.O.51-A
2. Complies and | Prepares and None 1 hour Medical Social
submits the informs the client Welfare Officer
needed on the
requirements. requirements
needed.
3. Endorses the | Receives the None 5 minutes Medical Social
Guarantee Letter | Guarantee Letter. Welfare Officer
received. - . - _
Files the None 10 minutes Medical Social
document needed Welfare Officer
and Prepar_e_s the
Monthly Utilization
Report.
4. Receives and |Provides and None 2 minutes Medical Social
fills-up Client/ instructs Welfare Officer
Customer client/watcher to
Feedback Form  |fill-up
(for Out-Patients) | Client/Customer
and drop it at the |Feedback Form.
designated drop
box near the
Medical Social
Welfare unit.
Total 2 hours &
2 minutes

***Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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11.9 AVAILMENT OF PCSO ENDOWMENT FUND

ROSARIO DISTRICT HOSPITAL

SIMPLE

G2C-Government to Citizen

All

1. Proceeds to  |Interviews the None 15 minutes Medical Social
the Social Service |patient for Welfare Officer
ice. assessment if

qualified to avalil

of Endowment

Fund.
2. Complies to Prepares and None 15 minutes Medical Social
the policies/rules |orients relatives Welfare Officer
and the needed regarding the
requirements. coverage,

assistance and

requirement.
3. Answers Intakes interview None 1 hour Medical Social
pertinent and prepare Welfare Officer
questions. Social Case Study

Report/Case

Summary Report.

Validates and None 1 day Medical Social

submits ) Welfare Officer

documents/requir

ement to PCSO.
4. Endorses the |Receives the None 1 day Medical Social
Guarantee Guarantee Welfare Officer
Letter/Letter of Letter/Letter of
Acceptance from |Acceptance from
PCSO to the then
Medical Social forwards to the
Welfare Officer. District Hospital

Accountant for

liquidation.

Files and records None 15 minutes Medical Social

for reference. Welfare Officer
4. Receives and |Provides and None 2 minutes Medical Social
fills-up Client/ instructs Welfare Officer
Customer client/watcher to
Feedback Form  |fill-up
(for Out-Patients) | Client/Customer
and drop it at the |Feedback Form.
designated drop
box near the
Medical Social
Welfare unit.

Total 2 hours &
2 minutes

=**Allowable period for extension due to unusual circumstances: Thirty (30) minutes.
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Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located outside the different units of the hospital.

How feedback is processed?

How to file a complaint?
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Everyday of the month, HR personnel of the hospital
opens the Feedback Box and compiles and records all
feedback submitted.

Feedback requiring answers are forwarded to the Office
of the Administrative Officer for appropriate action.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
687-0456.

Answer the client complaint form and drop it at the box
located outside the different units of the hospital.

Complaints may also be filed thru telephone at:

Rosario District Hospital
Tel No. :(072) 687-0456
Email : rdh_rosariolaunion@yahoo.com

Office of the Governor:
Tel. No. : (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:

- Name of person being complained

- Incident

- Evidence

For inquiries and follow-up, citizen may contact (072)
687-0456.
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How complaint is processed? " The HR personnel-in-Charge opens the Complaint Box
on a daily basis and evaluates each complaint.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be forwarded to the
Chief of Hospital and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)

687-0456.
Contact Information of Rosario Dr. RODOLFO C. TONGSON
District Hospital Provincial Health Officer I/OIC Chief of Hospital

Rosario District Hospital, Rosario, La Union
e-mail: rdh_rosariolaunion@yahoo.com
Tel No.: (072) 687-0456

ALEXANDER N. FLORES,DPA
Administrative Officer V

Rosario District Hospital, Rosario, La Union
e-mail: rdh_rosariolaunion@yahoo.com

Tel No.: (072) 687-0456
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1. RECEIVING OF REQUEST FOR DATA FOR RESEARCH PURPOSES
(WALK-IN CLIENTS)

Office of the Provincial Governor

Simple

G2C — Government to Citizen
G2B — Government to Business
G2G — Government to Government

Any requesting individual, institution or establishment shall be
allowed to request for data provided that the purpose of
request is among the following:

A. Theses and dissertations of individuals complying for
bachelor’s degree, Master’s degree, and/ or Doctorate
degree.

B. Research papers and other research studies which will
need data from the Provincial Government of La Union
(PGLU) and will be used for academic purposes only.

C. Company research/ studies that may require data
gathering from the Provincial Government of La Union to be
used as research / study reference.

1. Official and Formal Request Letter Prepared by the requesting individual,
Kindly ensure that letter must: institution or establishment.
a. Be addressed to the Governor.

b. Include specific/ itemized data request.

c. Indicate contact person to be reached relative to

request.

d. Signed by researchers/ requestor of data.

e. Noted by research adviser and school dean/

chancellor/ president.

f. Must use the official letterhead of school or

company.

g. Must include deadline/ target date for data

request.

2. Necessary attachments Prepared by the requesting individual,
1. Background of the Study/ Brief summary of the | institution or establishment.

study to be conducted.

2. Other forms needed to be accomplished by the

data provider.
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1. Client shall
proceed to the
security personnel
at the information
desk for
registration.

1.1. Security
personnel on duty
shall check the
client's body
temperaturé and
shall strictly
implement the
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.

None

1 minute

Security
personnel on duty

2. Client shall
submit document
to the Office of
the Provincial
Governor (OPG).

2.1. Executive
Assistant | shall
check the
completeness of
the submitted
documents.

None

2 minutes

Executive
Assistant |

2.2. Executive
Assistant | shall
receive complete
document/s from
Client by stamping
received date on
the document.

None

1 minute

Executive
Assistant |

3. Client shall
secure a receiving
copy in which the
recéiving
personnel will
indicate the
tracking number
of the document.

3.1. Shall assign a
control number to
the document for

tracking purposes.

3.2. Shall give a
receiving copy or
tracking number
reference to the
client.

None

None

1 minute

1 minute

Executive
Assistant |

Executive
Assistant |

4. Shall wait for
recorded and
scanned
document with
Referral/ Action

Slip.

4. Shall wait for
recorded and
scanned
document with
Referral/ Action

Slip.

None

2 minutes

Executive
Assistant |
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Note: Referral/
Action slips shall
be endorsed to
OPPDC as a
default action,
otherwise,
document will be
endorsed to
concerned PGLU
Office as specified
by researcher.

4.2. Shall record None 3 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
5. Shall receive 51 Shall prepare None 1 minute Executive
scanned and F& ) coples of Assistant |
recorded the eferral/
document and Action Slip.
roceed to _
or 5.2. Shall endorse None 1 minute Executive
concerned PGLU | and release Assistant |
office) for recorded and
appropriate scanned
action. document to
researcher for
endorsement to
PDC (or
concerned PGLU
office).
5.3. Shall send None 1 minute Executive
scanned copy of Assistant |
document to
OPPDC (or
concerned PGLU
Office) via email.
6. Shall 6.1. Shall request None 1 minute SecurltY
accomplish the the client to Personnel on
Customer accomplish the
Feedback Form | Customer
and submit the Feedback Form.
form by dropping
it in the
Suggestion Box.
Total None 15 minutes
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2. RECEIVING OF REQUEST FOR DATA FOR RESEARCH PURPOSES

(VIA EMAIL)

Office of the Provincial Governor

Simple

G2C — Government to Citizen
G2B — Government to Business
G2G — Government to Government

Any requesting individual, institution or establishment shall be
allowed to request for data provided that the purpose of
request is among the following:

1. Theses and dissertations of individuals complying for
bachelor’s degree, Master’s degree, and/ or Doctorate
degree.

2. Research papers and other research studies which will
need data from the Provincial Government of La Union
(PGLU) and will be used for academic purposes only.

3. Company research/ studies that may require data
gathering from the Provincial Government of La Union to be
used as research / study reference.

‘1. Official and Formal Request Letter Prepared by the requesting individual,

Kindly ensure that letter must:
a. Be addressed to the Governor.

b. Include specific/ itemized data request.
c. Indicate contact person to be reached relative to

request.

d. Signed by researchers/ requestor of data.
e. Noted by research adviser and school dean/ |

chancellor/ president.

f. Must use the official letterhead of school or

company.

g. Must include deadline/ target date for data

request.

2. Necessary attachments

institution or establishment.

Prepared by the requesting individual,

a. Background of the Study/ Brief summary of the |institution or establishment.

study to be conducted.

b. Other forms needed to be accomplished by the

data provider.
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1. Client shall
send document to
the Office of the
Provincial
Governor’s
Official Email
ddress

(govpacoy@launi
on.gov.ph%.

1.1. Executive
Assistant | shall
check the
completeness of
the sent
documents.

None

2 minutes

Executive
Assistant |

1.2. Receiving
staff shall
acknowledge
receipt of the
email including a
control number for
the researcher’s
reference and
%ontact details of

or
concerned PGLU
Office) for
reference.

None

1 minute

Executive
Assistant |

2. Client shall
receive a _
response email
with indicated
tracking number
of the document.

2.1. Shall print
received email
with attachments.

None

1 minute

Executive
Assistant |

1.1. Shall prepare
a referral/ action
slip summarizing
the content of the
received
documents and
endorsing the
same to OPPDC.

Note: Referral/
Action slips shall
be endorsed to
OPPDC as a
default action,
otherwise,
document will be
endorsed to
concerned PGLU
Office as specified
by researcher.

None

2 minutes

Executive
Assistant |

2.3. Shall record
and scan received
document for
storage of
electronic copy.

None

2 minutes

Executive
Assistant |

2.4. Shall
endorse and
release recorded
and scanned
document to

PDC (or
concerned PGLU
office) for
appropriate
action.

None

1 minute

Releasing Staff
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3. Shall contact/ 3.1. Shall send None
coordinate with scanned copy of
OPPDC (or document to
concerned PGLU) | OPPDC (or
as indicated in the | concerned PGLU

1 minute

Scanning Staff

email response.

Office) via email.

Total

None 10 minutes

3. RECEIVING OF REQUEST TO FLOAT QUESTIONNAIRES AND CONDUCT

SURVEYS FOR RESEARCH PURPOSES (WALK-IN CLIENTS)

1. Official and Formal Request Letter

Kindly ensure that letter must:

a. Must be addressed to the Governor.

b. Include specific request (float questionnaires/
conduct survey) including specific number of target
respondents, type of target respondents such as
profession, age, gender, office employment, etc.

c. Indicate contact person to be reached relative to

request.

d. Signed by researchers/ requestor of data.
e. Noted by research adviser and school dean/

chancellor/ president.

f. Must use the official letterhead of school or

company.

g. Must include deadline/ target date for
questionnaire/ survey results.
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Office of the Provincial Governor

Simple

G2C — Government to Citizen
G2B — Government to Business
G2G — Government to Government

Any requesting individual, institution or establishment shall be
allowed to request for data provided that the purpose of
request is among the following:

A. Theses and dissertations of individuals complying for
bachelor’s degree, Master’s degree, and/ or Doctorate
degree.

B. Research papers and other research studies which will
need data from the Provincial Government of La Union
(PGLU) and will be used for academic purposes only.

C. Company research/ studies that may require data
gathering from the Provincial Government of La Union to be
used as research / study reference.

Prepared by the requesting individual,
institution or establishment.
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2. Necessary attachments
a. Background of the Study/ Brief summary of the
study to be conducted
b. Copy of Questionnaires/ Survey Questions

1. Client shall
proceed to the
security personnel
at the information
desk for
registration.

2. Client shall
submit document
to the Governor’s
Office Receiving
Personnel.

1.1. Security
personnel on duty
shall check the
client's body
temperaturé and
shall strictly
implement the
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.

| 2.1. Executive

Assistant | shall
check the
completeness of
the submitted
documents.

None

None

Prepared by the requesting individual,
institution or establishment.

1 minute

2 minutes

Security
personnel on duty

Executive
Assistant |

2.2. Executive
Assistant | shall
receive complete
document/s from
Client by stamping
received date on
the document.

None

1 minute

Executive
Assistant |

3. Client shall
secure a receiving
copy in which the
recéiving
personnel will
indicate the
tracking number
of the document.

3.1. Shall assign
a control number
to the document
for tracking
purposes.

None

1 minute

Executive
Assistant |

3.2. Shall give a
receiving copy or
tracking number
reference to the
client.
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None

1 minute

Executive
Assistant |

479




4. Shall wait for
recorded and
scanned
document with
Referral/ Action

Slip.

4.1. Shall prepare
a referral/ action
slip summarizing
the content of the
received
documents and
endorsing the
same to the Office
of the Provincial
Administrator
(OPA).

Note: Referral/
Action slips shall
be endorsed to
the OPA as a
default action,
otherwise,
document will be
endorsed to
concerned PGLU
Office as specified
by researcher.

None

1 minute Security
personnel on duty

4.2. Shall record
and scan received
document for
storage of
electronic copy.

None

Executive
Assistant |

3 minutes

5. Shall receive
scanned and
recorded
document and
roceed to the

A (or
concerned PGLU
office) for
appropriate
action.

6. Shall
accomplish the
Customer
Feedback Form
and submit the
form by dropping
itinthe
Suggestion Box.

5.1. Shall prepare
two (2) copies of
the Referral/
Action Slip.

None

Executive
Assistant |

1 minute

5.2. Shall
endorse and
release recorded
and scanned
document to
researcher for
endorsement to
OPA (or
concerned PGLU
office).

None

Executive
Assistant |

1 minute

5.3. Shall send
scanned copy of
document to OPA
or concerned

GLU Office) via
email.

6.1. Shall request
the client to
accomplish the
Customer
Feedback Form.

Total

None

None

None

Executive
Assistant |

1 minute

1 minute . Securitr
Personnel on
Duty

15 minutes
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4. RECEIVING OF REQUEST TO FLOAT QUESTIONNAIRES AND CONDUCT
SURVEYS FOR RESEARCH PURPOSES (VIA EMAIL)

Office of the Provincial Governor

Simple

G2C — Government to Citizen
G2B — Government to Business
G2G — Government to Government

Any sending party shall be allowed to request for data

A. Theses and dissertations of individuals complying for
bachelor’s degree, Master’s degree, and/ or Doctorate
degree.

B. Research papers and other research studies which will
need data from the Provincial Government of La Union
(PGLU) and will be used for academic purposes only.

C. Company research/ studies that may require data
gathering from the Provincial Government of La Union to be
used as research / study reference.

1. Official and Formal Request Letter Prepared by the requesting individual,
Kindly ensure that letter must: institution or establishment.
a. Be addressed to the Governor.

b. Include specific request (float questionnaires/

conduct survey) including specific number of target

respondents, type of target respondents such as

profession, age, gender, office employment, etc.

c. Indicate contact person to be reached relative to|

request.

d. Signed by researchers/ requestor of data.

e. Noted by research adviser and school dean/

chancellor/ president.

f. Must use the official letterhead of school or

company.

g. Must include deadline/ target date for

questionnaire/ survey results.

2. Necessary attachments 'Prepared by the requesting individual,
a. Background of the Study/ Brief summary of the |institution or establishment.

study to be conducted.

b. Copy of Questionnaires/ Survey Questions.

provided that the purpose of request is among the following:
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1. Client shall
send document to
the Governor’s
Office Official
Emall Address

(govpacoy@launi
on.gov.ph %

1.1.. Executive
Assistant | shall
check the
completeness of
the sent

documents.

None

2 minutes

Executive
Assistant |

1.2. Executive
Assistant ! shall
acknowled

receipt of t e
email including a
control number for
the researcher’s
reference and
contact details of

or
concerned PGLU
Office) for
reference.

None

1 minute

Executive
Assistant |

2. Client shall
receive a
response email
with indicated
tracking number
of the document.

2.1. Shall print
received email
with attachments.

None

1 minute

Executive
Assistant |

2.2. Shall prepare
a referral/ actlon
slip summarizing
the content of the
received
documents and
endorsing the
same to OPA.

Note: Referral/
Action slips shall
be endorsed to
OPA as a default
action, otherwise,
document will be’
endorsed to
concerned PGLU
Office as specified
by researcher.

None

2 minutes

Executive
Assistant |

2.3. Shall record
and scan received
document for
storage of
electronic copy.

None

2 minutes

Executive
Assistant |

2.4. Shall endorse
and release
recorded and
scanned
document to

C (or
concerned PGLU
office) for
appropriate
action.

None

1 minute

Executive
Assistant |

PGLU | CITIZEN'S CHARTER

482



3. Shall contact/ ' 3.1. Shall send None 1 minute ‘ Executive

coordinate with scanned copy of Assistant |

A (or document to OPA
concerned PGLU) | (or concerned ‘
as indicated in the | PGLU Office) via

email response. |email. l
Total None 10 minutes |

5. REQUEST FOR ENDORSEMENT FOR EMPLOYMENT
(WALK-IN CLIENTS AND VIA EMAIL)

Office of the Provincial Governor

~ Simple
G2C — Government to Citizen

Residents of La Union and individuals who are personally
known to the Governor and are applying for positions in
government or private offices may avail of the service except
for those applying/ requesting for employment in the following
offices:

1. Provincial Government of La Union.

2. La Union District Hospitals including La Union Medical
Center.

3. Organizations, agencies or offices which the Governor is
considered as the appointing personnel.

1. Mayor’s Endorsement Prepared by the requesting individual,
Mayor’'s Endorsement must include the following: |institution or establishment.

a. Addressed to the Governor.

b. Issued by the Local Chief Executive (LCE) /

Mayor in which the applicant is a resident of.

c. Contains request for the applicant to be

recommended for employment in his/her

organization/ agency/ office of choice.

2. Necessary attachments

a. Application Letter addressed to the head/ chief
of the organization/agency/ office where the
applicant is applying at

Note: Application Letter must include the specific
position/ job title the applicant is applying for

b. Updated copy of Applicant’s Personal Data
Sheet/ Curriculum Vitae/ Bio Data or any
corresponding document which can function as
reference for profiling.
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1. Client shall

1.1. Security

None

1 minute

Security

proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit request to | Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonﬁall POé | documents.

rou s . : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the - - -
tracking number |3.2. Shall give a None 1 minute Executive
of the document. | receiving copy or Assistant |

tracking number

reference to the

client.
4. Shall wait 4.1. Shall prepare None 2 minutes Executive
updates on a referral/ action Assistant |
signed slip summarizing
endorsement for | the content of the
employment. received

documents and
endorsing the
same to the OPG
Personnel
concerned.
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4.2. Shall record
and scan received
document for
storage of
electronic copy.

None 2 minutes

Executive
Assistant |

4.3. Shall
endorse and
release recorded
and scanned
document to
concerned OPG
Personnel.

None 1 minute

Executive
Assistant |

4.4. Shall prepare
Endorsement for
Employment for
the Governor’s
Signature.

None 5-10 minutes

Executive
Assistant |

4.5. Shall ]
approve and sign

Eredpared
ndorsement for
Employment.

None 1 minute
Note: Signing of
Endorsement is
subject to the
Governor’s
approval and
availability

Executive
Assistant |

5. Shall receive
signed document.

5.1. Shall contact
requestor to
receive signed
Endorsement for
Employment.
Signe
endorsement can
also be requested
to be sent via
email in cases of
unavailability of
requestor to
receive original
copy of the
document.

None 1 minute

Executive
Assistant |

5.2. Shall release
signed
endorsement to
requestor.

None 1 minute

Executive
Assistant |

6. Shall
accomplish the
Customer
Feedback Form
and submit the
form by dropping
itinthe
Suggestion Box.

6.1. Shall request
the client to
accomplish the
Customer
Feedback Form.

None 1 minute

Securitr
Personnel on
Duty

Total

None

20 minutes to a Maximum of 1 day

(Subject to the Governor’s availability
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5. APPLICATION FOR EMPLOYMENT

Office of the Provincial Governor

Simple
G2C — Government to Citizen

Residents of La Union and individuals who are willing to apply_
for job openings in the Provincial Government of La Union.

1. Application Letter addressed to the
Governor

Kindly include the following details in your letter:
a. Position/ Job Opening applicant is applying for
and Office where the position is available.

b. Contact details of Applicant.

2. Necessary attachments

a. Personal Data Sheet. a. Secure copy from the PGLU-HRMU.
b. Supporting documents such as school records b. Secure copy form applicant’s school/
and certificates of trainings. university.

c. Other documents as may be required by the
Human Resource and Management Unit (HRMU).

1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body

desk for temperaturé and
registration. shall strictly
implementthe

standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
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2. Client shall

2.1. Executive

2 minutes

Executive

None
submit application | Assistant | shall Assistant |
to the Governor’s | check the
Office Receiving |completeness of
Personnel the submitted
Fhersonﬁll PO(E , documents.
rou s R . =
official email 2.2. Executive None 1 minute Executive
address at Assistant | shlaI!( Assistant |
ovpaco | receive complete
gun?on.g%@ph. document/s Prom
Client by stamping
received date on
the document.
3. Clientshall ~ |3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving . for tracking
personnel will purposes.
{ndnl:(_ate the 5
racking number = ; ;
of the document. | 3.2. Shall give a None 1 minute Executive
For applicants receiving copy or Assistant |
who will be tracking number
sending via email, |reference to the
a tracking number | client.
will be given as
acknowledgment
of their email.
4. Shall waitfor |4.1. Shall prepare None 2 minutes Executive
the recorded copy | a referral/ action Assistant |
of the document.” |slip summarizing
the content of the
received
documents and
endorsing the
same to the
HRMU.
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |

release recorded
and scanned
document to
Applicant. For
applications
received via
email, applicants
will be instructed
to coordinate with
HRMU for )
updates on their

application.

PGLU | CITIZEN'S CHARTER

487



5. Shall 5.1. Shall request None 1 minute Securit
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form | Customer

and submit the Feedback Form.

f{.‘)rm r?y dropping

itin

_Suggestlon Box.

6. Shall proceed | 6.1 Shall send an None 1 minute Executive
tothe HRMU to | electronic copy of Assistant |
submit the alopllcatlon via
application. emal

Total None 13 minutes

6. RECEIVING OF INVITATIONS TO THE GOVERNOR (walk-in and via email)

1. Official and Formal Invitation Letter
Addressed to the Governor

Kindly ensure that letter must:

a. Must include details of event (date, time,

venue).

b. Must include a contact person and contact

details of the same (A mobile number is preferred
for easy coordination). |
c. Must specify the Governor’s role in the event/

invitation.

d. Other special notes such as attire to be worn

Office of the Provincial Governor

Simple

G2C — Government to Citizen
G2B — Government to Business
G2G — Government to Government

(PGLU).

among others.

'Sender of Invitation

and deadline for confirmation. ]

3. Events organized by private organizations.

Any requesting individual, business establishment or
institution shall be allowed to send an invitation to the
Governor which may include the following events:

1. Programs and activities organized and conducted by the
various offices of the Provincial Government of La Union

2. Programs and activities conducted by PGLU Governance
partners such as National Government Agencies,
Non-Government Organizations, Local Government Units,
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2. Necessary attachments
a. Copy of the Event Programme.
b. Confirmation Slip (if needed).

Sender of Invitation

1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implementthe

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit invitation | Assistant | shall Assistant |
to the Governor’s | check the
Office Receiving |completeness of
Personnel the submitted
{Jersonall or documents.
hrough OPG's : : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
Povpacoy@ receive complete
aunion.gov.ph. document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving . for tracking
personnel will purposes.
indicate the
tracking number
E‘;}htﬁosog"\:vnﬂgr&m 3.2. Shall give a None 1 minute Executive
be sending via receiving copy or Assistant |
email, a tracking tracking number
number will be reference to the
given as client.
acknowledgment
of their email.

PGLU | CITIZEN'S CHARTER

489



4. Shall waitfor |4.1. Shall prepare None | 2 minutes Executive
the recorded copy | a referral/ action Assistant |
of the document.” | slip summarizing |
the content of the |
received
documents and '
endorsing the '
same to the OPG |
Staff concerned. '
4.2. Shall record None | 2 minutes Executive
and scan received | Assistant |
document for
storage of
electronic copy.
4.3. Shall None | 1 minute Executive
endorse and | Assistant |
release recorded |
and scanned
documents to the |
concerned OPG |
Staff. !
5. Shall 5.1. Shall request None i 1 minute Security
accomplish the the client to personnel on duty
Customer accomplish the '
Feedback Form | Customer |
and submit the Feedback Form. |
form by dropping |
it in the |
Suggestion Box. |
6. Shall wait for | 6.1. Shall include None | 1 minute Executive
confirmation from | the invitation in ' Assistant Il
the OPG which the Governor’s |
will be schedule. '
coordinated b |
the concerne 6.2. Shall |
staff. coordinate with
the sender of the i
invitation. |
6.3. Shall confirm |
the attendance of |
the Governor. |
Total None 12 minutes

(Also subject to the Governor’s
approval and availability)
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7. RECEIVING OF REQUEST TO BORROW TABLES AND CHAIRS

Office of the Provincial Governor

Simple
G2C - Government to Citizen, G2B — Government to Business
G2G - Government to Government

Individuals, establishments and agencies are allowed to send
a request to the Office of the Governor as long as requested
materials are available.

1. Official and Formal Request Letter Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the specific number of request/s.

b. Must include the details of the request such as

date and time of use and venue.

c. Must include a contact person with contact

number.

2. Necessary attachments
a. Forrequesting individuals, letter must include a 'a. Barangay Council Office.
notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor.
endorsed by the Municipal/ City Mayor though an
endorsement letter. c. Office of the LCE of the Local Government

c. For requesting government agencies or local Unit, Head of Office of National Government

government units, letter must be endorsed by the | Agency.

head of office or Local Chief Executive (LCE).

d. Requisition and Inventory Slip (RIS). d. PGLU- Office of the Provincial Governor/
General Services Office.

1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body

desk for temperaturé and
registration. shall strictly
implement the

standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
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2. Client shall

2.1. Executive

2 minutes

Executive

Feedback Form
and submit the
form by dropping
itin the
Suggestion Box.

Customer
Feedback Form.
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None
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving |completeness of
Personnel the submitted
Personall or documents.
hrough OPG’s : : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive com?Iete
%umon.gov.ph. document/s from
Client by stamping
received date on
the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving . for tracking
personnel will purposes.
Indicate the
tracking number
of the document. - _ -
For those who will | 3.2. Shall give a None 1 minute Executive
be sending via receiving copy or Assistant |
email, a tracking | tracking number
number will be reference to the
given as client.
acknowledgment
of their email.
4. Shall waitfor |4.1. Shall prepare None 2 minutes Executive
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial General
Services Office
(PGSO).
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute Security
accomplish the the client to personnel on duty
Customer accomplish the
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6. Shall proceed 6.1 Shall send an None 1 minute Executive
to thee Provincial |electronic copy of Assistant |
General Services |the request to
Office to submit | PGSO for their
the scanned and | reference and
recorded request. |appropriate
For requests action.
received via
email, clients can
directly coordinate
with PGSO
relative to their
request.
Total None 13 minutes

8. RECEIVING OF REQUEST TO BORROW INDUSTRIAL/ HEAVY EQUIPMENT

‘1. Official and Formal Request Letter

~ Office of the Provincial Governor

~ Simple D S —
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

Addressed to the Governor
Kindly ensure that letter must:
a. Must include the specific number of request.

b. Must include the details of the request such as
date and time of use and venue.

c. Must include a contact person with contact

number.

2. Necessary attachments
a. Forrequesting individuals, letter must include a
notation/ endorsement from the Barangay Captain.
b. For requesting organizations, letter must be
endorsed by the Municipal/ City Mayor though an

endorsement letter.

c. Forrequesting government agencies or local
government units, letter must be endorsed by the

head of office or Local Chief Executive.
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'Requestor

a. Barangay Council Office

All requestors shall be allowed to send a request to the Office
of the Governor as long as requested materials are available.

b. Office of the City / Municipal Mayor

c. Office of the LCE of the Local Government
Unit, Head of Office of National Government

Agency
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1 minute

Security

1. Client shall 1.1. Security None
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly
implement the
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonﬁll POé | documents.
rou s = : :
official email 2.2. Receiving None 1 minute Executive
address at staff shall receive Assistant |
ovpacoy@ complete
aunion.gov.ph. | document/s from
Client by stamping
received date on
the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?tt%kln numbeg
of tne document.. (35 Shall give a None 1 minute Executive
For those who will | ,c¢aiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.
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4.1. Shall prepare

None

Executive

4. Shall wait for 2 minutes )
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial
Ené;lneenng Office
(PEO).
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute Securit}/
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form | Customer
and submit the Feedback Form.
form by dropping
itin the
Suggestion Box.
6. Shall proceed 6.1 Shall send an None 1 minute Executive
to the Provincial | electronic copy of Assistant |
Engineering the request to
ice to submit | PEO for their
the scanned and |reference and
recorded request. |appropriate
For requests action.
received via
email, clients can
dlrectIEcoordmate
with PEO/ PGSO
relative to their
request.
Total None 13 minutes
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9. RECEIVING OF REQUEST TO BORROW TENTS

_Ofﬁce of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the specific number of request.

b. Must include the details of the request such as

date and time of use and venue.

c. Must include a contact person with contact

number.

2. Necessary attachments

a. Forrequesting individuals, letter must include a 'a. Barangay Council Office
notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor though an
endorsement letter. c. Office of the LCE of the Local Government

c. Forrequesting government agencies or local Unit, Head of Office of National Government
government units, letter must be endorsed by the | Agency

head of office or Local Chief Executive.

d. Request and Inventory Slip (if request will be d. PGLU- Office of the Provincial Governor/

provided by the Provincial General Services General Services Office
Office).
1. Client shall 1.1. Security None 1 minute : Security

proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperature and
registration. shall strictly
implementthe
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
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2.1. Executive

None

2 minutes

Suggestion Box.
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2. Client shall : Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving |completeness of
Personnel the submitted
Fersonall or documents.
hrough OPG’s - . -
official email 2.2. Executive None 1 minute Executive
address at Assistant | /s from Assistant |
ovpacoy@ Client by stamping
%unlon.gov.ph. received date on
the document.
3. Clientshall = | 3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the | to the document
receiving for tracking
personnel will purposes.
Indicate the
tracking number
of the document.. - . -
For those who will | 3.2. Shall give a None 1 minute Executive
be sending via receiving copy or Assistant |
email, a tracking | tracking'number
number will be reference to the
given as client.
acknowledgment
of their email.
4. Shall waitfor |4.1. Shall prepare None 2 minutes Executive
the recorded and | a referral/ action Assistant |
scanned copy of |slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial .
Engineering Office
(PEO) or the
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute Security
accomplish the the client to personnel on duty
Customer accomplish the
Feedback Form |Customer
and submit the Feedback Form.
form by dropping
itin the
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6. Shall proceed 6.1 Shall send an None 1 minute Executive
to the Provincial | electronic copy of Assistant |
Engineering the request to

ice/ Provincial |PEQ/ PGSO for
General Services |their reference
Office to submit | and appropriate
the scanned and | action.
recorded request.
For requests
received via
email, clients can
dlrectIEcoordlnate
with PEO/ PGSO
relative to their
request.

Total None 13 minutes

10. RECEIVING OF REQUEST TO USE SERVICE VEHICLES

Office of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G - Government to Government

All requestors shall be allowed to send a request to the Office
of the Governor as long as requested materials are available.

'Requestor

1. Official and Formal Request Letter
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the specific number of request.
b. Must include the details of the request such as
date and time of use and venue.

c. Must include a contact person with contact
number.

2. Necessary attachments

a. Forrequesting individuals, letter must include a
notation/ endorsement from the Barangay Captain.
b. For requesting organizations, letter must be
endorsed by the Municipal/ City Mayor though an
endorsement letter.

c. Forrequesting government agencies or local
government units, letter must be endorsed by the
head of office or Local Chief Executive.

d. Request and Inventory Slip.

a. Barangay Council Office
b. Office of the City / Municipal Mayor

c. Office of the LCE of the Local Government
Unit, Head of Office of National Government
Agency

d. PGLU- Office of the Provincial Governor/
General Services Office
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1.1. Security

1 minute

Security

1. Client shall None
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly
implement the
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonﬁll POé , documents.
rou s . : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete
aunion.gov.ph. | document/s from
Client by stamping
received date on
the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?tt%kln numbeE
of tne documen... (3 5. Shall give a None 1 minute Executive
For those who will | ccaiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.

PGLU | CITIZEN'S CHARTER

499



None

2 minutes

Executive

4. Shall waitfor |4.1. Shall prepare )
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial General
Services Office
GSO).
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute Securit}/
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form | Customer
and submit the Feedback Form.
form by dropping
itin the
Suggestion Box.
6. Shall proceed 6.1 Shall send an None 1 minute Executive
to the Provincial | electronic copy of Assistant |
Engineering the request to
ice to submit | PEO for their
the scanned and | reference and
recorded request. |appropriate
For requests action.
received via
email, clients can
dl_rectlécoordmate
with PGSO
relative to their
request.
Total None 13 minutes
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11. RECEIVING OF REQUEST TO USE AMBULANCE

_Ofﬁce of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter Requestor

Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as

date and time of use and venue.

b. Must include a contact person with contact

number.

2. Necessary attachments

a. Forrequesting individuals, letter must include a a. Barangay Council Office

notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter.

c. Forrequesting government agencies or local c. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government

head of office or Local Chief Executive. Agency
d. If patient will be transferred to a medical facility ' d. PGLU- Office of the Provincial Governor/
outside of La Union, must include doctor’s/ General Services Office

hospital’'s order for transfer.
e. Medical abstract (if any)
1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperature and
registration. shall strictly
implementthe
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
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2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving |completeness of
Personnel the submitted
{Jersonall or documents.
hrough OPG’s : - . -
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive com?Iete
%umon.gov.ph. document/s from
Client by stamping
received date on
the document.
3. Clientshall = |3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving . for tracking
personnel will purposes.
indicate the
tracking number
of the document.. - _ -
For those who will | 3.2. Shall give a None 1 minute Executive
be sending via receiving copy or Assistant |
email, a tracking | tracking number
number will be reference to the
given as client.
acknowledgment
of their email.
4. Shall wait for |4.1. Shall prepare None 2 minutes Executive
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial )
Disaster and Risk
Reduction
Management
Office
(PDRRMO).
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |

release recorded
and scanned
documents to the
requestor.

PGLU | CITIZEN'S CHARTER
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5. Shall 5.1. Shall request None 1 minute Security
accomplish the the client to personnel on duty

Customer accomplish the
Feedback Form | Customer
and submit the Feedback Form.

form by dropping

itinthé

Suggestion Box.

6. Shall proceed |6.1. Shall send an None 1 minute Executive
to the PDRRMO | electronic copy of Assistant |
to submit the the request to™

scanned and PDRRMO for their

recorded request. |reference and

For requests appropriate

received via action.

email, clients can
directly coordinate
with PDRRMO
relative to their
request.

Total None 13 minutes

12. RECEIVING OF REQUEST TO USE MOBILE DENTAL BUS

Office of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as
date and time of use and venue.

b. Must include a contact person with contact
number.

2. Necessary attachments
a. Forrequesting individuals, letter must include a ' a. Barangay Council Office
notation/ endorsement from the Barangay Captain. | b. Office of the City / Municipal Mayor

b. For requesting organizations, letter must be c. Office of the LCE of the Local Government
endorsed by the Municipal/ City Mayor through an | Unit, Head of Office of National Government
endorsement letter. Agency

c. Forrequesting government agencies or local d. PGLU- Office of the Provincial Governor/
government units, letter must be endorsed by the | General Services Office
head of office or Local Chief Executive.
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1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
herscmﬁall POé , documents.

rou s . : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?%kln numbeg
of (ne document... (3 5 Shall give a None 1 minute Executive
For those who will | c6aiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.
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Executive

2 minutes

PGLU | CITIZEN'S CHARTER

4. Shall waitfor |4.1. Shall prepare None 3
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial Health
Office (PHO).
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute Securit?/
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form | Customer
and submit the Feedback Form.
form by dropping
itin the
Suggestion Box.
6. Shall proceed 6.1 Shall send an None 1 minute Executive
to the PHO to electronic copy of Assistant |
submit the the request to
scanned and O for their
recorded request. reference and
For requests appropriate
received via action.
email, clients can
directly coordinate
with PHO relative
to their request.
Total None 13 minutes
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13. RECEIVING OF REQUEST TO USE COASTER

_Ofﬁce of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter 'Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as
date and time of use and venue.

b. Must include a contact person with contact
number.

2. Necessary attachments

a. Forrequesting individuals, letter must include a a. Barangay Council Office

notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter.

c. Forrequesting government agencies or local c. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government

head of office or Local Chief Executive. Agency
d. OPG Request Slip d. PGLU- Office of the Provincial Governor
1. Client shall 1.1. Security None 1 minute | Security

proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body

desk for temperaturé and
registration. shall strictly
implementthe

standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
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2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving |completeness of
Personnel the submitted
Fersonall or documents.
hrough OPG’s : : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive com?Iete
%umon.gov.ph. document/s from
Client by stamping
received date on
the document.
3. Clientshall .= |3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving . for tracking
personnel will purposes.
Indicate the
tracking number
of the document. - . -
For those who will | 3.2. Shall give a None 1 minute Executive
be sending via receiving copy or Assistant |
email, a tracking |tracking number
number will be reference to the
given as client.
acknowledgment
of their email.
4. Shall waitfor |4.1. Shall prepare None 2 minutes Executive
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
concerned OPG
Staff.
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
concerned OPG
Staff.
5. Shall 5.1. Shall request None 1 minute Security
accomplish the the client to personnel on duty
Customer accomplish the

Feedback Form
and submit the
form by dropping
it in the
Suggestion Box.

Customer
Feedback Form.
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6. Shall ) 4.1. Coordinate None 1 minute Executive
coordinate with with the requestor Assistant Il
concerned OPG | on the approval of
staff relative to the request. |
the approval of _
the request. Note: Request will

be subjected to

the Governor’s

Approval.

Total None 13 minutes

14. RECEIVING OF REQUEST FOR THE USE OF PGLU CONFERENCE ROOMS

Office of the Provincial Governor

Simple

G2G - Government to Government

1. Official and Formal Request Letter
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as
name of event, date

b. and time of use, number of people who will use
the facility

c. Must include a contact person with contact
number

2. Necessary attachments

a. Forrequesting government agencies or local
government units, letter must be endorsed by the
head of office or Local Chief Executive.

b. OPG Request Slip

Governance partners who are in need of venue for their
official meetings and events.

Note: Use of PGLU Conference is limited to the Offices of the
PGLU during the time of the pandemic for safety precautions.

Requestor/ Governance Partners

a. Office of the LCE of the Local Government
Unit, Head of Office of National Government
Agency

b. PGLU- Office of the Provincial Governor
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1. Client shall

None

1 minute

Security

1.1. Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonﬁall POé , documents.

rou s . : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?tt%kln numbeg
of tne document.. |3 5 Shall give a None 1 minute Executive
For those who will | ccaiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.
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4. Shall waitfor |4.1. Shall prepare None 2 minutes Executive
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
concerned OPG
Staff.
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
concerned OPG
Staff.
5. Shall 5.1. Shall request None 1 minute Securit}/
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form | Customer
and submit the Feedback Form.
form by dropping
itin the
Suggestion Box.
6. Shall _ 6.1 Coordinate None 1 minute Executive
coordinate with with the requestor Assistant I
concerned OPG | on the approval of
staff relative to the request.
the approval of ,
the request. Note: Request will
be subjected to
the Governor's
Approval.
Total None 13 minutes
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15. RECEIVING OF REQUEST FOR MEDICINES

_Ofﬁce of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter ' Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as
date and time of use and venue.

b. Must include a contact person with contact
number.

2. Necessary attachments

a. Forrequesting individuals, letter must include a a. Barangay Council Office

notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter.

c. Forrequesting government agencies or local c. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government

head of office or Local Chief Executive. Agency

d. Medicine List with requested Quantity 'd. Requestor

1. Client shall 1.1. Security None 1 minute | Security
proceed to the personnel on duty personnel on duty

security personnel | shall check the
at the information | client's body
desk for. temperature and
registration. shall strictly
implement the
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
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2.1. Executive

2 minutes

Executive

2. Client shall : None )
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving |completeness of
Personnel the submitted
ersonal or documents.
hrou :
officia emall 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive com? lete
P aunion.gov.ph. document/s fro
Client b stamplng
received date on
the document.
3. Client shall 3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tracking number
of the document. - . -
For those who will |3.2. Shall give a None 1 minute Executive
be sending via receiving copy or Assistant |
email, a tracking | tracking number
number will be reference to the
given as client.
acknowledgment
of their email.
4. Shall wait for |4.1. Shall prepare None 2 minutes Executive
the recorded and | a referral/ actlon Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsin the
same to
Provincial Health
Office (PHO
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute SecurltY
accomplish the the client to Personne on
Customer accomplish the
Feedback Form | Customer

and submit the
form by dropping
it in the
Suggestion Box.

Feedback Form.
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6. Shall proceed |6.1 Coordinate None 1 minute Executive

to the PHO to with the requestor Assistant |
submit the on the approval of

scanned and the request.

recorded request. _

For requests Note: Request will

received via be subjected to
email, clients can |the Governor’s
directly coordinate Approval.

with PHO relative
to their request.

Total None 13 minutes

16. RECEIVING OF REQUEST FOR PERSONAL PROTECTIVE SUPPLIES

Office of the Provincial Governor

~ Simple I
G2C — Government to Citizen, G2B — Government to Business
G2G - Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter 'Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as
date and time of use and venue.

b. Must include a contact person with contact
number.

c. Must include specific supplies needed with
indicated quantity.

2. Necessary attachments

a. Forrequesting individuals, letter must include a a. Barangay Council Office

notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter.

c. For requesting government agencies or local c. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government
head of office or Local Chief Executive. Agency
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1.1. Security

1 minute

Security

1. Client shall None
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly
implement the
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
herscmr.?ll POé | documents.
rou s . : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete
aunion.gov.ph. | document/s from
Client by stamping
received date on
the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?tc':1k|n numbeg
of (ne document.. (3 5 Shall give a None 1 minute Executive
For those who will | g¢aiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.
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4. Shall wait for

4.1. Shall prepare

None

2 minutes Executive

PGLU | CITIZEN'S CHARTER

the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial Health
Office (PHO).
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute Securit?/
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form |Customer
and submit the Feedback Form.
form by dropping
itin the
Suggestion Box.
6. Shall proceed 6.1 Coordinate None 1 minute Executive
to the PHO to with the requestor Assistant I/ PHO
submit the on the approval of
scanned and the request.
recorded request. _
For requests Note: Request will
received via be subjected to
email, clients can the Governor’s
directly coordinate | Approval.
with PHO relative
to their request.
Total None 13 minutes
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17. RECEIVING OF REQUEST FOR RAFFLE ITEMS

_Ofﬁce of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter ' Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as
date and time of use and venue.

b. Must include a contact person with contact
number.

2. Necessary attachments

a. Forrequesting individuals, letter must include a a. Barangay Council Office

notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter.

c. Forrequesting government agencies or local c. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government

head of office or Local Chief Executive. Agency
1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty

security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly
implementthe
standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.

PGLU | CITIZEN'S CHARTER 516



2. Client shall
submit letter to
the Governor’s
Office Receiving
Personnel
Personall or
hrough OPG’s
official email
address at

Povpacoy@
aunion.gov.ph.

3. Client shall
secure a receiving
copy in which the
receiving
personnel will
Indicate the
tracking number
of the document.
For those who will
be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

4. Shall wait for
the recorded and
scanned copy of
the document.

5. Shall
accomplish the
Customer
Feedback Form
and submit the
form by dropping
itin the
Suggestion Box.

2.1. Executive
Assistant | shall
check the
completeness of
the submitted
documents.

2.2. Executive
Assistant | shall
receive com?Iete
document/s from
Client by stamping
received date on
the document.

3.1. Shall assign
a control number
to the document
for tracking
purposes.

3.2. Shall give a
receiving copy or
tracking number
reference to the
client.

4.1. Shall prepare
a referral/ action
slip summarizing
the content of the
received
documents and
endorsing the
same to the
concerned OPG
Staff.

None

None

None

None

None

2 minutes

1 minute

1 minute

1 minute

2 minutes

Executive
Assistant |

Executive
Assistant |

Executive
Assistant |

Executive
Assistant |

Executive
Assistant |

4.2. Shall record
and scan received
document for
storage of
electronic copy.

None

2 minutes

Executive
Assistant |

4.3. Shall
endorse and
release recorded
and scanned
documents to the
concerned OPG
Staff.

5.1. Shall request
the client to
accomplish the
Customer
Feedback Form.
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None

1 minute

1 minute

Executive
Assistant |

Security

personnel on duty
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6. Shall 6.1 Coordinate None 1 minute Executive

coordinate with with the requestor Assistant I/
OPG on the on the approval of Administrative
approval of the request. Assistant IV
request.

Note: Request will
be subjected to
the Governor’s
Approval.

Total None 13 minutes

18. RECEIVING OF REQUEST FOR MEDALS AND TROPHIES

Office of the Provincial Governor

Simple

G2C — Government to Citizen, G2B — Government to Business
G2G - Government to Government

All reEquestors are allowed to send a requ_est to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as
date and time of use.

b. Must include a contact person with contact
number.

c. Must include the specific number of requested
material.

2. Necessary attachments

a. Forrequesting individuals, letter must include a a. Barangay Council Office

notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter.

c. Forrequesting government agencies or local c. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government
head of office or Local Chief Executive. Agency
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1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
herscmﬁall POé ! documents.

rou s . : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?tc;‘kln numbeg
of tne document... (3 5 Shall give a None 1 minute Executive
For those who will | gcaiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.
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4.1. Shall prepare

None

2 minutes

Executive
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4. Shall wait for )
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
concerned OPG
Staff.
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
concerned OPG
Staff.
5. Shall 5.1. Shall request None 1 minute Securit}/
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form | Customer
and submit the Feedback Form.
form by dropping
itin the
Suggestion Box.
6. Shall _ 6.1 Coordinate None 1 minute Executive
coordinate with with the requestor Assistant |
PG on the on the approval of
approval of the request and
request and issue a !
roceed to the corresponding
rovincial stub to be claimed
General Services |atthe PGSO.
Office (PGSO) to _
claim request. Note: Request will
be subject to
availability and
%oproval of the
overnor.
Total None 13 minutes
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19. RECEIVING OF REQUEST FOR SPORTS EQUIPMENT

Ofﬁce of the Provincial Governor

Simple
G2C — Government to Citizen, G2B — Government to Business
G2G — Government to Government

The following may avail of the abovementioned service:
A. Schools and Universities

B. Sangguniang Kabataan Council, Barangay Councils,
Local Government Units

C. Non-Government Organizations

1. Official and Formal Request Letter Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as

date and time of use

b. Must include a contact person with contact

number

c. Must include the specific number of requested

material

2. Necessary attachments

a. Forrequesting organizations, letter must be a. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter

b. For requesting government agencies or local b. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government

head of office or Local Chief Executive Agency
1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty | personnel on duty

security personnel | shall check the
at the information | client's body

desk for temperaturé and
registration. shall strictly
implementthe

standard health
protocols on
wearing of masks
and face shields,
social distancin
and sanitizing o
hands or using of
footbaths before
proceeding to the
destination office.
Security
personnel shall
also record the
client's date and
time of arrival,
purpose and
destination office.
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Feedback Form
and submit the
form by dropping
itin the
Suggestion Box.

Customer
Feedback Form.

2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving |completeness of
Personnel the submitted
ersonal or documents.
hrou :
officia emall 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive com? lete
P aunion.gov.ph. document/s fro
Client b stamplng
received date on
the document.
3. Client shall 3.1. Shall assign None 1 minute Executive
secure a receiving | a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tracking number
of the document. - . -
For those who will |3.2. Shall give a None 1 minute Executive
be sending via receiving copy or Assistant |
email, a tracking | tracking number
number will be reference to the
given as client.
acknowledgment
of their email.
4. Shall wait for |4.1. Shall prepare None 2 minutes Executive
the recorded and | a referral/ actlon Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to
concerned OPG
Staff.
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
concerned OPG
Staff.
5. Shall 5.1. Shall request None 1 minute Securltr
accomplish the the client to Personne on
Customer accomplish the
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6. Shall ) 6.1 Coordinate None 1 minute Executive
coordinate with with the requestor Assistant |
OPG on the on the approval of
approval of the request and
request and issuea
roceed to the corresponding
rovincial stub to be claimed
General Services | at the PGSO.
Office (PGSO) to _
claim request. Note: Request will
be subject to
availability and
approval of the
overnor.

Total None 13 minutes

20. RECEIVING OF REQUEST FOR BACKEFILL

Office of the Provincial Governor

Simple

G2C - Government to Citizen, G2B — Government to Business
! G2G - Government to Government

All requestors are allowed to send a request to the Office of
the Governor as long as requested materials are available.

1. Official and Formal Request Letter 'Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the specific number of request.
b. Must include the details of the request such as
date, time and place of use.

c. Must include a contact person with contact
number.

2. Necessary attachments

a. Forrequesting individuals, letter must include a a. Barangay Council Office

notation/ endorsement from the Barangay Captain.

b. For requesting organizations, letter must be b. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor though an

endorsement letter.

c. Forrequesting government agencies or local c. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government
head of office or Local Chief Executive. Agency
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1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonr?ll POé , documents.

rou s : : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall ~ |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?%kln numbeg
oF tne document.. (35 Shall give a None 1 minute Executive
For those who will | gcaiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.

PGLU | CITIZEN'S CHARTER

524



None

2 minutes

Executive

4. Shall waitfor |4.1. Shall prepare )
the recorded and | a referral/ action Assistant |
scanned copy of | slip summarizing
the document. the content of the
received
documents and
endorsing the
same to the
Provincial
Ené;lneenng Office
(PEO).
4.2. Shall record None 2 minutes Executive
and scan received Assistant |
document for
storage of
electronic copy.
4.3. Shall None 1 minute Executive
endorse and Assistant |
release recorded
and scanned
documents to the
requestor.
5. Shall 5.1. Shall request None 1 minute Securit}/
accomplish the the client to Personnel on
Customer accomplish the Duty
Feedback Form | Customer
and submit the Feedback Form.
form by dropping
it in the
Suggestion Box.
Shall proceed to | 6.1 Shall send an None 1 minute Executive
the Provincial electronic copy of Assistant I/ PEO
Engineering the request to
ice to submit | PEO for their
the scanned and |reference and
recorded request. |appropriate
For requests action.
received via
email, clients can
dlrectIEcoordanate
with PEO relative
to their request.
Total None 13 minutes
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21. REQUEST FOR SEEDLINGS (WALK-IN CLIENT OR VIA EMAIL)

Office of the Provincial Governor

Simple

G2C — Government to Citizen

G2B - Government to Business
G2G - Government to Government

Residents of La Union, Registered/ Accredited Civil Society
Organizations (CSO), Government Agencies, Schools, Local
Government Units and others as approved by the Governor
may avail of the service provided that the purpose of such is
for the following:

1. For a community projects such as tree planting and
parenting activities;

2. For beautification and environmental projects; and

3. For activities that may contribute to the vision of the
province to become the Heart of Agri-tourism in Northern
Luzon by 2025.

1. Request Letter Requestor/ Sending Party
IKindly include the following details in your request

etter:

a. Specific number of seedlings needed

b. Type of seedlings requested

(if requestor has preference)

c. Contact person with contact details

2. Necessary attachments

a. If request is from a private individual/ resident of a. Barangay Council Office

La Union, request letter must be noted by

Barangay Captain of requestor’s residence

barangay

b. If request is from a CSO, or any b. Office of the City / Municipal Mayor
Non-Government Organization or Group, must

include an endorsement from the Mayor/ Local

Chief Executive where the organization’s office

resides

c. If the request is from a Government Agency, c. Office of the LCE of the Local Government
request must be noted by the Provincial Head or  Unit, Head of Office of National Government
Regional Head of the Agency. Agency

PGLU | CITIZEN'S CHARTER 526



1. Client shall

1.1. Security

1 minute Security

None

proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit request to | Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonﬁall POé , documents.

rou s : : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?t%kln numbeg
or the.document. |32, Shall give a None 1 minute Executive
For clients receiving copy or Assistant |
sending request trackinggnun?ger
via emalil, a

tracking number
will be sentin

response to their
email.

reference to the
client.
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4. Shall wait for
the recorded and
scanned
document with
Referral/ Action
Slip. For clients
sending requests
via email, they
may follow UE)
directly with OPAg
after receipt of
acknowledgment
email.

5. Shall
accomplish the
Customer
Feedback Form
and submit the
form by dropping
itinthe
Suggestion Box.

4.1. Shall prepare
a referral/ action
slip summarizing
the content of the
received
documents and
endorsing the
same to the Office
of the Provincial

%;ricu]turist
(OPAQ).

None

2 minutes

Executive
Assistant |

4.2. Shall record
and scan received
document for
storage of
electronic copy.

4.3. Shall
endorse and
release recorded
and scanned
document to
client.

None

None

2 minutes

1 minute

Executive
Assistant |

Executive
Assistant |

4.4 Shallalso
send an electronic
copy of the
request to OPAg
for reference.

5.1. Shall request
the client to
accomplish the
Customer
Feedback Form.

Total

None

None

None

1 minute

1 minute

13 minutes

Executive
Assistant |

Securit
Personnel on
Duty
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22. REQUEST FOR FINGERLINGS (WALK-IN CLIENT OR VIA EMAIL)

Office of the Provincial Governor

Simple

G2C — Government to Citizen

G2B — Government to Business
G2G - Government to Government

Residents of La Union, Registered/ Accredited Civil Society
Organizations (CSO), Government Agencies, Schools, Local
Government Units and others as approved by the Governor
may avail of the service provided that the purpose of such is
for the following:

1. For a community projects;

2. For beautification and environmental projects; and

3. For activities that may contribute to the vision of the
province to become the Heart of Agri-tourism in Northern
Luzon by 2025.

1. Request Letter 'Requestor
Kindly include the following details in your request

letter:

a. Specific number of fingerlings needed

b. Contact person with contact details

2. Necessary attachments ,

a. If request is from a private individual/ resident of a. Barangay Council Office

La Union, request letter must be noted by

Barangay Captain of requestor’s residence

barangay

b. If request is from a CSO, or any b. Office of the City / Municipal Mayor
Non-Government Organization or Group, must

include an endorsement from the Mayor/ Local

Chief Executive where the organization’s office

resides

c. If the request is from a Government Agency, the | c. Office of the LCE of the Local Government
request must be noted by the Provincial Head or  Unit, Head of Office of National Government
Regional Head of the Agency. Agency
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1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit request to | Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonﬁall POé , documents.

rou s : : :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?tc':jkln numbeg
or the.document. |32, Shall give a None 1 minute Executive
For clients receiving copy or Assistant |
sending request trackinggnun?ger
via emalil, a

tracking number

will be sentin

response to their
email.

reference to the
client.
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4. Shall wait for
the recorded and
scanned
document with
Referral/ Action
Slip. For clients
sending requests
via email, they
may follow UE)
directly with OPAg
after receipt of
acknowledgment
email.

5. Shall
accomplish the
Customer
Feedback Form
and submit the
form by dropping
itinthe
Suggestion Box.

4.1. Shall prepare
a referral/ action
slip summarizing
the content of the
received
documents and
endorsing the
same to the Office
of the Provincial

Acc);riculturist
(OPAQ).

None

2 minutes

Executive
Assistant |

4.2. Shall record
and scan received
document for
storage of
electronic copy.

4.3. Shall
endorse and
release recorded
and scanned
document to
requestor.

None

None

2 minutes

1 minute

Executive
Assistant |

Executive
Assistant |

4.4. Shallalso
send an electronic
copy of the
request to OPAg
for reference.

5.1. Shall request
the client to
accomplish the
Customer
Feedback Form.

Total

None

None

None

1 minute

1 minute

13 minutes

Executive
Assistant |

Securit
Personnel on
Duty
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23. RECEIVING OF REQUEST FOR SNACKS

_Ofﬁce of the Provincial Governor

Simple

G2C — Government to Citizen

G2B - Government to Business
G2G - Government to Government

The following may avail of the abovementioned service:

1. Partner Agencies of the PGLU;

2. Sangguniang Kabataan Council, Barangay Councils,
Local Government Units;

3. Partner Civil Society Organizations and Non-Government
Organizations of the PGLU

1. Official and Formal Request Letter Requestor
Addressed to the Governor

Kindly ensure that letter must:

a. Must include the details of the request such as

date and time of use

b. Must include a contact person with contact

number

c. Must include the specific number of request

2. Necessary attachments |

a. For requesting organizations, letter must be a. Office of the City / Municipal Mayor
endorsed by the Municipal/ City Mayor through an

endorsement letter

b. For requesting government agencies or local b. Office of the LCE of the Local Government
government units, letter must be endorsed by the | Unit, Head of Office of National Government
head of office or Local Chief Executive Agency
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1. Client shall 1.1. Security None 1 minute Security
proceed to the personnel on duty personnel on duty
security personnel | shall check the
at the information | client's body
desk for temperaturé and
registration. shall strictly

implement the

standard health

protocols on

wearing of masks

and face shields,

social distancin

and sanitizing o

hands or using of

footbaths before

proceeding to the

destination office.

Security

personnel shall

also record the

client's date and

time of arrival,

purpose and

destination office.
2. Client shall 2.1. Executive None 2 minutes Executive
submit letter to Assistant | shall Assistant |
the Governor’s check the
Office Receiving | completeness of
Personnel the submitted
hersonﬁall POé | documents.

rou s . ) — :
official email 2.2. Executive None 1 minute Executive
address at Assistant | shall Assistant |
ovpacoy@ receive complete

aunion.gov.ph. | document/s from

Client by stamping

received date on

the document.
3. Clientshall  |3.1. Shall assign None 1 minute Executive
secure a receiving ' a control number Assistant |
copy in which the™ | to the document
receiving for tracking
personnel will purposes.
indicate the
tr?tc':1k|n numbeg
of (ne document... |35 Shall give a None 1 minute Executive
For those who will | g¢aiving c%py or Assistant |

be sending via
email, a tracking
number will be
given as
acknowledgment
of their email.

tracking number
reference to the
client.
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4. Shall wait for
the recorded and
scanned copy of
the document.

4.1. Shall prepare
a referral/ action
slip summarizing
the content of the
received
documents and
endorsing the
same to the
concerned OPG
Staff.

and scan received
document for
storage of
electronic copy.

4.3. Shall
endorse and
release recorded
and scanned
documents to the
concerned OPG
Staff.

None

None

2 minutes

2 minutes

Executive
Assistant |

_E_-xe_cutive
Assistant |

Executive
Assistant |

5. Shall
accomplish the
Customer
Feedback Form
and submit the
form by dropping
it in the
Suggestion Box.

5.1. Shall request
the client to
accomplish the
Customer
Feedback Form.

None

Securit}/
on

Personne

Duty

6. Shall _
coordinate with
G on the
approval of

request.

6.1 Coordinate
with the requestor
on the approval of
the request.

Note: Request will
be subject to
availability of
request and
approval of the

overnor.

None

Executive
Assistant |

Total

None

13 minutes
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box
located at the OPG receiving area.

| Every end_ of_th;a montﬁ,_pe:rsor;nel from the_()ffic_e :c)f t_he
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 236.

How to file a complaint?

Answer the client complaint form and drop it at the box
located at the OPG receiving area.

Complaints may also be filed thru the following:

OFFICE OF THE PROVINCIAL GOVERNOR
Tel. No.: (072) 888-3608;

CSC Hotline

Tel. No. :(072) 700- 5643; 1-6565
Cellphone No.: 0908-8816565

Email : csc_reg1@yahoo.com.ph;
email@contactcenterngbayan.gov.ph

ARTA Hotline
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident:

Evidence:
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How complaint is processed?

| Every end of the month, a personnel from the Office of

the Provincial Administrator (OPA) opens the Complaint
Box and compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 321.

Contact Information of the Office of
the Provincial Governor
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MS. AGNES GRACE A. CARGAMENTO
Provincial Administrator

Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

e-mail: adminoffice@launion.gov.ph

Tel No.: (072) 242-5550 loc. 321
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OFFICE OF THE
PROVINCIAL
GOVERNOR -
INFORMATION AND
COMMUNICATIONS
TECHNOLOGY UNIT

P R O VI N CI AL G OV E R NMENT

O F L A U NI O N




1. ICT Software Assistance — Backup and Reformat

Information and Communications Technology Unit (ICTU) -
Hardware and Information and Communications Technology
Services Section (HICTS)

Simple

G2C — Government to Citizen

G2G - Government to Government

All

_ None ‘ None
1. Client shall Guard on duty, None 1 minute ' Guard on Duty
proceed to the checks body
uard at the temperature of

apitol Lobby for | client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy.

'2. Fill-out the Assist the client in None 1 minute | Data Controller |,
ICTU Job filling out the Job HICTS
Request Form. Request Form

(Receiving). __
3. Endorsing the Assessing the None 3 minutes Data Controller I,
request. scope an HICTS
difficulty of the
request. |
ICT Software None 3 hours ' Data Controller I,
Assistance — HICTS
Backup and |
Reformat.

4. Wait for the Sign the Job None 1 minute
completion of the |Request Form
request. (Releasing).

5. Receive duly |Record and file None 1 minute | Data Controller Il,
signed Job Job Request HICTS
Request Form. Form. l

6. Fill-up The Data None 1 minute ' Data Controller Il
Customer Controller Il shall HICTS
Feedback and instruct the

Complaint Form. | customer to fill out
the Customer
Feedback Form
and drop in the
suggestion box.

Total None | 3 hours and
8 minutes
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2. ICT Software Assistance - Driver and Program Installation

Information and Communications Technology Unit (ICTU) -
Hardware and Information and Communications Technology
Services Section (HICTS)

Simple

G2C - Government to Citizen
G2G - Government to Government

All

None

None

1. Client shall Guard on duty, None 1 minute | Guard on Duty
proceed to the checks body
uard at the temperature of
apitol Lobby for | client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield, |
No Entry” policy. .
2. _Fill-out the Assist the client in None 1 minute Data Controller I,
ICTU Job filling out the Job : HICTS
Request Form. Request Form
(Receiving).
3. Endorsing the Assessing the None 3 minutes Data Controller I,
request. scope an HICTS
difficulty of the
request.
ICT Software None 1 hour Data Controller I,
Assistance — HICTS
Driver and
Program
_ Installation.
4. Wait for the Sign the Job None 1 minute
completion of the |Request Form
request. (Releasing).
5. Receive duly |Record and file None 1 minute Data Controller I,
signed Job Job Request HICTS
Request Form. Form. _
6. Fill-up The Data None 1 minute Data Controller I,
Customer Controller Il shall HICTS
Feedback and instruct the _
Complaint Form. | customer to fill out
the Customer
Feedback Form
and drop in the
suggestion box.
Total None 1 hour and
8 minutes
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3. ICT Software Assistance — Desktop and Laptop Troubleshooting

Information and Communications Technology Unit (ICTU) -
Hardware and Information and Communications Technology
Services Section (HICTS)

Simple

G2C - Government to Citizen
G2G - Government to Government

All

None

None

1. Client shall Guard on duty, None 1 minute Guard on Duty
proceed to the checks body
%uar_d at the temperature of
apitol Lobby for | client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield, |
No Entry” policy. |
2. _Fill-out the Assist the client in None 1 minute | Data Controller I,
ICTU Job filling out the Job HICTS
Request Form. Request Form
(Receiving).
3. Endorsing the Assessing the None 3 minutes Data Controller I,
request. scope an HICTS
difficulty of the
request.
ICT Hardware None 3 hours Data Controller 1,
Assistance — HICTS
Desktop and
LaptoF )
_ Troubleshooting.
4. Wait for the Sign the Job None 1 minute
completion of the |Request Form
request. (Releasing).
5. Receive duly |Record and file None 1 minute Data Controller I,
signed Job Job Request HICTS
Request Form. Form. _
6. Fill-up The Data None 1 minute | Data Controller I,
Customer Controller Il shall HICTS
Feedback and instruct the _
Complaint Form. |customer to fill out
the Customer
Feedback Form
and drop in the
suggestion box.
Total None 3 hours and
8 minutes
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4. Hardware Assistance - Printer Troubleshooting

1. Client shall
proceed to the
uard at the
apitol Lobby for
registration using
the logbook.

Information and Communications Technology Unit (ICTU) -
Hardware and Information and Communications Technology
Services Section (HICTS)

Simple

G2C — Government to Citizen

G2G - Government to Government

All

None None

Guard on duty, None 1 minute Guard on Duty
checks body
temperature of
client, client uses
hand sanitizer and |
foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy.

2. Fill-out the
IGTU Job
Request Form.

Assist the client in None 1 minute | Data Controller I,
filling out the Job HICTS
Request Form

(Receiving). __
3. Endorsing the Assessing the None 3 minutes Data Controller I,
request. scope an HICTS

difficulty of the

request. |

ICT Hardware None 3 hours ' Data Controller I,

Assistance — HICTS

Printer )

Troubleshooting.
4. Wait for the Sign the Job None 1 minute
completion of the Reﬂues_t Form
‘request. (Releasing). :
5. Receive duly |Record and file None 1 minute Data Controller I,
signed Job Job Request HICTS
'Request Form. Form. !
6. Fill-up The Data None 1 minute ' Data Controller Il
Customer Controller Il shall HICTS
Feedback and instruct the _
Complaint Form. | customer to fill out

the Customer

Feedback Form

and drop in the

suggestion box.

Total None 4 hours and
8 minutes
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5. ICT Hardware Assistance— Network Installation and Troubleshooting

Information and Communications Technology Unit (ICTU) -
Hardware and Information and Communications Technology
Services Section (HICTS)

Simple

G2C — Government to Citizen

G2G - Government to Government

All

_ None ‘ None
1. Client shall Guard on duty, None 1 minute ' Guard on Duty
proceed to the checks body
uard at the temperature of

apitol Lobby for | client, client uses

registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield, |
No Entry” policy. |

'2. Fill-out the Assist the client in None 1 minute | Data Controller |,
ICTU Job filling out the Job | HICTS
Request Form. Request Form

(Receiving). :
3. Endorsing the Assessing the None 3 minutes Data Controller I,
request. scope an HICTS
difficulty of the
request. |
ICT Hardware None 1 hour Data Controller 1,
Assistance - HICTS
Network
Installation and

_ Troubleshooting. _

4. Wait for the Sign the Job None 1 minute | Data Controller I,
completion of the |Request Form HICTS
request. (Releasing). !

5. Receive duly |Record and file None 1 minute | Data Controller I,
signed Job Job Request HICTS
Request Form. Form. ;

6. Fill-up The Data None 1 minute Data Controller I,
Customer Controller Il shall HICTS

Feedback and instruct the _
Complaint Form. |customer to fill out
the Customer
Feedback Form
and drop in the
suggestion box.

Total None 1 hour and
8 minutes
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6. Biometric Registration

Information and Communications Technology Unit (ICTU) -
Hardware and Information and Communications Technology
Services Section (HICTS)

Simple

G2C — Government to Citizen
G2G - Government to Government

All

None

None

1. Client shall Guard on duty, None 1 minute Guard on Duty
proceed to the checks body
uard at the temperature of
apitol Lobby for |client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy. .
2. Fill-out the Assist the client in None 1 minute | Data Controller I,
ICTU Job filling out the Job HICTS
Request Form. Request Form
g?eceivm ) and
apture Form.
3. Fill-out the Assist the client in None 1 minute | Data Controller I,
ICTU Biometric | filling out the form. HICTS
Registration
Form.
4. Receive duly |Record and file None 1 minute | Data Controller I,
signed Job Job Request HICTS
Request Form Form.
and Biometric
Registration
Form. :
5. Biometric Capturing a None 3 minutes | Data Controller I,
Enrollment. ortrait photo of HICTS
he client.
The client will be None 5 minutes Data Controller I,
enrolled to PGLU HICTS
biometric
machine. _
6. Fill-up The Data None 1 minute Data Controller I,
Customer Controller Il shall HICTS
Feedback and instruct the
Complaint Form.. | customer to fill out
the Customer
Feedback Form
and drop in the
suggestion box.
Total None 13 minutes
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box
located near the door of the ICTU Office.

How feedback is processed?

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 237, 238 and 239.

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Answer the client customer and feedback complaint form
and drop it at the box located near the ICTU office
entrance.

Complaints may also be file thru telephone at

ICTU:
Tel No. :(072) 242 5550 loc. 237, 238, 239,
Email : webmaster@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident

Evidence
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How complaint is processed?

Every end of the month, personnel from the Office of the

Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
888-2797.

Contact Information of the
Information and Communications
Technology Unit (ICTU)

PGLU | CITIZEN'S CHARTER

MR. GERRY D. BINAS-O

Information Technology Officer Il

Provincial Capitol Building, City of San Fernando, La
Union

e-mail: webmaster@]launion.gov.ph
Tel No.: (072) 242-5550 local 237

MARIA ELENA C. ESPIRITU

Information Technology Officer |

Provincial Capitol Building, City of San Fernando, La
Union

e-mail: webmaster@]launion.gov.ph

Tel No.: (072) 242-5550 local 238

JAMIE ROSE N. MIFA

Computer Programmer I

Provincial Capitol Building, City of San Fernando, La
Union

e-mail: webmaster@]launion.gov.ph

Tel No.: (072) 242-5550 local 238
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1. INTERNAL OUTGOING COMMUNICATIONS

These are drafted by the different PGLU Offices in the form of memos which will be signed by the
Provincial Governor or Provincial Administrator to be given to the concerned PGLU Offices.

OFFICE OF THE PROVINCIAL ADMINISTRATOR
Simple

G2G - Government to Government
PGLU Offices/ Hospitals/ OPG Units

1. Duly signed/ initialed internal outgoing 1. Prepared by the requisitioning office and
communications. approved by the Head of Office/ Chief of
Hospital/ OPG Unit.

1. Client proceed |Guard on duty, None 1 minute Guard on duty
to the guard for checks body
registration using |temperature of
logbook at the client, client uses
guard’s table. hand sanitizer/
alcohol and foot
bath and strictly
follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the

date, time,

purpose, etc.). _
2. Submit the Receive and None 10 minutes Administrative
duly signed/ screen Assistant |1/
initialed internal | communication, Administrative
outgoing sort it according to Aide IV

communication. its type and
urgéncy, assign a
control'number,
and record it in
the iTrack System
and google sheet.

Review, edit and None 5 minutes Supervising
endorse the Administrative
communication for Officer
further or final

action of the

Provincial

Administrator.

Recheck, edit None 10 minutes Administrative
affix initial and Assistant 1/
endorse the Administrative
communication for Aide IV
signature of the

Provincial

Governor; else,
sign it for
dissemination to
the concerned
officels.
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3. Receive the Uﬂ%ate the status None 10 minutes Administrative
of the

internal outgoing iy Assistant |1/
communication.” | communication in Administrative
the iTrack System Aide IV

and google sheet,
scan and endorse
it to the Office of
the Provincial
Governor, else, '

release it to I

concerned

office/s.
4. The client shall | The person in None 5 minutes Administrative
fill out the charge will ask the | Assistant |/
customer client to fill out the Administrative
feedback form. customer Aide IV

feedback form
before allowing
the client to leave.

Total None 36 minutes

2. EXTERNAL OUTGOING COMMUNICATIONS

These are drafted by the by the different PGLU Offices in the form of letters which will be signed
by the Provincial Governor or Provincial Administrator to be given to the external parties, partner
agencies or citizens.

OFFICE OF THE PROVINCIAL ADMINISTRATOR

_Simple
G2B — Government to Business
G2C — Government to Citizen

" External Parties or Partner Agencies, Citizens

1. Duly signed/ initialed external outgoing 1. Prepared by the requisitioning external
communications. party/ies, partner agency/ies or citizen/s.
1. Client proceed K Guard on duty, None 1 minute Guard on duty

to the guard for checks body
registration using | temperature of
logbook at the client, client uses
guard’s table. hand sanitizer/
alcohol and foot
bath and strictly
follows the
implementation of
“‘No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.).
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2. Submit the
duly signed/
initialed external
outgoing
communication.

Receive and
screen =
communication,
sort it according to
its type and
urgéncy, assign a
control’ number,
and record it in
the iTrack System
and google sheet.

None

10 minutes

Administrative
Assistant |1/
Administrative
Aide IV

Review, edit and
endorse the
communication for
further or final
action of the
Provincial
Administrator.

None

5 minutes

Supervising
Administrative
Officer

Recheck, edit
affix initial and
endorse the
communication for
signature of the
Provincial
Governor; else,
sign it for
dissemination to
the external
party/ies, partner
agt;_encyhes and/ or
citizen/s.

None

5 minutes

Provincial
Administrator

3. Receive the
external outgoing
communication.

UPdate the status
of the

communication in
the iTrack System
and google sheet,
scan and release
it to external
party/ies, partner
agl;_encylles and/ or
citizen/s.

None

10 minutes

Administrative
Assistant I/
Administrative
Aide IV

4. The client shall
fill out the
customer
feedback form.

The person in
charge will ask the
client to fill out the
customer
feedback form
before allowing
the client to leave.

None

5 minutes

Administrative
Assistant |1/
Administrative
Aide IV

Total
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36 minutes
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3. INCOMING COMMUNICATIONS

The type of communication that are received from the different PGLU Offices and other external
parties or partner agencies addressed to the Provincial Governor or Provincial Administrator.

OFFICE OF THE PROVINCIAL ADMINISTRATOR
Simple
G2G - Government to Government

G2B - Government to Business
G2C — Government to Citizen

PGLU Offices/ Hospitals/ OPG Units
External Parties or Partner Agencies
Citizens

1. Incoming communications addressed to the 1. Prepared by the requisitioning office and
Provincial Governor or Provincial Administrator. approved by the Head of Office/ Chief of
Hospital/ OPG Unit.
2. Prepared by the requisitioning external
party/ies, partner agency/ies or citizen/s.
1. Client proceed | Guard on duty, None 1 minute | Guard on duty
to the guard for checks body
registration using |temperature of
logbook at the client, client uses
guard’s table. hand sanitizer/
alcohol and foot
bath and strictly
follows the
implementation of
“‘No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the

date, time,

purpose, etc.). .
2. Submit the Receive and None 10 minutes Administrative
incoming screen Assistant I/
communication. | communication, Administrative

sort it according to Aide IV

its type and |

urgéncy, assign a |
control 'number,
and record it in
the iTrack System
and google sheet.

Review and None 5 minutes Supervising
endorse the Administrative
communication for Officer
further or final
action of the
Provincial
Administrator.
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Recheck and None 5 minutes Provincial
endorse the Administrator
communication for
aPPropnate action
of the office/s,
external party/ies,
partner agency/ies
and/ or citizen’s.

3. Receive the Ufpdate the status None 10 minutes Administrative
endorsed ofthe Assistant 11/
incoming communication in Administrative
communication. | the iTrack System Aide |V

and google sheet,

scan and release

it to the office/s,

external party/ies,

partner agency/ies

and/ or cifizen/s.
4. The client shall | The person in None 5 minutes Administrative
fill out the charge will ask the Assistant |1/
customer client to fill out the Administrative
feedback form. customer Aide IV

feedback form
before allowing
the client to leave.

Total None 36 minutes

4. GENERAL ADMINISTRATIVE DOCUMENTS

These are Special Orders, Executive Orders, Resolutions, SP Endorsements, Contracts, Project
Proposals, Travel Authorities, Leaves, Appointments, Travel Orders, Administrative Orders, Other
Documents that are received from the different PGLU Offices that need to be signed by the
Provincial Governor or Provincial Administrator

a. For Governor’s Approval

—Special Orders, Executive Orders, Resolutions, SP Endorsements, Contracts, Project
Proposals, Appointments, Administrative Orders

— Travel Authorities

—Travel Orders of Department Heads/ Chiefs of Hospitals outside La Union

—Leaves of Vice Governor, Board Members, Local Chief Executives, Department Heads/ Chief of
Hospitals

- Payroll

—Other Documents (Program of Work, Rental, among others)

b. For PA's Approval

—Travel Orders of Department Heads/ Chiefs of Hospitals/ OPG Unit Heads within La Union and
Travel Orders of Other Staff outside La Union

—Leaves (PGLU Staff)

— Other Documents (Certificate of Employment, Service Record, among others)
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4.1 TRAVEL DOCUMENTS
These are Travel Authorities & Travel Orders within and outside La Union

OFFICE OF THE PROVINCIAL ADMINISTRATOR
Simple
G2G - Government to Government

PGLU Offices/ Hospitals/ OPG Units ,Sangguniang
Panlalawigan (SP), Local Government Units (LGUs)

1. Travel Authorities. 1. Prepared by the requisitioning office and
2. Travel Orders within La Union. approved by the Head of Office/ Chief of

3. Travel Orders outside La Union. Hospital/ OPG Unit, SP, or LGUs.

1. Client proceed |Guard on duty, None 1 minute | Guard on duty

to the guard for checks body
registration using |temperature of
logbook at the client, client uses
guard’s table. hand sanitizer/
alcohol and foot
bath and strictly
follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the

date, time,
purpose, etc.) _
2. Submit the Receive and None 5 minutes Administrative
Travel Document. |screen Travel Assistant |1/
Document, sort it Administrative
according to its Aide IV

type and urgency,
assign a control
number, and
record it in the
iTrack System
and google sheet.

Review and None 3 minutes Supervising
endorse the Administrative
Travel Document Officer

for further or final
action of the
Provincial
Administrator.

Recheck, affix None 3 minutes Administrative
initial and endorse Assistant |I/
the Travel Administrative
Document for Aide IV
signature of the
Provincial

Governor; else,
sign it for
dissemination to
the concerned
office/s or
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3. Receive the Utpdate the status None 10 minutes Administrative
Travel Document. [ofthe = = Assistant |1/
communication in Administrative
the iTrack System Aide IV
and google sheet,
scan and release
it to the concerned
office/s or |
individual/s.
4. The client shall | The person in None 5 minutes | Administrative
fill out the charge will ask the Assistant 11/
customer client to fill out the | Administrative
feedback form. customer ' Aide IV
feedback form
before allowing
the client to leave.
Total None 27 minutes
4.2 PAYROLL

OFFICE OF THE PROVINCIAL ADMINISTRATOR

Simple

G2G - Government to Government

1. Duly signed/ initialed payroll.

1. Client proceed
to the guard for
registration using
logbook at the
guard’s table.

Guard on duty,
checks body
temperature of
client, client uses
hand sanitizer/
alcohol and foot
bath and strictly
follows the
implementation of
“‘No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.)

PGLU Offices/ Hospitals/ OPG Units

None

'1. Prepared by the requisitioning office and
approved by the Head of Office/ Chief of

'Hospital/ OPG Unit.

1 minute

Guard on duty

PGLU | CITIZEN'S CHARTER
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2. Submit the Receive and None 5 minutes Administrative
payroll. screen payroll, Assistant 11/
sort it according to Administrative
its type and Aide IV
urgency, assign a
control' number,
and record it in
the Admin.
Logbook.
Recheck, affix None 5 minutes Provincial
initial and endorse Administrator
the payroll for
signature of the
Provincial
Governor.
3. Receive the UTpdate the status None 5 minutes Administrative
payroll. ofthe = | Assistant Il/
communication in Administrative
the Admin. Aide IV
Logbook & google
sheet and release
it to the concerned
office/s.
4. The client shall | The person in None 5 minutes Administrative
fill out the charge will ask the Assistant I/
customer client to fill out the Administrative
feedback form. customer Aide IV
feedback form
before allowing
the client to leave.
Total None 21 minutes

4.3 OTHER ADMINISTRATIVE DOCUMENTS
OFFICE OF THE PROVINCIAL ADMINISTRATOR
Highly Technical
G2G - Government to Government

PGLU Offices/ Hospitals/ OPG Units

1. Duly signed/ initialed payroll.

1. Prepared by the requisitioning office and
approved by the Head of Office/ Chief of
Hospital/ OPG Unit.
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1. Client proceed
to the guard for
registration using
logbook at the
guard’s table.

2. Submit Other

Administrative
Document.

Guard on duty,
checks body
temperature of
client, client uses
hand sanitizer/
alcohol and foot
bath and strictly
follows the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
(Take note of the
date, time,
purpose, etc.).

Receive and
screen other
administrative
document, sort it
according to its
type and urgency,
assign a control
number, and
record it in the
iTrack System
and google sheet.

'Review, edit and

endorse other
administrative
document for
further or final
action of the
Provincial
Administrator.

None

None

None

1 minute

10 minutes

1 day

Guard on duty

Administrative
Assistant I/
Administrative
Aide IV

Administrative
Officer V/
Research Analyst

Recheck, edit
affix initial and
endorse other
administrative
document for
signature of the
Provincial
Governor; else,
sign it for
dissemination to
the office/s.

None

10 minutes

Administrative
Assistant I/
Administrative
Aide IV

3. Receive Other
Administrative
Document.

Update the status
ofthe =
communication in
the iTrack System
and google sheet,
scan and release
it to external
party/ies, partner
a%;_encylles and/ or
citizen/s.
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None

10 minutes

Administrative
Assistant I/
Administrative
Aide IV
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4. The client shall | The person in None 5 minutes Administrative
fill out the charge will ask the Assistant |1/
customer client to fill out the Administrative
feedback form. customer Aide IV
feedback form
before allowing
the client to leave.
Total None 2 days and
26 minutes
PGLU | CITIZEN'S CHARTER 556



How to send a feedback?

:_How feedback is p_roéess_ed?

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Feedback and Complaints

Answer the client feedback form and drop it at the box
located at the OPA receiving area.

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 236.

Answer the client complaint form and drop it at the box
located at the OPA receiving area.

Complaints may also be filed thru the following:

OFFICE OF THE PROVINCIAL GOVERNOR
Tel. No.: (072) 888-3608;

CSC Hotline

Tel. No. :(072) 700- 5643; 1-6565
Cellphone No.: 0908-8816565

Email : csc_reg1@yahoo.com.ph;
email@contactcenterngbayan.gov.ph

ARTA Hotline
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

Client should provide the following:
Name of person being complained
Incident:

Evidence:
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How complaint is processed?

| Every end of the month, a personnel from the Office of

the Provincial Administrator (OPA) opens the Complaint
Box and compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 321.

Contact Information of the Office of
the Provincial Administrator

PGLU | CITIZEN'S CHARTER

MS. AGNES GRACE A. CARGAMENTO
Provincial Administrator

Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

e-mail: adminoffice@launion.gov.ph

Tel No.: (072) 242-5550 loc. 321

558



OFFICE OF THE
PROVINCIAL
ADMINISTRATOR -
HUMAN RESOURCE
'MANAGEMENT UNIT

P R O VI N CI AL G O VE R NMENT

O F L A U NI O N




1. ISSUANCE OF SERVICE RECORDS

Upon request, this document is provided to verify employee’s essential service-related records.

OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU) and PROVINCIAL TREASURER'S
OFFICE (PTO)

Simple

G2G-Government to Government
G2C - Government to Citizen

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).
2. Any requesting individual as it pertains to his/her records.

1. Accomplished Request Form 1. Staff-in-charge in General Administrative
2. Official Receipt Section of OPA-HRMU.
2. Staff-in-charge in Cash Receipt Unit of
Provincial Treasurer’s Office.
1. For retired and | Guard-on-duty None 1 minute | Guard on duty
resigned shall check the |
employees, temperature of the |
Eroceed to the client, request to
obby Guard for | log his/her health
temperature information in the
check, logging of |logbook, and
health sanitize his/her
information, and | hands and shoes
sanitation. using disinfectant.
2. Proceed to Ensure that the None 1 minute General
OPA-HRMU to log-sheet and Administrative
fill-out the disinfectantis Services
log-sheet placed | readily available in Assistant
in front of the front of the offices.
office and
disinfect hands.
3. Proceed to the | HR Staff shall None 1 minute General
transaction assist the client. Administrative
window and call Services
the attention of Assistant
the HR Staff b
ringing the bell.
4. Fill-out HR Staff shall None 2 minutes General
Request Form. request client to Administrative
fill-out Request Services
Form and Assistant
check/receive the '
properly
accomplished
form.

PGLU | CITIZEN'S CHARTER
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5. Proceed to Php 25.00 5 minutes PTO staff
PTO for payment per page
of fee.
6. Present OR to | Receive and verify None 1 minute General
HR staff the OR from the Administrative
in-charge, affix client. Services
signature in the Assistant
log and receive
the requested
Service Record
by the HR
transaction
window.
HR Staff shall None 2 minutes General
input the name of Administrative
the client in the Services
PMIS and print Assistant
the Service
Record.
Attach the OR and None 1 minute General
accomplished Administrative
request form to Services
the printed Assistant
Service Record
and authenticate
the document with
the PGLU dry
seal.
Forward the None 1 minute General_
document to Administrative
Section Head for Services
review and initials. Assistant
Review, affix None 2 minutes Section Head
initials and return
the document to
the HR in-charge.
Forward the None 1 minute General
initialed document Administrative
to the HRMO for Services
signature. Assistant
Review and sign None 5 minutes HRMO
the document.
Write details in the None 1 minute General
Employees Administrative
Request Log for Services
the releasing of Assistant

Service Record.
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By the transaction None 2 minutes General
window, HR Staff Administrative
shall request the Services

client to affix Assistant
signature in the |
log and receive

the Service

Record. HR staff

shall file the

request form for

reference. |
7. Fill-up the Assist the client in None 3 minutes | General
Feedback Form |filling-up the Administrative
and drop in the Feedback Form. ‘ Services
Suggestion Box. | Assistant

|

Total Php 25.00 29 minutes

2. ISSUANCE OF CERTIFICATE OF EMPLOYMENT

- Upon request, this document is provided to certify the employment and employment history of
an individual.

1. Accomplished Request Form

OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU) and PROVINCIAL TREASURER'S
OFFICE (PTO)

Simple

G2G-Government to Government
G2C - Government to Citizen

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).

Office (PTO) 2. Staff-in-charge of Cash Receipt Unit of
3. For substitution/representative, Original & Provincial Treasurer’s Office.
Photocopy of Two (2) Valid I1.D.’s. Photocopies 3. Personal documents of requesting

must contain three (3) consistent signatures of the | individual.
applicant (as applicable)

2. Any requesting individual as it pertains to his/her records.

1. Staff-in-charge of General Administrative
2. Official Receipt (OR) from Provincial Treasurer’s| Section of OPA-HRMU.
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Guard-on-duty

None

1 minute

Guard on duty

PGLU | CITIZEN'S CHARTER

1. For retired and
resigned shall check the
employees, temperature of the
Eroceed to the client, request to
obby Guard for | log his/her health
temperature information in the
check, logging of | logbook, and
health sanitize his/her
information, and | hands and shoes
sanitation. using disinfectant.
2. Proceed to Ensure that the None 1 minute General
OPA-HRMU to log-sheet and Administrative
fill-out the disinfectantis Services
!o%-sheet laced |readily available in Assistant
in front of the front of the offices.
office and
disinfect hands.
3. Proceed to the HR Staff shall None 1 minute General
transaction assist the client. Administrative
window and call Services
the attention of Assistant
the HR Staff b?/
ringing the bell.
4. Fill-out HR Staff shall None 2 minutes General
Request Form. request client to Administrative
fill-out request Services
form, check the Assistant
form if pr_ogerly
accomplished,
and receive form.
5. Proceed to Php 90.00 8—"hp 1 minute General
PTO for payment 60.00 for COE + Administrative
of fee. Php 30.00 for ervices
Documentary Assistant
Stamp)
6. Present OR to |Receive and verify None 1 minute General
HR staff the OR from the Administrativ
in-charge, affix client. e Services
Isngnatgre in the Assistant
tﬁ% ?Qquﬁfs‘ig'&’e HR Staff shall None 2 minutes General_
Certificate of input the name of Administrative
Employment by | the client in the Services
the MR PMIS for Assistant
transaction verification of
window. needed data.
Call the _ None 2 minutes General
Accou nfungi Office Administrative
to acquirethe Services
needed data Assistant
*Accou nting Staff
or PHO and
respective
Accountants for
hospitals).
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Prepare and print

2 minutes General

: None er _
the Certificate of Administrative
Employment. Services

Assistant
Attach the OR and None 1 minute General
accomplished Administrative
request form to Services
the printed Assistant
Certificate of
Employment and
authenticate the
document with the
PGLU dry seal.
Forward the None 1 minute General
document to Administrative
Section Head for Services
review and initials. Assistant
Review, affix None 2 minutes Section Head
initials and return
the document to
the HR in-charge.
Forward the None 1 minute General
initialed document Administrative
to the HRMO for Services
signature. Assistant
Review and sign None 5 minutes HRMO
the document.
Once signed, HR None 1 minute General
staff shall write Administrative
details in the Services
Employees Assistant
Request Log for
the releasing of
Certificate o
Employment.
By the transaction None 3 minutes General
window, HR staff Administrative
shall request the Services
client to affix Assistant
signature in the
log and receive
the Certificate of
Employment. HR
staff shall file the
request form for
reference.
7. Fill-up the Assist the client in None 3 minutes General
Feedback Form |filling-up the Administrative
and drop in the Feedback Form. Services
Suggestion Box. Assistant
Total Php 90.00 34 minutes
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3. ASSISTANCE TO WALK-IN APPLICANTS FOR JOB APPLICATIONS

This service ensures provision of assistance to as many as interested and qualified applicants for
existing and anticipated vacancies. Interested applicant must meet the Qualification Standards,
such as Education, Experience, Eligibility, and Training, being required by the position.

OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

Simple
G2G-Government to Government
G2C — Government tﬁ}itizen _ =

EX Any person who is interested to apply in any jc;b_vacancy
in the Provincial Government of La Union (PGLU).

1. Application Letter addressed to Gov. Francisco |1. Personal documents of the applicant.
Emmanuel “Pacoy” R. Ortega Ill (5 copies) 2. For CSC Form 212 and CSC Work

2. Revised 2017 CSC Form 212 (5 copies) Experience Sheet, applicant may a.)

3. CSC Work Experience Sheet (5 copies) Download forms at the website of CSC

4. 5 pcs, passport size ID picture https://tinyurl.com/PGLU-pds-wes, or b.) Ask
5. Copy of Transcript of Records and Diploma for a hard copy from the Recruitment Officers
6. Authenticated Copy of Certificate of of OPA-HRMU.

Eligibility or Board Examination, if any 3. Records Office of the school or college
7. Copy of Driver’s License and/or Security Guard  previously attended.

License, if any 4. Office of the Professional Regulation

8. Copy of Certificate of Trainings, if any Commission (PRC).

9. Copy of Certificate of Employment or Service | 5. Land Transportation Office or PNP
Record, if any CSG-SOSIA.

10.Copy of PSA Birth Certificate 6. HR Office of previous employer.

11. Copy of Performance Rating 7. Office of the Philippine Statistics Agency
12.Endorsement Letter (optional) (PSA).

3.1 WALK-IN APPLICATION

1. Proceed to the | Guard-on-duty None 1 minute Guard on duty
Lobby Guard for | shall check the
temperature temperature of the

check, logging of | client, request to
health log his/her health
information, and | information in the
sanitation. logbook, and
sanitize his/her
hands and shoes
using disinfectant.

2. Proceed to Ensure that the None 1 minute General
OPA-HRMU to log-sheet and Administrative
fill-out the disinfectantis Services
!og}—sheet laced | readily available in Assistant
in front of the front of the offices.

office and

disinfect hands.
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3. Proceed to the
transaction
window and call
the attention of
the HR Staff b?/
ringing the bell.

HR Staff shall go
to the designated
applicant’s
assistance table
outside of the
office. Tables &
chairs are set one
meter apart.

None

1 minute

General
Administrative
Services
Assistant

4. Register on
the Applicant’s
Lpf;book and
Fill-out HRMU
walk-in Applicants
Form.

HR Staff shall
request client to
register on the
logbook and fill-in
HRMU walk-in
Applicants Form.

HR Staff shall
check the form if
properly
accomplished and
receive form.

None

1 minute

General
Administrative
Services
Assistant

HR Staff shall
provide checklist
of requirements to
client and explain.

None

5 minutes

Recruitment
Officer

5. Submit
complete
application
documents.

HR Staff shall
receive and
imprint the letter
with HRMU stamp
and assess the
completeness and
veracity of the
documents.

None

2 minutes

Recruitment
Officer

If deemed
complete, HR
Staff shall input
applicant’s
necessary
information from
PDS to RSP’s
Online Pool of
Applicants and
shall authenticate
submitted
documents.

None

10 minutes

Recruitment
Officer

Schedule the
applicant for
qualifyin
examinations.

None

2 minutes

Recruitment
Officer/
Psychometrician

Provide Job
Applicant Service
Number on the
Walk-in Applicants
Form.
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None

1 minute

Recruitment
Officer
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Recruitment

5 3 minutes
filling-up the Officer
Feedback Form.

6. Fill-up the Assist the client in None
Feedback Form
and drop in the

Suggestion Box.

Total ‘ None 25 minutes

3.2 ONLINE APPLICATION

1. Proceed to
PGLU Careers
and/or CSC
Careers Website
to check
published
positions.

Ensure that
uploaded
published
positions are
up-to-date,
complete, and
correct.

None

2 minutes

Recruitment
Officer

2. If the chosen
mode of
application is
through PGLU
Careers, client
shall register and
log-in in the
system.

Ensure that the
PGLU Careers
website is active.

None

2 minutes

Recruitment
Officer

3. Navigate the
J Careers
website and
follow the
instructions as
stated on the
webpage.

Ensure that the
J Careers
website is active.

None

2 minutes

Recruitment
Officer

4. If the chosen
mode of
application is
through CSC
Careers,
interested and
qualified clients
shall write to the
official e-mail of
OPA-HRMU RSP
Unit. The
application letter
shall be
addressed to the
Governor.

Ensure that the
OPA-HRMU RSP
Unit e-mail is
active.

None

2 minutes

Recruitment
Officer

5. Attach the
clear and
complete scanned
copies of
application
documents.

Ensure that the
OPA-HRMU RSP
Unit e-mail is
active.

None

2 minutes

Recruitment
Officer
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6. Receive an.
e-mail notification
from the HR Staff
which states the
job applicant
‘'service number
and further
instructions.

Acknowledge
receipt of
application /
e-mail.

None

2 minutes

Recruitment
Officer

Review
completeness and
veracity
application
documents.

None

5 minutes

Recruitment
fficer

Send an e-mail
notifying the result
of the initial
application
document
screening and
provide further
necessary
instructions.

None

5 minutes

Recruitment
Officer

If deemed
qualified, HR Staff
shall input
applicant’s
necessary
information from
PDS to RSP’s
Online Pool of
Applicants and
shall authenticate
submitted
documents.

None

10 minutes

Recruitment
Officer

Schedule the
applicant for
qualifyin
examinations.

Provide Job
Applicant Service
Number.

None

None

2 minutes

2_minLFtés

Recruitment
Officer/

Psychometrician

[ Recrf:_i:[m ent

Officer

Total

4. SARANAY FUND PROGRAM

This program serves as a death claim benefit which extends financial assistance to a bona-fide
member/ beneficiary.

None

35 minutes

OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

Simple

G2G-Government to Government
G2C - Government to Citizen
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1. Saranay Membership Form
2. Death Certificate

3. Request Letter for the Processing of Saranay
Benefit Claim.

1. OPA-HRMU (Note: Newly hired
employees are required to accomplish said

2. Philippine Statistics Authority (PSA)
3. Concerned Department/Office/Hospital

1. Proceed to the |Guard-on-duty None 1 minute Guard on duty
Lobby Guard for | shall check the
temperature temperature of the
check, logging of |client, request to
health log his/her health
information, and | information in the
sanitation. logbook, and
sanitize his/her
hands and shoes
using disinfectant.
2. Proceed to Ensure that the None 1 minute HR Staff
OPA-HRMU to log-sheet and
fill-out the disinfectantis
log-sheet placed |readily available in
in front of the front of the offices.
office and
disinfect hands.
3. Proceed to the |HR Staff shall {90 None 1 minute HR Staff
transaction to the designated
window and call | client assistance
the attention of table outside of
the HR Staff b the office. Tables
ringing the bell. & chairs are set
one meter apart.
4. Submit ) HR Staff shall None 5 minutes HR Staff
complete required | request client to
documents. provide said
requirements to
claim the benefit.
HR Staff shall None 5 minutes HR Staff
request client to
provide said
requirements to
claim the benefit.
HR Staff shall
check veracity of
said documents.
HR Staff shall None 1 minute HR Staff
inform client to
return once check
is approved.
HR Staff shall None 30 minutes HR Staff
prepare
disbursement
voucher.
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HR Staff shall None 30 minutes HR Staff
forward the
disbursement
voucher to the
Provincial _
Accounting Office
and Treasury
Office for approval
and preparation of
Check.

Simultaneously,
HR Staff shall
prepare sympathy
card and wreath.

5. Returnto HR Staff shall None 1 minute HR Staff
PGLU to receive | notify client once
check and voucher/check
sympathy card. has been
approved.

HR Staff release None 5 minutes HR Staff
the approved
check and
sympathy card to
beneficiary
indicated in the
Saranay Form.

6. Fill-up the Assist the client in None 3 minutes HR Staff
Feedback Form |filling-up the

and drop in the Feedback Form.
Suggestion Box.

Total None 1 hour and
18 minutes

5. RECEIVING OF INCOMING COMMUNICATIONS

OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

~ Simple

G2G-Government to Government

G2C — Government to Citizen

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).
2. Any requesting individual as it pertains to his/ her records.

1. Incoming Logbook '1. Staff-in-charge in General Administrative
2. Received Document Section of OPA-HRMU.
2. Concerned Department/Office/Hospital
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1. Proceed to the |1. Guard-on-duty None 1 minute Guard on duty
Lobby Guard for |shall check the
temperature temperature of the
check, logging of |client, request to
health log his/her health
information, and | information in the
sanitation. logbook, and

sanitize his/her

hands and shoes

using disinfectant.
2. Proceed to the |2. HR Staff shall None 2 minutes OPA-HRMU Staff
transaction assist the client.
window and call : |
the attention of 3. HR Staff shall None 2 minutes OPA-HRMU Staff
the HR Staff b receive incoming
ringing the bel?{ communication

and record to the

incoming logbook

to be forwarded to

the HRMO for

action. .
3. Fill-up the Assist the client in None 3 minutes | OPA-HRMU Staff
Feedback Form |filling-up the
and drop in the Feedback Form.
Suggestion Box.

Total None 8 minutes

h Note: HR Staff shall act on the received document as instructed.
« Simple request/transaction - 3 days

. Comf)lex request/transaction - 7 days
y technical request/transaction - 20 days

- High

6. RELEASING OF OUTGOING COMMUNICATIONS
- OFFICE OF THE PROVINCIAL ADMINISTRATOR —

HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

Simple

G2G-Government to Government
G2C - Government to Citizen

1. Outgoing Logbook
2. Outgoing Checklist

PGLU | CITIZEN'S CHARTER

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).
2. Any requesting individual as it pertains to his/ her records.

1. Staff-in-charge in General Administrative
Section of OPA-HRMU.
2. Concerned Department/Office/Hospital

571




1. Proceed to the
Lobby Guard for
t%mpl?rlature .
check, logging o
health .gg 9
information, and
sanitation.

Guard-on-duty None 1 minute Guard on duty
shall check the
temperature of the
client, request to
log his/her health
information in the
logbook, and
sanitize his/her
hands and shoes
using disinfectant.

2. Proceed to the
transaction
window and call
the attention of
the HR Staff b?/
ringing the bell.

HR Staff shall None 1 minute ' OPA-HRMU Staff
assist the client.

Shall record None 20 minutes OPA-HRMU Staff
document and
respective
outgoing logbook
and forward to
concerned
department/
office/ hospital.

For ' . None 5 minutes OPA-HRMU Staff
communication to
be disseminated
to various offices
OPA-HRMU shall
use the Outgoing
Checklist.

3. Fill-up the
Feedback Form
and drop in the
Suggestion Box.

Assist the client in None 3 minutes | OPA-HRMU Staff
filling-up the
Feedback Form.

Total' None " 30 minutes

7. LEAVE PRIVILEGES

~ OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

Simple
G2G-Government to Government
G2C - Government to Citizen

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).

2. Any requesting individual as it pertains to his/ her records.
3. Concerned Department/Office/Hospital
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1. Accomplished Leave Application Form (CSC

Form No.6)
. PGLU Clearance
CSC Form Medical Certificate
MOA
Brgy.Clearance
Leave Summary (Excel Document)
Leave Credit Ledger
PMIS

90N O v s 00 19

1. Staff-in-charge in General Administrative

Section of OPA-HRMU.

2. Concerned Barangay
3. Concerned School / University / College

1. Proceed to the | Guard-on-duty None 1 minute Guard on duty
Lobby Guard for | shall check the
temperature temperature of the
check, logging of |client, request to
health [o? his/her health
information, and | information in the
sanitation. logbook, and
sanitize his/her
hands and shoes
using disinfectant.
2. Proceed to the |HR Staff shall None 1 minute OPA-HRMU Staff
transaction assist the client.
window and call
the attention of
the HR Staff b?/
ringing the bell.
3. Shall submit Upon receipt of None 1 minute OPA-HRMU Staff

the accomplished | leave algﬁllllcation
Leave Form to OPA-HRMU staff
OPA-HRMU for | shall encode the
processing. information into

) the excel leave
a) For Vacation | monitoring
Leave, application | system.

shall be submitted
at least five 85)
days before leave
date, whenever
possible. In cases
of emergency,
employee may file
the Vacation
Leave less than
five (5) days or on
the day of the
leave. Vacation
leave for travel
abroad, shall be
accompanied by
PGLU Clearance.
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b) For Sick.
Leave, application
shall be filed
immediately upon
employee’s return
from such leave.
Sick leave in
excess of five (5)
consecutive days
shall be
accompanied by
Medical
Certificate.
However, in case
of doubt, the head
of department
may require a
Medical )
Certificate even if
the sick leave
taken did not
exceed five days.
Sick leave may be
applied in
advance in cases
where the official
or employee will
undergo medical
examination,
operation or
advised to rest in
view of ill health
duly supported by
a Medical
Certificate. Late
filing of Sick
Leave shall be
g_round for
isapproval.
E)_ -or Special
rivilege Leave, a
three-day limit for
a given Year shall
be strict ar
observed.
d) Maternity
Leave shall’be
availed of either
before or after the
actual period of
delivery in a
continuous and
uninterrupted
manner.
elll Paternity leave
shall be enjloyed
by the employee
on the days
immediately
before, during or
after childbirth or
miscarriage of
legal spouse.
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f)For Parental
Leave application,
a valid Solo
Parent
Identification Card
must be
presented.
I?? Application for
ehabilitation
Leave shall be

supported by
IVIedF;caI
Certificate and
evidence showing
that wounds or
injuries were
incurred in the
performance of

dutg _
h) Study Leave is
a time-off from
work to help
qualified
employees
repare for bar or
oard
examinations and
comPIqtlon of
master’s degree.
i)For
onetization,
employee maybe
allowed to
monetize at least
ten (10) days
rovided that at
east five (5) days
of vacation [eave
is retained after
monetization.
Unavailed
orced Leave
shall be deducted
from accumulated
leave credits
xearly. ,
E) Special
mergency Leave
shall be granted
to emPonees
directly affected
by natural
calamlg)// disaster.
)RA9710

agna Carta for
Women) may be
availed ¥
qualified female
employees who
have undergone
surgery caused
by gynecological
disorders.
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m) RA 9262
(Anti-Violence
against Women
and Their
Children Act of
2005) construed
to promote the
protection and
safety of victims
of violence
against women

and their children.

ote: _
All leave benefits
shall be _
administered in
accordance with
existing laws,
rules and
regulations.

Shall verify the
leave credits,
record the leave
applied in the
employee leave
card and update
the PMIS and sign
the certification of
leave credits.

None

Provincial
Administrator

10 minutes

_S‘hall_appr&!e or

By Authority of the
Governor, shall
approve or
disapprove the
applications for
leave of .
employees with
Salary Grade 1-24
except Chiefs of
Hospitals.

disapprove the
application for
leave of ,
employees with
Salary Grade
24-26 as well as
leave applications
for Travel Abroad.

None

1 minute OPA - HRMU Staff|

30 minutes

Provincial
Governor

Shall release the
document to the
concerned
employee/ liaison
officer'and file
duplicate copy of
leave applicafion.

None

2 minutes | OPA - HRMU Staff

PGLU | CITIZEN'S CHARTER

576



4. Fill-up the Assist the client in None 3 minutes OPA-HRMU Staff
Feedback Form |filling-up the
and drop in the Feedback Form.
‘Suggestion Box.
None ‘ 49 minutes

8. NON-MONETARY REMUNERATION OF OVERTIME SERVICES

OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

Simple
G2G-Government to Government
G2C - Government to Citizen

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).
2. Any requesting individual as it pertains to his/ her records.
3. Concerned Department/Office/Hospital

Approved Office
DTR

Approved CTO Application
Clearance Form
CTO Ledger Card
Logbook

|

Mo 09 ho =L

Total

Order

1. Staff-in-charge in General Administrative
Section of OPA-HRMU.
2. Any requesting individual as it pertains to

his/ her records.

3. Concerned Department/Office/Unit.

1. Proceed to the | Guard-on-duty None 1 minute Guard on duty
Lobby Guard for | shall check the
temperature temperature of the
check, logging of |client, request to
health log his/her health
information, and | information in the
sanitation. logbook, and
sanitize his/her
hands and shoes
using disinfectant.
2. Proceed to the |HR Staff shall None 1 minute OPA-HRMU Staff
transaction assist the client.
window and call
the attention of
the HR Staff b?/
ringing the bell.
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Shall verify the

None

5 minutes

OPA - HRMU Staff

3. Shall submit
a copy of the documents and
m)proved compute the
emorandum Compensatory
Order and Overtime Credits
document COC) earned by
reflecting the e employee to
time-in and be issued to the
time-out of the concerned
overtime service. |employee.
Note:
Employee may
earn a'maximum
of forty (40) hours/
month and not
more than 120
hours of
unexpended
balance.
4. Shall submit to | Shall validate None 3 minutes OPA - HRMU Staff
OPA-HRMU the |documents and
C_ompensatog record the CTO in
Time-Off (CTO) | employee CT
Application Form. Iﬂetger Card.
ote:
Note: For newly earned
Employee may OC, documents
use the CTO such as Office
continuously up to | Order and DTR
a maximum of five  should be
consecutive days | attached in the
per single CTO Application
availment subject |Form for
to approval o verification and
Dept. Head. Also, |file. Subsequent
Job Order consumption of
employee shall that COC shall no
use the longer require
designated attachments.
Clearance Form - : _ - .
for CTO. Shall approve the None 30 minutes OPA-HRMU Staff
CTO Application.
Shall record the None 3 minutes OPA-HRMU Staff
details in the
logbook and
release the
document to the
concerned
employee/ liaison
officer. _
5. Fill-up the Assist the client in None 3 minutes OPA-HRMU Staff
Feedback Form filhng—upt e
and drop in the Feedback Form.
Suggestion Box.
Total None 46 minutes
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9. TERMINAL LEAVE BENEFIT (RETIREMENT)

OFFICE OF THE PROVINCIAL ADMINISTRATOR —
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

Simple

G2G-Government to Government

G2C — Government to Citizen

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).

2. Any requesting individual as it pertains to his/ her records.
3. Concerned Department/Office/Hospital

sanitize his/her
hands and shoes
using disinfectant.

1. Retirement Letter 1. Staff-in-charge in General Administrative
2. Acceptance Letter ' Section of OPA-HRMU.

3. List of Retiring Employees 2. Any requesting individual as it pertains to
4. Exit Interview Form, Paper Requirements for his/ her records.

TLB 3. Concerned Department/Office/Unit.

5. Annual Record of Leave of Absence
6. Report

1. Proceed to the | Guard-on-duty None 1 minute ' Guard on duty
Lobby Guard for | shall check the |

temperature temperature of the

check, logging of | client, request to ‘

health log his/her health

information, and | information in the

sanitation. logbook, and |

|

2. Proceed to Ensure that the None 1 minute OPA-HRMU Staff
OPA-HRMU to log-sheet and

fill-out the disinfectantis

!ogf—sheet laced | readily available in

in front of the front of the offices.

office and

disinfect hands.

3. Proceed to the |HR Staff shall None 1 minute OPA-HRMU Staff
transaction assist the client.

window and call '
the attention of |
the HR Staff b?/ |
ringing the bell. |
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4. Shall submit
Retirement Letter
to OPG indicating
the exact details
of retirement
endorsed by the
Head of Office
which will then be
forwarded to
OPA-HRMU for
proper action.

Once received,
OPA-HRMU shall
update the
ervice Record of
the concerned

employee in the
PMFI)S gnd)
prepare the
Acceptance Letter
to be signed by
the Provincial ~
Governor, Service
Record of the
employee is
updated once
signed copy of
acceptance is

receive at
OPA-HRMU.

Note: _
Original signed
copy of the
Acceptance Letter
shall be given to
the concerned
employee while
the original
receiving co
shall be%lecP i¥1
their 201 folder.

None

15 minutes OPA-HRMU Staff

Shall update the
list of retiring
employee-awarde
e for the month
and prepare the
Pla ue and token
or the conferment
of Service Award
every First
Monday Flag
Raising Program.
Shall provide the
retlrmg_employee
with exit interview
form and Paper
Requirements for
Terminal Leave
Benefit (TLB)
Claim.

Note: ,

GSIS requires the
retiring employees
to accomplish
application form
for separation
which can be
acquired at GSIS
Office.

None

15 minutes OPA-HRMU Staff |

None

15 minutes . OPA-HRMU Staff_ |
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5. Fill-up the
Feedback Form
and drop in the
Suggestion Box.

Once the retiring
employee has
submitted all the
relgulrements,
HRMU shall
receive/ verify the
documents then
endorse the
retiree to the
HRMU Chief for
exit interview.

None

10 minutes

OPA - HRMU Staff

Shall conduct the
exit interview.

None

15 minutes

OPA - HRMU Staff

Shall compute the
TLB claim of the
retiring employee
based from the
updated leave
credits. Once

computed
OPA-HRMU Staff
shall forward the
TLB documents,
attached with
updated service
record, to the _
Accounting Office
then to OPG.

None

3 hours

OPA - HRMU Staff

Once signed by
authorized
SI%natures
OPA-HRMU Staff
shall release the
Ato the
concerned
employee/ liaison
officer/ authorized
representative for
the preparation
and processing of
terminal pay
voucher.

None

10 minutes

OPA - HRMU Staff.

Shall submit
necessary record
update to GSIS
and to CSC.

None

10 minutes

OPA - HRMU Staff

Assist the client in
filling-up the
Feedback Form.

None

3 minutes

OPA - HRMU Staff

Total
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None

4 hours and
36 minutes
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9. TERMINAL LEAVE BENEFIT (RESIGNATION)

1. Proceed to the
Lobby Guard for
tr-.;]mpfr?ture ¢
check, logging o
health
information, and
sanitation.

1. Resignation Letter 1. Staff-in-charge in General Administrative
2. Acceptance Letter Section of OPA-HRMU.

3. Paper Requirements for TLB 2. Any requesting individual as it pertains to
4. Annual Record of Leave of Absence his/ her records.

5. Report 3. Concerned Department/Office/Unit.

OFFICE OF THE PROVINCIAL ADMINISTRATOR -
HUMAN RESOURCE MANAGEMENT UNIT
(OPA-HRMU)

Simple

G2G-Government to Government

G2C — Government to Citizen

1. Any elected official or existing employee of the Provincial
Government of La Union (PGLU).

2. Any requesting individual as it pertains to his/ her records.
3. Concerned Department/Office/Hospital

Guard-on-duty None 1 minute | Guard on duty
shall check the |

temperature of the
client, request to
!0? his/her health
information in the
logbook, and
sanitize his/her
hands and shoes
using disinfectant.

2. Proceed to
OPA-HRMU to
fill-out the
log-sheet placed
in front of the
office and
disinfect hands.

Ensure that the None 1 minute OPA-HRMU Staff
log-sheet and
disinfectantis
readily available in
front of the offices. |

3. Proceed to the
transaction
window and call
the attention of
the HR Staff b?/
ringing the bell.

HR Staff shall None 1 minute OPA-HRMU Staff
assist the client.
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4. Shall submit to
OPA-HRMU the
Resignation Letter
along with the
endorsement
letter signed by
the Head of Office
at least 30 days
before effectivity.

Once received,
OPA-HRMU Staff
shall update the
Service Record in
the PMIS and
prepare the
Acceptance Letter
to be signed by
the Provincial
Governor.

Note: )
1.0riginal signed
copy of the
Acceptance Letter
shall be given to
the concerned
employee while
the original
receivin _ccgﬂy
shall be Tiled fo
their 201.

None

15 minutes

OPA-HRMU Staff

Shall give the
Paper
Requirements for
Terminal Benefit
Claim (TLB) to
resigned
employee with
leave credits.

Note:
1. For employees
with no leave
credits, approved
Acceptance Letter
shall be filed in
the 201 folder
which will be
released upon
submission of
U Clearance.

. GSIS requires
the retiring
employees to
accomplish
application form
for separation
which can be
acquired at GSIS
Office.
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OPA-HRMU Staff |
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5. Fill-up the
Feedback Form
and drop in the
Suggestion Box.

Once all the
requirements
have been
submitted
OPA-HRMU Staff
shall receive/
verify the
documents then
endorse the
concerned
emplc|>_¥ee to the
OPA-HRMU Unit
Head for exit
interview.

S—hall conduct the
exit interview.

None

10 minutes

! 15 minutes

OPA - HRMU Staff

'OPA - HRMU Staff

Shall compute the
TLB claim of the
employee based
from the updated
leave credits.
Once computed
OPA-HRMU Staff
shall forward the
B documents,
attached with
updated service
record, to the _
Accounting Office
and then to OPG.

Once signed by
authorized
sagnatures
OPA-HRMU Staff
shall release the
RLA to the
concerned
employee/ liaison
officer/ authorized
representative for
the preparation
and processing of
terminal pay
voucher.

None

3 Hours

10 minutes

OPA - HRMU Staff

'OPA - HRMU Staff

Shall submit
necessary record
update to GSIS
and to CSC.

None

10 min_utes

' OPA - HRMU Staff

Assist the client in
ﬁlhng—upt e
Feedback Form.

None

3 minutes

OPA - HRMU Staff|

Total
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Feedback and Complaints

How to send a feedback?

| How feedback is processed?

Answer the client feedback form and drop it at the box
located in front of the Office of the Provincial Administrator
— Human Resource Management Unit (OPA-HRMU).

Every end of the month, personnel from the Office of the
Provincial Administrator (OPA) opens the Feedback Box
and compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 321.

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Answer the client complaint form and drop it at the box
located in front of the Office of the Provincial
Administrator — Human Resource Management Unit
(OPA-HRMU).

Complaints may also be file thru:

OPA-HRMU:

Tel No. :(072) 607-4552 loc. 256/225
Email : hrmdpglu@gmail.com or
rsphrmupglu@gmail.com

Office of the Governor:
Tel. No.: (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline

Tel. No. : 8888
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How to file a complaint? Client should provide the following:
Name of person being complained
Incident

Evidence

How complaint is processed? Every end of the month, a personnel from the Office of
the Provincial Administrator (OPA) opens the Complaint
Box and compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the }
originating office and appropriate action shall be made. |
|

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-5550 loc. 321.

Contact Information of the Office of | MS. AGNES GRACE A. CARGAMENTO

the Provincial Administrator Provincial Administrator

Provincial Capitol Bldg., Barangay Il, City of San
Fernando, La Union

e-mail: adminoffice@launion.gov.ph

Tel No.: (072) 242-5550 loc. 321
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P R O VI N CI AL G O VE R NMENT
O F L A U NI O N




1. Issuance of Certified True Copies of Sangguniang Panlalawigan
Documents (i.e. Ordinance, Resolution, Committee Report, etc.)

The Office of the Sangguniang Panlalawigan, shall, under Title V, Article 1, Section 468 (c) (5) of
RA 7160 or the Local Government Code of 1991, furnish, upon request of any interested party,
certified copies of public character in his custody, upon payment to the Treasurer of such fees as
may be prescribed by ordinance.

Article 5, Section 153 of RA 7160 on Service Fees and Charges, provides that local government
units may impose and collect such reasonable fees and charges for services rendered.

Chapter 5, Article 1 of Tax Ordinance No. 115-2017 (Revised Revenue Code of the Province of La
Union) prescribes the amount to be charged as Secretary’s Fee for issuance of legislative
records.

Office of the Sangguniang Panlalaw:gan (Records Unit)/
Provincial Treasurer’s Office (Cash Receipts Unit)

Simple
G2C - Government to Citizen
All

None | None
1. Sign in the 1.1 Give Io?book None 2 minutes Guard on duty
Client Log Book | to the client.

located at the SP

lobby indicating |1 2 Checks body

name, address & |temperature of
contact number client, client uses

ggg I%ontact Par%dbs?r:utlzgr and
oot bath an
Have %IS/ her strictly follows the

Egrkré%e@t'iihfg be ‘I‘wptie:menthanltlon of
guard-on-duty for NoOFa%%e maesllé”
record purposes. | policy. é ake note
of thé date, time,
purpose, etc.).

2. Proceed to SP |2.1 Search None 8 minutes Administrative
Records and requested Assistant IV
fill-out Request document on
Form (SP 001-1). |database.

2.2 Present None 1 minute Administrative
Request Form to Assistant |V
the SP Secretary

for approval.
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2.3 Assess None 1 minute Administrative
ayment based on Officer V
he number of
pages of
requested
document sSP
Form 002-1).
2.4 Shall prepare None 5 minutes Administrative
the requested Assistant IV
document, print it
and certify It as
True Photocopy.
3. Proceed to the | 3. Issue a receipt P60.00/pa%_1e 12 minutes Revenue
Provincial based on the (Secretary’s Fee) Collection
Treasurer’s Office | Assessment Form Clerk I-
for payment of E}SP 002-1) issued Provincial
appropriate y the SP Staff. Treasurer’s
ecretary’s Fee. Office
4. Return to SP 4. 1 Check the None 5 minutes Administrative
Office for the Official Receipt. Assistant IV
prulocessm and
release o 4.2 Issue None 2 minutes Administrative
requested i
: eg olution/ I(gggﬁajst,itg% Assistant IV
ordinance upon i
resentationp_of gﬁgh’}ame o
icial Receipt ’
(OR) of payment.
Total P60.00/page 36 minutes

2. Forwarding/Furnishing of Copies of Approved Resolutions and Enacted
Ordinances to Concerned Offices /Agencies

Resolutions approved in the plenary duly signed by the Provincial Secretary and the Honorable
Vice Governor are forwarded to concerned offices/agencies for their information and guidance.

| Simple

Office of the Sangguniang Panlalawigan (Board Secretarial &
Administrative Unit)/LGUs/other agencies concerned

G2G — Government to Government

None

LGUs, NGAs

None
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1. Forward/ None Within the day Administrative
furnish copies of upon signi‘ng of Aide Il
approved/enacted approved of
and duly signed lution/
resolutions and FESOILUMON
ordinances to all ordi-nance
concerned offices
and agencies.
Fill out the SP 2. Collate None 10 minutes Administrative
Ordinances and | Tracking/ Aide Il
Resolutions Feedback Form.
Tracking/
Feedback Form
attached in the
transmittal letter
and forward the
same to the SP.
Total None 1 day

3. Forwarding to the Provincial Legal Officer for comments/recommendations
copies of Resolutions and Ordinances from Component LGUs for review of
the Sangguniang Panlalawigan

City/municipal ordinances/resolutions submitted for review to the Sangguniang Panlalawigan are
forwarded to the Provincial Legal Officer for consideration and to render legal opinion on its

validity or not.

Office of the Sangguniang Panlalawigan (Legislative
Research & Policy Unit)/Provincial Legal Office

Highly Technical

G2G - Government to Government

None

1. Forward to the
Provincial Legal
Office for legal
opinion copies of
resolutions and
ordinances from
component LGUs
for review of the
San??un[ang
Panlalawigan.

None

5 minutes

| Local Legislative
Staff Officer |l

PGLU | CITIZEN'S CHARTER

590



Inform the SPin |2. Track and None 10 days Local Legislative
writing of his monitor the Staff Officer Il
comments or submission/forwar
recommendations | ding of legal
, which may be cF:’pmlpnp the |
considered by the | Provincial Legal
San??ungang ) Officer to the ‘
Panlalawigan in | and submit
making its monthly status ‘
decision. report fo the SP
Secretary. |
Total None 10 days and ‘
5 minutes |

4. Posting and Publication of Ordinances

Office of the Sangguniang Panlalawigan (Board Secretarial &
Administrative Unit)

Simple

G2C — Government to Citizen

All

None

1. Invite, upon
instruction of the
Secretary, all
accredited =
publisher/editor-in
-chief of local
newspapers in the
province to.
participate in the
selection process
as to which
newspaper will
publish a
particular
ordinance.

None

None

20 minutes

Administrative
Assistant |V
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1. Sign in the 2.1 Give Io?book None 2 minutes Guard on Duty
Clien Lo? Book | to the clien
located at the SP
lobby indicating 2.2 Checks body
name, address & |temperature of
contact number |client, client uses
%for_contact hand sanitizer and
racm%) foot bath and
Have his/her strictly follows the
temperature be implementation of
taken by the “No Face Mask,
guard-on-duty for |No Face Shield”
record purposes. | policy. (Take note
of thé date, time,
purpose, etc.)
2. Proceed to 3.1 Conduct a None 30 minutes Administrative
BSAU for the raffle draw to Assistant IV
raffle of select which
corresponding newspaper to
ordinance. public the
ordinance.
3.2 Announce the None 1 minute Administrative
selected Assistant IV
newspaper.
3. Acquire a copy | 3.1Furnish a copy None 5 minutes Administrative
of the ordinance.” | of the ordinance Assistant IV
to be published to
the winning )
ublisher as basis
or publication.
3.2 Process the
payment for the
publication of the
enacted
ordinance.
Publish the 4.1 Prepare report None Administrative
enacted on the publication Officer |
ordinance at least | of ordinances.
twice within two
weeks.
Total None 58 minutes
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Inform the SPin |2. Track and None 10 days Local Legislative
writing of his monitor the Staff Officer Il
comments or submission/forwar
recommendations | ding of legal
which may be opinion of the
conmdere by the |Provincial Legal
??unlan Officer to the
Pan alawigan in | and submit
making its monthly status
decision. report fo the SP
Secretary.
Total None 10 daysand
5 minutes |

5. Issuance of Certificate of Appearance

Office of the Sangguniang Panlalawigan (Board Secretarial &
Administrative Unit)

~ Simple

G2C — Government to Citizen

All

None

None

1. Sign in the 1.1 Give Io?book None 2 minutes Guard-on-Duty
Client Log Book_ |to the clien |
located at the SP
lobby indicating 1.2 Take
name, address & | temperature of
contact number | client and record it
for contact on logbook.
racmg)
2. Personall 2. Issue None 3 minutes Guard-on-Duty
the Certificate Certificate of
Appearance Appearance.
Lo book
icating his/her ‘
name address
and pljirpose (SP
Total None 5 minutes |
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How to send a feedback?

Feedback and Complaints

Client fills out Customer Feedback Form handed by
Guard- on-Duty based on the services provided by the
officer concerned.

Client drops in the Suggestion Box provided found at the
SP Lobby.

Authoriz;d collector gathers Customer Feedback Form
every 5th day of the month and submits the same to the
Office of the Provincial Administrator.

OPA Personnel sort and collate the accomplished forms
and prepares consolidated reports of each department.

If there are negative comments on the services provided
by the office, SP focal person shall make an action plan
addressing such concerns and submits to the Provincial
Administrator for review and approval.

How to file a complaint?
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Client may formally file a verbal/written complaint against
a certain employee of the Sangguniang Panlalawigan
(SP) to the following, indicating the name of the
complained staff, incidence and date of incident:

SANGGUNIANG PANLALAWIGAN OFFICE
Tel No. :(072) 619-6379
Email: sangguniangpanlalawiganlaunion@gmail.com

OFFICE OF THE VICE GOVERNOR
Tel No.: (072) 888-4361
Email: vg.meco@gmail.com

OFFICE OF THE PROVINCIAL GOVERNOR
Tel. No.: (072) 888-3608;

CSC Hotline

Tel. No. :(072) 700- 5643; 1-6565
Cellphone No.: 0908-8816565

Email : csc_reg1@yahoo.com.ph;
email@contactcenterngbayan.gov.ph.

ARTA Hotline

Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph
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How to file a complaint?

How complaint is processed?

" Office of the President

National Citizens Complaint Hotline
Tel. No. : 8888

| Received complaints are validated by the Department

Head.

Call for a meeting with the concerned employee and
address the complaint.

Inform the complainant of the action/decision made on
the concerned employee.

Contact Information
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DONATO A. RIMANDO
Tel. No. (072) 619-6379

JANE T. FLORES
Tel. No. (072) 682-2083

TEODORA VIVIAN D. RIMANDO

Tel No. (072) 607-3234
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1. Request for Statistical Data

The Research and Statistics Unit (RSU) of the Office of the Provincial Planning and Development
Coordinator maintains and updates the Socio-Ecological Profile including the GAD Database of
the Province Government of La Union (PGLU). These are secondary data that are regularly
collected on a yearly basis from various government offices and private institutions operating in
the province. Once organized, processed and analyzed, these data could be used on various
researches and business cases on areas of study such as: a. Finance, b. Agriculture, c. Trade,
Industry and Tourism, d. Social Welfare, e. Health, f. Education, g. Housing, h. Peace and Order, i.
Environment, j. Infrastructure, k. Organization and Governance, and |. Demography and Economy.

Office of the Provincial Planning and Development
Coordinator — Research & Statistics Unit (OPPDC-RSU)

Simple
G2C- Government to Citizen

Students, Researchers, Academe, Financial Institutions,
Business Entities and Investors

e Request letter from the requesting party e Prepared by the requesting party and hand
addressed to the Governor (1 original copy). For | carried to the OPPDC

academic purposes, letters shall also be signed by

the Adviser.

e Routing slip e Office of the Provincial Governor

e E-mail address for forwarding of PDF of
requested data

1. Client fills-up |1.1Give logbook None 5 Minutes Guard on duty
the logbook to the client.
located at the _
entrance of the 1.2Record in the
PGLU Main logbook the
Building and temperature of the
observes the client.

minimum health
standards (i (f
wearing of face
mask and
temperature
check upon

entry).

2. Client submits |2.1Receive None 5 Minutes Executive
letter of data request letter, fill Assistant | (OPG)
ret%uest to Office | out and attach the
f the Provincial | routing slip.
Governor.

2.2Inform client to
roceed to
PPDC.
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3. Client

roceeds to
OPPDC and signs
in the logbook
located at the
entrance of the
Office.

3.1Give visitor’s
logbook to the
client.

3.2Get contact
details of the
client such as
email address and
phone numbers.

None

2 minutes

Administrative
Assistant |l!

4. Client presents
the request letter
at the OPPDC -
Administrative
Unit Receiving
Area.

5. Client obtains
the acknowledged
letter request and
walits for the
notification on the
status of the
request.

4 1Receive and
check the
completeness of
the requirements.

4.2Sign and
acknowledge the
receipt of the
letter.

| 5.1Hand over the |

acknowledged
letter request to
the Client.

5.2Notify client
that response to
the request will be
sent via email
within an hour and
30 minutes.

5.3Forward letter
request to the
Research and
Statistics Unit
(RSU).

5.4Return signed
routing slip to the
Office of the
Provincial
Governor.

None

None

5 minutes

10 minutes

Administrative
Assistant Il

Administrative
Assistant Il

5.5Evaluate the
request and
determine the
availability of data.

None

10 minutes

Statistician 1II/IV |

5.6Inform the
client on the
status of the
request and
whether the
requested data is
available or not.

None

5 minutes

Statistician Ill

6a. If the )
requested data is
not available,
client receives the
response letter on
recommended
data sources.

6a1. Prepare
pro-forma letter to
recommend other
data sources.
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10 minutes

Statistician Ill
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6a2. Review the
letter and validate
recommended
other data
sources.

None

5 minutes

Statistician 1V

6a3. Review and
sign the response
lefter.

None

5 minutes

PPDC

6a4.Scan and
email the signed
letter to the Client
together with the
link to Customer
Feedback and
Complaint Form.

None

10 minutes

Administrative
Assistant Il

6b. If the _
requested data is
available, the
client receives the
requested data
via email.

6b1. Prepare the
proforma letter
res;onse.
6b2.Prepare and
export the _
requested data in

ortable data
ormat (pdf).

6b2. Review the

letter response
and check
correctness and
completeness of
prepared data.

None

None

30 minutes

10 minutes

Statistician Ill

Statistician 1V

6b3.Review and
approve the letter
response and the
requested data for
release.

None

10 minutes

PPDC

6b4. Email the
signed letter and
requested data to
the Client toc};ether
with the link to the
Customer
Feedback and
Complaint Form.

None

10 minutes

Administrative
Assistant I

7. Client fills-up
and submits the
Customer
Feedback Survey
and Complaint
Form either
through:

a. hard copy .
form, submission
via designated
dropbox; or

7.1 Notify client to
acknowledge the
receipt of
requested data
and accomplish
the Customer
Feedback Survey
and Complaint
Form via Google
Forms.
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5 minutes

Administrative
Assistant Il
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b. online form
submission to the
Office of the
Provincial
Administrator
g)PAdmm) via
oogle Forms.

Total
a. Requested data is not available

b. Requested data is available
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None 1 hour &
12 minutes

None 1 hour &
42 minutes
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Feedback and Complaints

How to send a feedback? Client fills out Customer Feedback Form handed by
Administrative Officer Ill based on the services provided
by the officer concerned.

Client drops the form in the Suggestion Box found at the
PPDO Entrance.

How feedback is processed? Every end of the month, a staff from the Office of the
Provincial Administrator opens the Client Feedback Box,
and consolidates all feedback submitted, including
responses submitted via Google Forms.

Feedback that requires answers are forwarded or
returned to the originating office wherein they are
required to answer within three (3) days from the receipt
of the feedback.

The answer of the feedback is then relayed to the client.

For inquiries and follow-up, the client may contact the
Office at (072) 242-5550 local 234.

How to file a complaint? Answer the client complaint form and drop it at the box
located at the PPDO Entrance.

Complaints may also be filed thru the following:

OFFICE OF THE PROVINCIAL GOVERNOR
Tel. No.: (072) 888-3608;

CSC Hotline

Tel. No. :(072) 700- 5643; 1-6565
Cellphone No.: 0908-8816565

Email : csc_reg1@yahoo.com.ph;
email@contactcenterngbayan.gov.ph

ARTA Hotline
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888
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How to file a complaint?

" Client should provide the following:

Name of person being complained
Incident:
Evidence:

How complaint is processed?

Received complaints are validated by the Provincial
Planning and Development Coordinator (PPDC).

The PPDC shall call for a meeting with the concerned
employee and address the complaint.

Inform the complainant of the action/decision made on
with the concerned employee.

Contact Information
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MICHAELA LOUISE T. DELFINADO

Provincial Planning and Development Coordinator
(PPDC)

Tel. No. (072) 242-5550 local 234

DARIUS LEO A. CARGAMENTO

Assistant Pro Provincial Planning and Development
Coordinator (APPDC)

Tel. No. (072) 242-5550 local 234

GLO ANN B. MIRANDA
Supervising Administrative Officer
Tel No. (072) 242-5550 local 234
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1. Request for Layout

a. Simple lay-out

Request for certificates, signage, book cover, congratulatory tarpaulins, flyers, 1 social media card
and welcome banners

Provincial Information Office (PI1O)

~ Complex

Request Slip

Al Department, Department Heads

G2G —Government to Government

PIO

1. Register in the |1. Assist in the None 1 minute Administrative
logbook. registration and Officer Il

instruct the client . _

to use hand Administrative

sanitizer and Assistant ||

strictly follow the

implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.
2. Fill out Request | 2. Instruct the None 5 minutes Administrative
Slip. client to fill out all Officer Il

information o _

needed in the Administrative

Request Slip. Assistant Il
3. Submit the 3. Check the None 5 minutes Administrative
filled out Request |completeness of Officer Il
Slip and wait for 3 | filled out Request o .
days for the Slip and inform Administrative
notification of the |the client that he Assistant I
approval. will be notified of

the request

completed within

3 days.

4. The None 5 minutes Department Head

Department Head
shall approve the
request and
designate a staff
in charge for the
request execution.

(In case the
request is denied
the requestor shall
be informed of the
reason for the
denial)
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5. The la
artist shall
execute the layout
requested by the
client and submit
to the Dept. Head.

out

None

3 days

Lay out Artists

6. The
Department Head
shall review and
approve the
layout executed
by the Lay out
Artists.

7. The layout
artist shall
endorse the
approved layout
to the client.

None

5 minutes

s 5 minutes—

Department Head

Lay out Artists

4. Filling out
Customer
Feedback
Complaint form.

8. The )
administrative
assistant shall
rovide Customer
eedback
Complaint form to
the client and
instruct to fill out
the form and drop
in the suggestion
box for
consolidation.

None

2 minutes

Administrative
Assistant |

Total

None

3 days &
28 minutes

b. Complex lay-out
Request for series of social media cards, Infographic and Information Education and
Communication (IEC) materials, brochures, posters and guidelines and mechanics.

Provincial Information Office (PIO)

Complex

G2G —Government to Government

Request Slip

PIO

All Department, Department Heads, Different Local
Government Units (LGUs), Different Non-Governmental
Organizations (NGOs)
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1. Register in the
logbook.

1. Assist in the
registration and
instruct the client
to use hand
sanitizer and
strictly follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.

None

1 minute

Administrative
Officer Il

Administrative
Assistant ||

2. Fill out Request
Slip.

2. Instruct the
client to fill out all
information
needed in the
Request Slip.

None

5 minutes

Administrative
Officer Il

Administrative
Assistant Il

3. Submit the
filled out Request
Slip and wait for 7
days for the
notification of the
approval.

3. Check the
completeness of
filled out Request
Slip and inform
the client that he
will be notified of
the request
completed within
days.

None

5 minutes

Administrative
Officer Il

Administrative
Assistant Il

4. The
Department Head
shall approve the
request and
designate a staff
in charge for the
reques
execution.

(In case the
request is denied
the requestor
shall be informed
of the reason for
the denial)

None

5 minutes

Department Head |

5. The lay out
artist shall
execute the layout
requested by the
client and submit
to the Dept. Head.

None

7 days

Lay out Artists

6. The
Department Head
shall review and
approve the
layout executed
by the Lay out
Artists.

7. The layout
artist shall
endorse the
approved layout
to the client.

None

None

5 minutes

_é minutés

Department Head |

_Lay out Artists
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4. Filling out
Customer
Feedback
Complaint form.

8.The
administrative
assistant shall
rovide Customer
eedback
Complaint form to
the client and
instruct to fill out
the form and drop
in the suggestion
box for
consolidation.

None

21 minutes '

Administrative
Assistant ||

Total

None

7 days and
28 minutes

2. Request for Logo Animation

Request to create animation for approved logo/design (transmitted in .PSD format by the
requesting client) to serve as reel/logo animation for special events/audio visual presentations.
The output is a logo animation (in .mp4 format/ google drive link) with less than 1-minute Total

Running Time.

" Provincial Information Office (P10O)

Complex
G2G —Government to Government

Request Slip

All Department, Department Heads

1. Registerin the | 1. Assist in the None 1 minute Administrative
logbook. registration and ' Officer Il
instruct the client I . _
to use hand Administrative
sanitizer and Assistant |l
strictly follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
2. Fill out 2. Fill out None 1 minute Administrative
Request Slip. Request Slip. Officer Il
Administrative
Assistant I
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3. Submit the
filled out Request
Slip and wait for 2
days for the
notification of the
approval.

3. Check the
completeness of
filled out Request
Slip and inform
the client that he
will be notified if
the request is
completed.

None

1 minute

Administrative
Officer Il

Administrative
Assistant ||

4. The
Administrative
Assistant shall
record the request
in the record
tracker.

None

1 minute

Administrative
Assistant ||

5. The
Administrative
Assistant shall
forward the
request slip to the
Department Head
for review.

None

1 minute

Administrative
Assistant |l

6. The
Department Head
shall approve the
request and
designate a staff
in charge for the
reques
execution.

(In case the
request is denied
the requestor
shall be informed
of the reason for
the denial)

None

1 minute

Department Head

2. The video
animator shall
draft the video
animation
requested by the
client.

None

1 day

Video animator

8. The video

animator shall

Fhresent draft to
e

supervisor/Depart
Head. The
animator shall
incorporate the

revisions
accordingly.

None

1 day

Video animator
Information
Officer
(SLIJ_Perwsor)
Department Head
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4. Filling out
Customer
Feedback

Complaint form.

9. The video
animator shall
resent draft to
he client. The
client may request
a maximum of 2
revisions. The
animator shall
incorporate the
revisions
accordingly.

None

2 days

Video animator
Information
Officer
(Supervisor)

10. The video
animator shall
endorse the
approved video
animation to the
client (in .mp4
formatf ﬂoogle
drive lin

111.The

administrative
assistant shall
Erowde Customer
eedback
Complaint form to
the client and
instruct to fill out
the form and drop
in the suggestion
box for
consolidation.

None

None

5 minutes

_2 r_nin_utes

Video animator
Information
Officer
(Supervisor

Administrative
Assistant ||

Total

None

4 days &
17 minutes

3. Request for Video/Slideshow Editing

Request to produce video material that utilizes file videos/photos for the purposes of PPA
presentation, or audio-visual presentations (AVP) for special events. The video editing will be
processed via applicable video editing software (Adobe Premiere Pro) with minimal special effects
processed through specialized software (Adobe After Effects). The video material shall utilize
simple background music (instrumental/vocal). No scriptwriting/narration/storytelling shall be
required. The expected output is an AVP (in .mp4 format or google drive link) with not more than
five minutes Total Running Time.

Provincial Information Office (P10)

Complex

G2G —Government to Government

Request Slip

All Department, Department Heads

PIO
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1. Reqister in the
logbook.

1. Assist in the
registration and
instruct the client
to use hand
sanitizer and
strictly follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.

None

Administrative
Officer Il

Administrative
Assistant ||

1 minute

2. Fill out Request
Slip.

2. Instruct the
client to fill out all
information
needed in the
Request Slip.

None

Administrative
Officer Il

5 minutes

Administrative
Assistant Il

3. Submit the
filled out Request
Slip and wait for 2
days for the
notification of the
approval.

3. Check the
completeness of
filled out Request
Slip and inform
the client that he
will be notified if
the request is
completed.

None

Administrative
Officer Il

1 minute

Administrative
Assistant |l

4. The )
Administrative
Assistant shall
record the request
in the record
tracker.

None

Administrative
Assistant |l

1 minute

5. The
Administrative
Assistant shall
forward the
request slip to the
Department Head
for review.

None

Administrative
Assistant |l

1 minute

6. The
Department Head
shall approve the
request and
designate a staff
in charge for the
reques
execution.

(In case the
request is

denied the
requestor shall be
informed of the
reason for the
denial.)

None

1 minute Department Head |

7. The video
editor shall
Prepare a draft of
he video material
requested by the
client.
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8. The video
editor shall
Phrgsent draft to

supervisor/Depart
Head. The editor
shall incorporate
the revisions
accordingly.

None

2 days Video editor
Information
Officer
(Supervisor)
Department Head

9. The video
editor shall
resent draft to
he client. The
client may request
a maximum of 2
revisions. The
editor shall
incorporate the
revisions
accordingly.

10. The video
editor shall
endorse the
approved video
edited to the
client.

None

None

2 days Video editor
Information

Officer
(Supervisor)

5 minutes Video editor

4. Filling out
Customer
Feedback

Complaint form.

11.The
administrative
assistant shall
rovide Customer
eedback
Complaint form to
the client and
instruct to fill out
the form and drop
in the suggestion
box for
consolidation.

Total

None

None

2 minutes Administrative

Assistant |l

inutes

-0
~Ng
39

ys and
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4. Request for Special Video/Film Production

Request to produce special video/film output that primarily utilizes video/photo materials obtained
through pre-scheduled production, and/or file photos/videos, for the purposes of PPA presentation
or audio-visual presentations (AVP) for special events. The video editing will be processed via
applicable video editing software (Adobe Premiere Pro) and incorporated with special effects
processed through specialized software (Adobe After Effects). The requesting client shall provide
comprehensive data/information that serve as basis for the concept development/scriptwriting/VO
narration. For the audio bed, the material shall utilize a combination of pre-recorded voice-overs,
instrumental/vocal music, and other special audio effects. The expected outputs are: concept
paper; scriptwriting; voice-over recording; an AVP (in .mp4 format or google drive link) with not

more than five minutes Total Running Time.

Provincial Information Office (PI1O)

Highly Technical

Request Slip

G2G —Government to Government
All Department, Department Heads

1. Register in the | 1. Assist in the None 1 minute Administrative
logbook. registration and Officer Il

instruct the client o _

to use hand Administrative

sanitizer and Assistant ||

strictly follow the

implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.
2. Provide 2. Instruct the None 5 minutes Administrative
Request Slip to client to fill out all Officer Il
the client. information i _

needed in the Administrative

Request Slip. Assistant I
3. Submit the 3. Check the None 1 minute Administrative
filled out Request |completeness of Officer Il
Slip and wait for 2 | filled out Request o .
days for the Slip and inform Administrative
notification of the |the client that he Assistant I
approval. will be notified if

the request is

completed.

4. The ) None 1 minute Administrative

Administrative Assistant Il

Assistant shall

record the request

in the record

tracker.

PGLU | CITIZEN'S CHARTER
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5. The
Administrative
Assistant shall
forward the
request slip to the
Department Head
for review.

None

1 minute

Administrative
Assistant ||

6. The
Department Head
shall approve the
request and
designate a staff
in charge for the
reques
execution.

(In case the
request is denied
the requestor
shall be informed
of the reason for
the denial.)

None

1 minute

Department Head

7. The production
team (concept
developer,
scriptwriter )
shooter, VO artist,
video editor) shall
a draft of the
video animation
requested by the
client.

8. The production
team presents
draft to the
supervisor/Depart
Head. The team
shall incorporate
revisions
accordingly.

9. The production
team shall

resent draft to

he client. The
client may request
a maximum of 2
revisions. The
editor shall
incorporate the
revisions
accordingly.

None

None

None

10 days

2 days

3 days

Concept
developer
Scriptwriter
~ Shooter
Voice Over Artist
Video editor

Video editor
Information
Officer
(SLIJ_PerVISOT)
Department Head

Video editor
Information
Officer
(Supervisor)

The video editor
shall endorse the
approved video
edited to the
client.
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4. Filling out 11.The None 2 minutes Administrative

Customer administrative Assistant |l
Feedback assistant shall
Complaint form. Erowde Customer

eedback

Complaint form to
the client and
instruct to fill out
the form and drop
in the suggestion
box for
consolidation.

Total None 10 days and
22 minutes

5. Request for Photo/Video Documentation

Request to document PGLU events/PPAs. Request should come in at least two (2) days before
the scheduled event. Expected outputs are: (1) photo documentation of the event. (2) video
documentation of highlights of the event (3) if applicable, photo/press rrelease of the event/PPA.

Provincial Information Office (PI1O)

- Complex ]
G2G —Government to Government

All Department, Department Heads

Request Slip PI1O
1. Reglster inthe |1.Assistin the None 1 minute Administrative
logbook. registration and Officer Il
instruct the client o _
to use hand Administrative
sanitizer and Assistant I

strictly follow the
implementation of
“No Face Mask,
No Face Shleld
No Entry” policy.

2. Fill out Request 2. Instruct the None 5 minutes Administrative

Slip. client to fill out all | Officer Il
information | o _
needed in the Administrative
Request Slip. Assistant Il
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3. Submit the
filled out Request
Slip and wait for 2
days for the
notification of the
approval.

3. Check the
completeness of
filled out Request
Slip and inform
the client that he
will be notified if
the request is
completed.

None 1 minute

Administrative
Officer Il

Administrative
Assistant |l

4. The
Administrative
Assistant shall
record the request
in the record
tracker.

Administrative
Assistant shall
forward the
request slip to the
Department Head
for review.

None 1 minute

_‘I minute

Administrative
Assistant |l

Administrative
Assistant |l

6. The
Department Head
shall approve the
request and
designate a staff
in charge for the
reques
execution.

(In case the
request is denied
the requestor
shall be informed
of the reason for
the denial.)

T
otographer
gha[l egxegute the
event/PPA
documentation on
scheduled date.
The photographer
shall turnover files
to writer for
press/photo
release, if
applicable.

None 1 minute

None 4 days

Department Head |

Photographer

8. The
Department Head
shall review the
Photos produced
or photo/press
release.
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9. The writer
shall release the
photos to media
partners.

None

1 minute

Writer

4. Filling out
Customer
Feedback

Complaint form.

10.The
administrative
assistant shall
rovide Customer
eedback
Complaint form to
the client and
instruct to fill out
the form and drop
in the suggestion
box for
consolidation.

None

2 minutes

Administrative
Assistant ||

Total

PGLU | CITIZEN'S CHARTER
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Feedback and Complaints

How to send a feedback?

Answer the client feedback form and drop it at the box
located at the PIO Assistance Desk.

How feedback is processed?

How to file a complaint?

PGLU | CITIZEN'S CHARTER

Every end of the month, personnel from the Office of the
Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
242-2467 and/or 619-5075.

| Answer the client complaint form and drop it at the box

located at the Library Circulation Area.

Complaints may also be file thru telephone at (072)
607-4286 or email at launoionlibrary@gmail.com

Provincial Information Office
Tel. No. : (072) 242-5550 local 287
Email : info@launion.gov.ph

Office of the Provincial Governor
Tel. No. : (072) 888-3601; (072) 888-6035
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline

Tel. No. : 8888
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How to file a complaint?

| Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, personnel from the Office of the

Provincial Administrator opens the Complaint Box and
compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the

originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4286.

Contact Information of the Office of
the Provincial Information Officer

PGLU | CITIZEN'S CHARTER

MR. ADAMOR L. DAGANG

Provincial Information Officer

Provincial Capitol Bldg., Barangay II, City of San
Fernando, La Union

Tel No.: (072) 888-2797
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A.Issuance of Library Access Card

The La Union Provincial Library requires all the clients to register and get library access card to
avail the different services and to access library collections.

La Union Provincial Library

Simple
G2G —Government to Government
~ G2C - Government to Citizen

1 Valid Identification Card ' School, Company, BIR, NBI, Post Office,

PhilHealth, Pag-lbig, SSS, GSIS, PRC

1. Register inthe | 1. Assistin the None 1 minute Administrative
logbook. registration and Aide V
advice client to o
use hand sanitizer | Librarian |
and strictly follow o
the Librarian IlI
implementation of
“No Face Mask,
No Face Shleld
No Entry” policy.
12, Provide valid |2. Validation and None 5 minutes Administrative
Identification card | encoding of Aide V
at the library client’s personal -
reception area. information. Librarian |
, Librarian Il
3. Receive the 3. Orient the None 1 minute Administrative
Library Access client on the Aide V
Card with Proper usage of o
barcode. he Ilbrary access Librarian |
card
Librarian IlI
Total None 7 minutes

B. Reader’s Service

In-House Reading
This service allows clients to use different reading resources of the library in the reading area.

La Union Prownmal lerary

" Slmple
G2G —Government to Government
G2C — Government to Citizen

All

620
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Library Access Card

Library Circulation Area

1. Scan the 1. Assistin the None 1 minute Administrative
library access registration and Aide I
card provided. advice client to
use hand sanitizer Administrative
?hnd strictly follow Aide V
e
implementation of Librarian |
“No Face Mask, o
No Face Shield, Librarian Il|
No Entry” policy.
2. Use the Online 2. Assist client in None 1 minute Administrative
Public Access using the Online Aide I
Catalogue to Public Access e _
select a book. Catalogue. Administrative
Aide V
Librarian |
Librarian IlI
3. Locate books |3. Assist client at None 2 minutes Administrative
at the bookshelf | the bookshelf Aide I
and proceed to area. o _
the reading area. Administrative
Aide V
Librarian |
| Librarian IlI
4. Return 4. Instruct client None 1 minute Administrative
borrowed books | of designated Aide Il
at the designated | carrels. N _
carrels. Administrative
Aide V
Librarian |
Librarian Il
Total None 5 minutes
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C. Reader’s Service

Home-Loan Reading
This service allows all clients provided that they have a valid Identification card to borrow a book.
This also allows the library to keep track of the location and availability of all library materials.

La Union Provincial Library

Simple

G2G —Government to Government
G2C - Government to Citizen

Al

1 Valid Identification Card

1 Valid Identification Card

School, Company, BIR, NBI, Post Office,
PhilHealth, Pag-lbig, SSS, GSIS, PRC

Library Circulation Area

1. Scan the 1. Assist in the None 1 minute Administrative
library access reqgistration and Aide |l
card provided. advice client to
use hand sanitizer Administrative
?hnd strictly follow Aide V
implementation of Librarian |
“No Face Mask, o
No Face Shield! Librarian IlI
No Entry” policy.
2. Use the Online | 2. Assist clientin | None 1 minute Administrative
Public Access using the Online Aide Il
Catalogue to Public Access L
select a book. Catalogue. Administrative
Aide V
Librarian |
Librarian IlI
3. Locate books |3 Assist client at None 2 minutes Administrative
at the bookshelf | the bookshelf Aide I
and proceed to area. o .
the reading area. Administrative
Aide V
Librarian |
Librarian IlI
4. Proceed to the 4. Register the None 2 minutes Administrative
library reception | book/s borrowed Aide I
area to check-out |at the KOHA o _
books and Inte rated Library Administrative
provide valid ID. | System ¥ Aide V
scannln he =
barcode/s of the Librarian |
book/s.
Librarian [II
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4 1 Fill-out book
card/s and
rovide valid

dentification card.

4 1 Get filled-out
book card/s and
get valid
identification card.

Total

None

6 minutes

D. Books Return Service

When the user returns a borrowed book back to the library, the entry for his/her borrowing action
must be updated with the date returned. Also for book entry; the number of available copies of the

books must be incremented.

La Union Provincial Library

Simple

G2G —Government to Government
G2C - Government to Citizen

All

Library Access Card

Library Circulation Area

1. Scan the 1. Assist in the None 1 minute - Administrative
library access registration and Aide I
card provided. advice client to o _

use hand sanitizer Administrative

tahnd strictly follow Aide V

=

implementatlon of Librarian |

“No Face Mask ) )

No Face Shield, Librarian Il

No Entry” policy.
2. Return the 2. Scan the None 1 minute Administrative
book/s at the barcode/s of the Aide I
library reception | book/s returned at \ o _
area. the KOHA Administrative

Integrated Library \ Aide V

System. | o

| Librarian |

2.1Get filled-out o

book card/s and Librarian IlI

mark returned.

2.2Return the

valid ID of the

client. l

Total None 2 minutes '1
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E. Internet Service

In the modern world of information explosion, internet has become necessity for the libraries.
Thus, the La Union Provincial Library provides free internet access to clients.

La Union Provincial Library

Simple

G2G —Government to Government
G2C — Government to Citizen

All

Library Access Card

Library Circulation Area

1. Scan the 1. Assistin the None 1 minute Administrative
library access registration and Aide Il
card provided. advice client to
use hand sanitizer Administrative
?hnd strictly follow Aide V
e
implementation of Librarian |
“No Face Mask, o
No Face Shield, Librarian IlI
No Entry” policy.
2. Proceed to the 2. Assist client to None 1 minute Administrative
computer usage | the e-library area Aide Il
area if there is'an | or let client'wait. o .
available unit or Administrative
walit for your turn. Aide V
Librarian |
Librarian IlI
3. Use computer |3. Assist in the None 1 hour Administrative
for research access of Aide I
urpose for 1 computer and . _
our. monitor usage. Administrative
Aide V
Librarian |
.. _ _ Librarian IlI
4. Proceed to the |4. Check-out the None 1 minute Administrative
library reception | client or check-in, Aide Il
area after an hour | for another hour if
to check-out or no client is Administrative
ask for another = |waiting. Aide V
hour if no client is o
waiting. Librarian |
. Librarian IlI
None 1 hour & 3 minutes

Total
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F. Online Library Inquiry Service

The Online Library Inquiry Service aims to assists and provide specific answers to library-related
inquiry of clients and find out if reference materials needed are available before visiting the library.

La Union Provincial Library

Simple
G2G —Government to Government
G2C — Government to Citizen

All

None Not Applicable
1. Goto 1. Monitor the None 1 minute Administrative
bit.ly/LibraryLU. | Online Library Aide V

Inquiry Service. n -

Librarian |

2. Fill out the 2. Instruct the None 2 minutes Administrative
required. client to fill-out the Aide V
information in the |required ) )
google form. information in the Librarian |

google form.
3. Enter the 3. Instruct the None 1 minute Administrative
library-related client to review Aide V
quesfion/s and and send the o
click submit. question/s by Librarian |

clicking the submit

button.
4. Check the 4. Instruct the None 1 minute Administrative
email address client to check Aide V
provided for the | his/her email for o
answer/s in 1-2 the answer/s. Librarian |
days.
5. Proceed to the 5. Instruct the None 1 minute Administrative
library when client to proceed Aide V
needed. to the library. o

Librarian |

6. Register atthe 6. Assistin the None 1 minute Administrative
logbook. registration and Aide V

advice client to o

use hand sanitizer Librarian |

tahnd strictly follow

=

implementation of

“No Face Mask,

No Face Shield,

No Entry” policy.

Total None 7 minutes

PGLU | CITIZEN'S CHARTER
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the box

located at the Library Circulation Area.

How feedback is processed?

How to file a complaint?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Feedback Box and
compiles and records all feedback submitted.

Feedback that requires answers are forwarded or
returned to the originating office and they are required to
answer within three (3) days of the receipt of the
feedback.

The answer of the feedback is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4286.

Answer the client complaint form and drop it at the box
located at the Library Circulation Area.

Complaints may also be file thru telephone at (072)
607-4286 or email at launoionlibrary@gmail.com

Provincial Information Office
Tel. No. : (072) 242-5550 local 287
Email : info@launion.gov.ph

Office of the Provincial Governor
Tel. No. : (072) 888-3601; (072) 888-6035
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No. : (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No. : 8888

PGLU | CITIZEN'S CHARTER
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How to file a complaint?

" Client should provide the following:

Name of person being complained
Incident
Evidence

How complaint is processed?

Every end of the month, a personnel from the Office of
the Provincial Administrator opens the Complaint Box
and compiles and records all complaints submitted.

The complaint shall be evaluated and a report shall be
made to conduct investigation.

Results of the investigation shall be provided to the
originating office and appropriate action shall be made.

The action is then relayed to the citizen.

For inquiries and follow-up, citizen may contact (072)
607-4286.

Contact Information of the La Union
Provincial Library

PGLU | CITIZEN'S CHARTER

MR. ADAMOR L. DAGANG

Provincial Information Officer

Provincial Capitol Bldg., Barangay II, City of San
Fernando, La Union

Tel No.: (072) 888-2797

MS. MARISSA D. ACOSTA

Librarian Il — La Union Provincial Library

5th Floor, LUPAC Building, City of San Fernando, La
Union

Tel No.: (072) 607-4286

e-mail: launionlibrary@gmail.com
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I. ISSUANCE OF SPORTS EQUIPMENT, TROPHIES AND MEDALS.
(EXTERNAL SERVICE)

We serve clients coming from different requesting Local Government Units, schools, various
Agencies/Associations and other individuals.

Transport, Supply and Property Management Unit

Simple
G2C - Government to Citizen
G2G - Government to Government

All

Approved Letter Request from Office of the ' Office of the Governor
Governor
Approved stub from the Office of the Governor

1. Client shall Guard on duty, None 1 minute Guard on Duty
proceed to the checks body
uard at the temperature of
apitol Lobby for |client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy.
2. Submit the Receive the None 1 minute Administrative
approved request approved request Aide Ill, ARMU
letter and stu letter and stub.
from the OPG.
Forward the None 1 minute Administrative
a;ﬁ)roved request Aide Ill, ARMU
letter and stub to
TSPMU.
4. Wait for the Prepare and issue None 2 minutes Administrative
issuance of the Officer |, TSPMU
acknowledgement  acknowledgement Administrative
receipt. receipt for the Officer Ill, TSPMU
requested item &
forward to PGSO
for signature.
5. Wait for the Sign the None 1 minute Provincial General
notation of acknowledgement Services Officer
acknowledgement | receipt an
receipt. forward to
TSPMU. _
6. Wait for the Issue requested None 10 minutes Administrative
issuance of items | items. Aide |, TSPMU
requested.
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7. Receive the Record and file None 1 minute Administrative

requested items e Officer Il
‘and sign acknowledgement
Acknowledgement | receipt.

Receipt. |

Total None 17 minutes

. ISSUANCE OF WASTE MATERIAL REPORT (INTERNAL SERVICE)
| Transport, Supply & Property Management Unit

Simple
G2G - Government to Government

All Provincial Government of La Union Offices and
District Hospitals

Pre/Post Repair Inspection Report Provincial General Services Office
Job Order Estimate External Provider
Purchase Order End-user
Official Receipt External Provider
1. Client shall Guard on duty, None 1 minute Guard on Duty
proceed to the checks body
uard at the temperature of

apitol Lobby for | client, client uses

registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask, |
No face Shield,

No Entry” policy.

3. Submit the Inspect and None 5 minutes Administrative

waste materials | prepare the waste Aide |V, Transport,

for inspection. material report, Supply & Propert
initial and forward Management Uni
to Property (TSPMU)
Officer.

3. Submit the Inspect and None 2 minutes Administrative

waste materials | prepare the waste Aide |V, Transport,

for inspection. material report, | Supply & Propert
initial and forward Manqlgéament Uni
to Property ' (TSPMU)
Officer.
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4. Wait for the Inspect and sign None 2 minutes Administrative
issuance of the Report of Officer lll,
Report of Waste | Waste Materials | Transport, Supply
Materials. and forward to & Property
Provincial General . Manqlgéement Unit
Services Officer (TSPMU)
(PGSO) for
Indorsement.
5. Wait for the Sign the None 1 minute ' Provincial General
issuance of indorsement letter | Services Officer
Report of Waste |tothe (PGSO)
Materials. Commission on
Audit (COA) for
proper action.
6. Receive the Record, file and None 1 minute Administrative
duly signed report release report of 'Aide lll, Transport,
of waste material. ' waste material Supply & Protpert_Y
Mana_ul%amen uni
(TSPMU)
Total None 11 minutes

Il. ISSUANCE OF PROPERTY ACKNOWLEDGEMENT RECEIPT
(INTERNAL SERVICE)

Transport, Supply & Property Management Unit

Simple
G2G - Government to Government

All Provincial Government of La Union Offices and
District Hospitals

'Approved Purchase Order ' Originating Office/Department concerned
Inspection and Acceptance Report Provincial General Services Office
Delivery Receipt and/or Official Receipt and/or External Provider

Sales Invoice

1. Client shall Guard on duty, None 1 minute ' Guard on Duty
proceed to the checks body
uard at the temperature of

apitol Lobby for | client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy.
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Receive the

1 minute

Administrative

632

2. Submit the None )
required documents and Aide ll, Transport,
documents. forward to Supply & Propert
Transport,Supply Manqlgéament Uni
& Property _ (TSPMU)
Manaﬁement Unit
(TSPMU).
3. Wait for the Prepares Property None 5 minutes Administrative
Propert;i Acknowledgement Aide |V,
Acknowledgment |receipt an Transgort,SuppIy
Receipt. forward to & Property
Property Officer Manem_lgéament Unit
for initial. (TSPMU)
Administrative
Officer llI,
Transport, Supply
& property
Manqlgéement Unit
(TSP
4. Receive the Release Property None 1 minute Administrative
Propertsf Acknowledgement Aide Il Transport,
Acknowledgement | Receipt. Supply & Propert
Receipt. Manargéement Uni
(TSPMU)
‘5. Return signed |Receive, record None 1 minute Administrative
Propem{ and forward the Aide llIl, Transport,
Acknowledgement | signed Property Supply & Propert
Receipt. Acknowledgment Manq'géament Uni
Receipt to the (TSPMU)
Transport, Supply
& Property ,
Manalaement Unit
(TSPMU).
6. Wait for the Review the signed None 5 minutes Administrative
issuance of PAR. |Propert Officer llI,
Acknow edgement TransBort, Supply
Receipt (PAR) & Property
and forward to Manqrc_;éement Unit
Provincial General (TSPMU)
Services Officer
SO) for
notation.
7. Wait for the Sig!(n the Property None 1 minute Provincial General
issuance of Acknowledgement Services Officer
Property Receipt. (PGSO)
Acknowledgement
Receipt (PAR).
8. Receive duly | Record, file & None 1 minute Administrative
signed Property |release Property Aide lll, Transport,
Acknowledgement | Acknowledgement Supply & Propert
Receipt. Receipt. manam_rgst.ement Uni
(TSPMU)
Total None 16 minutes
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lll. ISSUANCE OF CLEARANCE (INTERNAL SERVICE) FOR MATERNITY,
TRAVEL ABROAD, LAST SALARY, TERMINAL LEAVE, RESIGNATION AND

TRANSFER

Transport, Supply and Property Management Unit

Simple

_ G2C - Government to Citizen

All

Clearance Form and Receipt

Provincial Treasurer’s Office

1. Client shall Guard on duty, None 1 minute Guard on Duty
proceed to the checks body
uard at the temperature of
apitol Lobby for |client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy.
2. Submit Receive, record & None 1 minute Administrative
clearance form. forward clearance Aide lIl, Transport,
to Transport, Supply & Propert
Supply & Propert Managlgéement Uni
Manalaement Uni (TSPMU)
(TSPMU).
3. Wait for the Review the None 2 minutes Administrative
review of Property | Electronic-New Aide |V, Transport,
Accountability. Government Supply & Propert
Accounting Manargéement Uni
S?(stemfProperty, (TSPMU)
Plant &
Equ%ment
(e-NGAS)/PPE for
propert¥ N
accountability.
4. Wait for the *if with None 2 minutes Administrative
Propertgf accountability, Aide 1V, Transport,
Acknowledgment |prepare Supply & Propert
Receipt. e-Property Manargéement Uni
Acknowledgement (TSPMU)
Receipt (Re-PAR) o .
and Property. Administrative
Transfer Report Officer llI,
SPTR) and forward TransBort, Supply
o Property Officer & Property
for review and Mana_||géament Unit
initial. (TSPMU)
*if none, proceed
to step 6.
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IV. ISSUANCE OF PROPERTY RETURN SLIP (INTERNAL SERVICE)

Transport, Supply and P_ropay Management Unit :

Simple
G2C - Government to Citizen

All Provincial Government of La Union Offices and
District Hospitals

Letter Request for Return of Property _ End User

1. Client shall Guard on duty, None 1 minute Guard on Duty
proceed to the checks body
uard at the temperature of
apitol Lobby for |client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy.
2. Submit the Receive the letter None 1 minute Administrative
letter request. request and Aide lll, Transport,
forward to Supply & Propert
Transport, Supply Mana_||gsement Uni
& Property _ (TSPMU)
Manalaement Unit
(TSPMU).
3. Wait for the Prepare the None 5 minutes Administrative
Pr,operlg_\y Return | Property Return Aide |V, Transport,
Slip (PRS). Slip (PRS) and Supply & protperty
forward to Mana_||géemen Unit
Prolgerty Officer (TSPMU)
for Review. o _
Administrative
Officer llI,
Transport, Supply
& property
Manag%ament Unit
_ (TSPMU)
4. Receive Release the None 1 minute Administrative
Property Return | Property Return Aide Ill, TSPMU
Slip for signature | Slip (PRS).
of end-user.
5. Return signed | Receive, record None 1 minute Administrative
Pr_operH Return | and forward the Aide Ill, Transport,
Slip %P S). signed Pr_opertd Supply & Propert
together with the | Return Slip (PRS) Manalgsement Uni
Property _ |to the Transport, (TSPMU)
(items/articles), if | Supply & Propert¥
applicable. Manalaement Uni
(TSPMU).
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6. Submit Inspect the None 5 minutes | Administrative

‘property for [Jropert y against ' Officer llI,
inspection. he mformatlon in ' Transport, Supply
the Property & Property
Return Sli (PRS) Manqlgéement Unit
and sign the (
Prope Return
Slip (PRS) and

forward to the
Provincial General
Sennce)s Officer

(PGSO
7. Wait for the Review Prope% None 1 minute Provmmal General
Pr_operar Return  |Return Sli % Services Officer
Slip (PRS). and certlfy recelp (PGSO)
‘8. Receive the Record, file and None 1 minute | Administrative
'signed Property | release duly |Aide lll, Transport,
Return Slip signed Property 'Supply'& Propert
(PRS). Return Slip. Manargéement Uni

Total None 16 minutes

V. PREPARATION OF REQUISITION ISSUE SLIP (INTERNAL SERVICE)

Transport, Supply and Property Management Unit
Simple
G2G - Government to Government

All Provincial Government of La Union Offices and
District Hospitals

Requisition Issue Slip ' Provincial General Services Office
1. Client shall Guard on duty, None 1 minute ' Guard on Duty
proceed to the checks body
uard at the temperature of

apitol Lobby for |client, client uses
registration using | hand sanitizer and
the logbook. foot bath and
strictly follows the
implementation of
“No Face Mask,
No face Shield,
No Entry” policy.
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2. Submit the

Receive the

1 minute

Administrative

None
duly Reqwsmon Issue Alde I, Transport,
accomplished Slip (RIS) and pply'& Prop ert¥
Requisition and forward to Manalgéament Un
Issue Slip (RIS) in | Transport, Supply
accordance wit & Propert ,
the Office Project Manaﬁement Unit
Procurement (TSPMU).
Management Plan
PPMP).
3. Wait for the Review None 5 minutes Administrative
aRp proval of Requisition Issue Officer | (Supply
eqwsmon Issue |Slip (RIS) and Officer)
Slip (R check the items
listed against the
Project
Procurement
Management Plan
) and affix
initial for approval
of the Provincial
General Services
Officer (PGSO).
4. Wait for the Approve the None 1 minute Provincial General
aRp proval of release of Services Officer
equusmon Issue |requested items. (PGSO)
5. Receive the Issue suc!Jplles None 1 hour (depending  Administrative
‘supplies per indicated on the on the volume of Aide VI
quantity issued. Reqwsmon Issue supplies being Administrative
Slip. issued) Ofﬂceg 1] (S)upply
Acknowledge Record and file None 1 minute ~ Administrative
the issued items. | the Requisition Officer |
Issue Slip.
Total None 1 hour & 9 minutes
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How to send a feedback?

Feedback and Complaints

Answer the client feedback form and drop it at the
designated drop box near the entrance door of the
Provincial General Services Office.

How feedback is processed?

How to file a complaint?

Every end of the month, the Customer Feedback Focal
Person from the Office of the Provincial Administrator
(OPA) opens the drop box being witnessed by the
Customer Feedback Focal person of the PGSO and
compiles and records all feedback submitted.

For inquiries and follow-up, citizen may contact (072)
687-1557 or (072) 242-5550 Local 310 and 319.

| Answer the client Complaint Form and drop it at

designated drop box near the entrance door of the
Provincial General Services Office.

Complaints may also be filed thru telephone at:

Office of the Provincial Governor:
Tel. No.: (072)888-3608;(072) 888-6305, (072) 888-4453
Email: govpacoy@launion.gov.ph

Provincial General Services Office:
Tel. No.: (072) 687-1557 or (072) 242-5550 local 310,319
Email: pglu_pgso@gmail.com

Civil Service Commission Hotline:
Tel. No.: (072) 700-5643
Email: csc reg1@yahoo.com.ph

ARTA Hotline:
Tel. No.: (02) 8478-5091
Email: complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No.: 8888

How complaints are processed

The Complaints Officer evaluates each complaint. Upon
evaluation, the Complaints Officer shall start the
investigation and forward the complaint to the identified
Office for their explanation and action plan. Copy of the
Action Plan will be submitted to the Office of the
Provincial Administrator.
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Contact Information of Provincial
General Services Office (PGSO)
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' MR. ARVIN C. CAMACHO

Acting PGSO

Provincial Capitol Bldg., Barangay I, City of San

Fernando, La Union

Email: pglu_pgso@gmail.com

Tel No.: (072) 687-1557
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Office of the Provincial Legal Officer

Simple

G2G — Government to Government
G2C- Government to Citizen

PGLU employees; different LGUs

30 Seconds

1. Register in the |Interview the None

PLO Logbook. client and advise
him to use hand
sanitizer and
strictly follow the
implementation of
“‘No Face Mask,
No Face Shield,
No Entry” policy.

Give the client a
Customer
Information Sheet
(CIS). If too many
clients, in
observance of
Social Distancing
Policy, the PLO
staff instructs the
clients to stay and
sit outside while
waiting for their
turn.

All PGLU Departments and District Hospitals; walk in clients;

Administrative
Aide I/
Administrative
Aide |

2. Fill out the CIS | Instruct the client None
indicating the to approach the
purpose. personnel in
charge of the
service needed.

1 Minute

Administrative
Aide I/
Administrative
Aide |

3. Proceed to the Prepare the None 30 Minutes
personnel in requested legal
charge and document such as
request for the but not limited to
preparation of the |the following:
needed legal Affidavits
document. Deeds
Contracts
Memorandum of
Agreement (MOA)
emorandum of
Understanding

{MOU)
etter Requests
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4. Receive the Record the legal None 1 Minute Administrative
prepared legal document Aide I/
document prepared for Administrative
requested. documentation. Aide |
Total None 32 Minutes and
30 Seconds

B. Legal Research

* Office of the Provincial Legal Officer

Simple
G2G — Government to Government

All PGLU Departments and District Hospitals; walk in clients;
PGLU employees; different LGUs

None

None

1. Register in the

Interview the None 30 Seconds | Administrative
PLO Logbook. ' i

client and advise Aide I/
him to use hand Administrative
sanitizer and Aide |
strictly follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.

Give the client a
Customer
Information Sheet
(CIS). If too many
clients, in
observance of
Social Distancing
Policy, the PLO
staff instructs the
clients to staH_and
sit outside while
waiting for their
turn.

2. Fill out the CIS
indicating the
purpose.

Instruct the client
to approach the
personnel in
charge of the
service needed.
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1 Minute

Administrative
Aide I/
Administrative
Aide |
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3. Submit the Receive the None 3 Minutes Administrative
documents for endorsement and Aide I/
legal research . its attachments for Administrative
legal research . Aide |
Endorse to the None 30 Seconds Administrative
employee in Aide I/
charge of the Administrative
conduct of legal Aide |
research in
reparation for the
egal opinion.
4. Within 10 Endorse the None 5 Minutes Administrative
days, follow up prepared legal Aide I/
thru call if the opinion to the Administrative
legal research is | requesting office Aide |
ready for pick up. |as soon as
possible and
Instruct the client
to follow up the
legal opinion
requested.
5. Receives the |Release and None 1 Minute Administrative
written legal record the legal Aide I/
opinion. research prepared Administrative
for _ Aide |
documentation.
Total None 11 Minutes

C. Legal Counselling

1. Register in the
PLO Logbook.

Office of the Provincial Legal Officer

Simple

G2G - Government to Government
G2C- Government to Citizen

Interview the
client and advise
him to use hand
sanitizer and
strictly follow the
implementation of
“No Face Mask,
No Face Shield,

No Entry” policy.
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None

All PGLU Departments and District Hospitals; walk in clients;
PGLU employees; different LGUs

30 Seconds

Administrative
Aide I/
Administrative
Aide |

642



Give the client a
Customer
Information Sheet
(CIS). If too many
clients, in
observance of
Social Distancing
Policy, the PLO
staff instructs the
clients to stay and
sit outside while
waliting for their
turn.

2. Fill out the CIS | Instruct the client None 1 Minute Administrative
indicating the to approach the | Aide I/
purpose. personnel in Administrative
charge of the Aide |
service needed.
3. Proceed to the |Conduct of Legal None 20 Minutes Attorney IV
personnel in Counselling.
charge for the
Legal
Counselling.
Total None 21 Minutes and

30 Seconds

D. Legal Representation

1. Register in the
ogbook.

Office of the Provincial Legal Officer

Simple

G2G - Government to Government
G2C- Government to Citizen

Interview the
client and advise
him to use hand
sanitizer and
strictly follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.

PGLU | CITIZEN'S CHARTER

All PGLU Departments and District Hospitals; walk in clients;
PGLU employees; different LGUs

30 Seconds

Administrative
Aide I/
Administrative
Aide |
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Customer

clients, in

clients to sta

turn.

Give the client a

Information Sheet
(CIS). If too many

observance of
Social Distancing
Policy, the PLO
staff instructs the
- . -and
sit outside while
waliting for their

2. Fill out the CIS
indicating the
purpose. personnel in

charge of the

Instruct the client
to approach the

service needed.

None 1 Minute Administrative
Aide I/
Administrative

Aide |

Consultation/
conference/

3. Proceed to the
personnel in
charge for the
Legal
Counselling.

the PLO or

the
Officer, as the

client’s legal
counsel.

meeting for the
engagement of
legal services of

assigned lawyer in
)ffice of the
Provincial Legal

None 20 Minutes Provincial Legal

Officer or
Attorney IV

Total

Il. NOTARY PUBLIC

31 Minutes and |
30 Seconds

None

Office of the Provincial Legal Officer

Simple

G2G - Government to Government
G2C- Government to Citizen

a. Any government issued Identification Card (ID) |

All PGLU Departments and District Hospitals; walk in clients;
PGLU employees; different LGUs
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Interview the

30 Seconds

Administrative

1. Register in the j ) See Fees
PLO Logbook. client and advise Table Aide I
him to use hand
sanitizer and
strictly follow the
implementation of
“No Face Mask,
No Face Shield,
No Entry” policy.
Give the client a
Customer
Information Sheet
(C_ISI. If too many
clients, in
observance of
Social Distancing
Policy, the PLO
staff instructs the
clients to stay and
sit outside while
waiting for their
turn.
2. Fill out the CIS | Instruct the client See Fees 1 Minute Administrative
indicating the to approach the Table Aide Il
purpose. personnel in
charge of the
_ service needed.
3. Endorse the Receive and See Fees 5 Minutes Administrative
documents for review document Table Aide Il
notarial service. |for notary.
4. ,V,Vait within the |Endorse the ~ SeeFees 30 Seconds '—A_ttoﬁey_ v
waiting area document to the Table
provided. employee
concerned.
5. Pay the Issue official See Fees 5 Minutes Administrative
Notarial Fee. receipt. Table Aide |l
Total None 12 Minutes
Fees Table
Type of Documents | Amount
1. PREPARATION OF AFFIDAVITS (JURATS) Php500.00
2. AFFIDAVITS PREPARED FORM Php 200.00
3. SPECIAL/GENERAL POWERS OF Php 500.00
ATTORNEY
4. PREPARED DOCUMENTS
Acknowledgement Php500.00
Jurats Php300.00
5. GOVERNMENT AGENCIES
Acknowledgement Php500.00
Jurats Php300.00
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Type of Documents Amount

6. DEEDS OF CONVEYANCES:

a. Conveyances with consideration — 1.5% based on actual consideration but shall not be less
than Php5,000.00

b. Donation, Waivers, Quitclaims, Adjudications, and Partitions — 1.5% of the fair market value
or BIR zonal value, whichever is higher, but not less than Php10,000.00

1. Conveyances without consideration: ' a. Loan, Mortgage, Promissory Notes, etc.
— 1.5% of the amount but not less than
Php1,000.00

2. Sales/disposition of personal a. Sales/Dispositions with considerations —

properties/chattels 1.5% of the actual consideration, but shall

not be less than Php 1, 000.00

3. Dispositions without considerations 1.5% of fair market value or BIR Zonal Value,

whichever is higher, but not less than
Php 1, 000.00.

lll. Filing of Administrative Complaint

Office of the Provincial Legal Officer
Simple
G2C- Government to Citizen

All PGLU Departments and District Hospitals; walk in clients; |
PGLU employees; different LGUs

a. Affidavit Complaint | None
1. Register in the |Interview the None 1 Minute Administrative
PLO Logbook. client and advise Aide Il
him to use hand
sanitizer and

strictly follow the
implementation of
“‘No Face Mask,
No Face Shield,
No Entry” policy.
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Give the client a
Customer
Information Sheet
(CIS). If too many
clients, in
observance of
Social Distancing
Policy, the PLO
staff instructs the
clients to stag and
sit outside while
waliting for their
turn.

2. Fill out the CIS | Instruct the client None 1 Minute Administrative
indicating the to approach the Aide I/
purpose. personnel in Administrative

charge of the Aide |

service needed.
3. File his/ her Receive and None 5 Minutes Administrative
administrative check the Aide Il /
complaint. affidavit. Administrative
complete in form Aide IV
and in substance.
4. Receive the Issue the owner’s None 2 Minutes Administrative
owner s rece[vmg receiving copy of Aide Il /
C?Par the Affidavit Administrative

awt complaint and Aide IV

Complaint. instruct the

Complainant to

return after 2

days.
5. Return after 2 |Endorse the None 1 Minute Attorney IV
days for follow up.  complainant to the

personnel in

charge.

Total None 10 Minutes

IV. Issuance of Certificate No Pending Administrative Case

Office of the Provincial Legal Officer

Simple

G2C- Government to Government

a. PGLU ID of the requesting client
b. OR from PTO Official Receipt issued by the
Provincial Treasurer

PGLU employees

Office of the Provincial Treasurer
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1. Register in the |Interview the None 1 Minute Administrative
PLO Logbook. client and advise Aide I

him to use hand

sanitizer and

strictly follow the

implementation of

“No Face Mask,

No Face Shleld

No Entry” policy.

Give the client a

Customer

Information Sheet

(CIS). If too many

clients, in

observance of

Social Distancing

Policy, the PLO

staff instructs the

clients to stag

sit outside while

waiting for their

turn.
2. Fill out the CIS | Instruct the client None 2 Minutes Administrative
indicating the to approach the Aide I
purpose. personnel in

charge of the

service requested.
3. Submit Prepare the None 5 Minutes Administrative
necessa Certificate of No Aide | /
documents for the |Pending Administrative
E:reparatlon of the | Administrative Aide IV

ertificate of No | Case.
Pending
Administrative
Case
* PGLU ID of the
requesting client
* OR from PTO
4. Receive the Record and None 2 Minutes Administrative
Certificate of No | release the signed Aide | /
Pending certificate. Administrative
Administrative Aide IV
Case.
Total None 10 Minutes
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Feedback and Complaints

How to send a feedback? PLO staff will give the client the Customer Feedback
Form(CCF). The client will fill out feedback form and drop
it at the box located at the PLO.

How feedback is processed? Every end of the month, assigned personnel from the
Office of the Provincial Administrator together with the
PLO Focal Person on CCF will open the Feedback Box.
They will count, compile and collect all feedback forms.

Feedback that requires answers are forwarded or
returned to the originating office for them to prepare their
office’ action plan to be submitted to the Office of the
Provincial Administrator.

How to file a complaint? Answer the client complaint form and drop it at the box
located at the PLO Assistance Desk.

PLO
Tel No. :(072) 607-16-28
Email: pglu_plo@launion.gov.ph

Office of the Governor:
Tel. No.: (072) 888-3608
Email : govpacoy@launion.gov.ph

CSC Hotline:
Tel. No. :(072) 700- 5643
Email : csc_reg1@yahoo.com.ph

ARTA Hotline:
Tel. No.: (02) 8478-5091
Email : complaints@arta.gov.ph

Office of the President
National Citizens Complaint Hotline
Tel. No.: 8888

Client should provide the following:
Name of person being complained
Incident

Evidence
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' Contact Information of the
Provincial Legal Office

PGLU | CITIZEN'S CHARTER

" ATTY. DOMINIQUE JOSE S. PUZON |

Provincial Legal Officer

Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

e-mail: pglu_plo@launion.gov.ph

Tel No.: (072) 607-1628

MS. LORIE PAZ F. SAMBRANO

Supervising Administrative Officer

Provincial Legal Office

Provincial Capitol Bldg., Barangay I, City of San
Fernando, La Union

e-mail: pglu_plo@launion.gov.ph

Tel No.: (072) 607-1628
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