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QUALITY POLICY

DEPARTMENT OF SOCIAL WELFARE AND SERVICES

Deliver, coordinate and monitor social protection programs and services to the poor,
vulnerable and disadvantaged population towards a fair, just and peaceful society;

Sustain culture of excellence through continual improvement of systems, mechanism
and procedures in the delivery of programs and services;

Work with integrity and adhere to ethical standards for customer satisfaction and
quality service by complying with the DSWD mandates and other pertinent laws; and

Demonstrate genuine concern for the poor, prompt compassionate service and free
from any form of corruption.



. Mandate:

The Department of Social Welfare and Development (DSWD) is the primary
government agency mandated to develop, implement and coordinate social protection
and poverty-reduction solutions for and with the poor, vulnerable and disadvantaged.

Il. Vision:

The Department of Social Welfare and Development envisions all Filipinos free from
hunger and poverty, have equal access to opportunities, enabled by a fair, just and
peaceful society.

I1l. Mission:

To lead in the formulation, implementation and coordination of social welfare and
development policies and programs for and with the poor, vulnerable, and
disadvantaged.

IV. Service Pledge:

We are committed to provide you quality, prompt, and courteous service from
Mondays to Fridays, 8:00 A.M. to 5:00 P.M., without noon breaks;

We shall endeavour to complete your transactions with us within the day. We will
inform you promptly of our actions taken so far and clearly explain to you the reason/s
should we not be able to complete within the day of the delivery of the service you
need.

We shall ensure availability of staff to attend to your concern/s even during lunch
break.

We shall appreciate any positive or negative feedback regarding our services, facilities
and personnel.

The Officers-in-Charge of our frontline services shall be available at all times for
consultation and advice.

All these we pledge for the best interest of the clients/customers we serve.
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Recording, Documentation and Issuance of Expendable or
Consumable Supplies

Request for issuance of commonly used office supplies is being done through
filling-out of Requisition and Issue Slip (RIS) prepared by designated OBSU staff.
The RIS and actual issuance of supplies shall be processed by the Warehouse
Management Section subject to approval of the Chief of AS.

Property And Supply Section
Simple
Government to Government

DSWD Field office X employees

1. Requisition and Issuance of Supplies (RIS) RIS template issued to
respective Offices with
prescribed format;

2. Procurement Planning and Management Plan Designated Supply/Property
(PPMP) Officer of respective Office,
Bureaus, Services, Units;

3. Inventory of Supplies
4. TA report
5. Pre-repair inspection

Receive the 1.1 Property None 5 minutes Admin Division
following Officer shall Chief

documents from the | receive and
requesting office of | validate the

the accuracy and
end-user completeness
1. Requisition and of all attached
Issuance of documents.

Supplies (RIS)
2. Procurement

Planning and 1.1.1 Upon

Management Plan receipt of RIS

(PPMP) from

3. Inventory of PMD/PMS the

Supplies Property
Officer shall
review and
verify the

completeness
of information
and




attachments
as follows:

a. Photocopy
of
approved
PPMP

b. Inventory
of Supplies
on-hand
duly noted
by the
requesting
Office’s
Head;

c. Technical
Report
from
concerned
Offices, if
necessary;

d. Pre-repair
inspection,
if
necessary

1.1.2
Property/Suppl
y Staff shall
return the RIS
should the
following be
encountered:

a. Incomplet
e
document
S

b. Issuance
will result
in surplus
of
inventory
of the
requesting
office.




c. Item
requested
is not the
intended
item for
replaceme
nt

d. The
specificati
on of the
item
requested
IS not the
same as
provided
in the
Technical
Report.

1.2 Property
Officer shall
check
completeness
of document

If no, request
for the lacking
document(s);

If yes, assign
the RIS
number,
encode the
RIS details in
the monitoring
tool, check the
items if
included in the
Approved
PPMP and
proceed to the
next step.

Validate the
accuracy and
completeness of all
attached
documents. Upon
receipt of a

None

30 minutes

Admin Division
Chief




Requisition and
Issue Slip (RIS)
from the
Procurement
Unit/Section/Office,
the Property/Supply
Officer shall review
and verify the
completeness of
information and
attachments as
follows: 1.
Photocopy of
Approved Project
Procurement
Management Plan
(PPMP) 2. Inventory
of Supplies On-
Hand duly noted by
the requesting
Office’s Head 3.
Technical Report
form concerned
Offices, if
necessary4. Pre-
Repair Inspection, if
necessary
Property/Supply
Officer shall return
the RIS should the
following be
encountered: 1.
Incomplete
documents 2.
Issuance will result
in surplus of
inventory of the
requesting office 3.
Item requested is
not the intended
item for
replacement 4. The
specifications of the
item requested is
not the same as
provided in the
Technical Report

Assess the

availability of

1.3 Supply
Officer shall
check

None

30 minutes




requested supplies.
Fillup the RIS Form.
Put an “v” for
available items and
or “X” for items that
are not available If
not available,
prepare a
Memorandum for
the end user
returning the RIS
with instruction to
prepare Purchase
Request (PR) to
procure those
marked as
unavailable items. If
available, request
the approval of the
Division/Section
Chief in RIS for the
issuance of the
item/s. Indicate the
quantity issued in
the ‘IssuedQuantity’
column and any
remarks in the
‘IssuedRemarks’
column. Prepare the
items to be issued
by observing the
First In, First Out
(FIFO)/First

availability of
Supplies

1.3.1 Assess
the availability
of the
requested
supplies. Fill-
out the RIS
Form. Put “v”
for available
items and/or
“X” for items
that are not

available.

If not
available,
prepare a
Memorandum
for the end-
user returning
the RIS with
instruction to
prepare
Purchase
Request (PR)
to procure
those marked
as unavailable
items.

If available,
request the
approval of the
Division/Sectio
n Chief in the
RIS for the
issuance of
the item/s.

Admin Division
Chief




Expired, First Out
(FEFO) method,
issue and sign the
“Issued by” portion.
Goods to be issued
must be recorded in
the Stock and Bin

Card and existing

database

The property/supply None 4 hours

officer shall issue 1.3.2 Indicate Admin Division
the available the quantity Chief
requested items to issued in the

the end-user. The “‘issued-

end-user shall quantity”

validate the quantity | column and

and specification of | any remarks in

received items. If the “issued-

accurate/in order, remarks”

sign the “received column.

by” portion of the

RIS. The

property/supply

officer shall retain

the original copy of

the duly signed RIS

for preparation of

RSMI, while the 2nd

copy shall be given

to the end-user.

After completion of | 1.4 Prepare None

the issuance of the items to be

expendable issued by Admin Division
/consumable observing the Chief
supplies, the First In First

concerned property | Out (FIFO)/

personnel shall First Expired

prepare a monthly First Out

Report of Supplies (FEFO)

and Materials method. Issue

Issued (RSMI) to be | and sign the

submitted to the “Issued by”

Accounting portion.

Unit/Section/Office




1.4.1 Goods to
be issued
must be
recorded in the
Stock and Bin
Card and
existing
database.

1.4.2 The
property staff
shall issue the
available
requested
items to the
end user.

1.4.3 The End-
User shall
validate the
guantity and
specification of
received
items. If
accurate/in
order, sign the
“received by”
portion of RIS.

1.4.4 The
property/suppl
y staff shall
retain the
original copy
of the duly
signed RIS for
preparation of
Report of
Supplies and
Materials
Issued (RSMI),
while the 2nd
copy shall be
given to the
end-user.

1.5The

property staff
shall provide
CSMF to the




client for the
service
provided.

1.6 After
completion of
the issuance
of
expendable/co
nsumable
supplies, the
concerned
property
personnel
shall prepare
monthly RSMI
to be
submitted to
the Accounting
Division/Sectio

n

How to send feedback Fill out the Client Satisfaction
Measurement Survey form and place
it in the appropriate drop boxes.

How feedbacks are processed Consolidate and evaluate the data on
a quarterly basis to determine the
degree of client satisfaction with the
services received.

How to file a complaint Fill out the Client Satisfaction
Measurement Survey form and add
and place it in the appropriate drop
boxes.

How complaints are processed Consolidation and evaluation of the
data on a quarterly basis to determine
the degree of client satisfaction with
the services received.

Contact Person/Information E-mail: pss.fol0O@dswd.gov.ph

dswd10.pss@gmail.com

Contact Information

Anti-Red Tape Authority (ARTA) complaints@arta@gov.ph
8-478-5093

Presidential Complaint Center (PCC) pcc@malacanang.gov.ph



mailto:pss.fo10@dswd.gov.ph
mailto:dswd10.pss@gmail.com
about:blank
mailto:pcc@malacanang.gov.ph

8888
Contact Center ng Bayan (CCB) email@contactcenterngbayan.gov.ph
0908-881-6565

Recording, Documentation and Issuance of PPE and Semi-
Expendable Supplies

To ensure that acquired goods/equipment are properly recorded/documented,
identified, and tagged/labelled prior to issuance to the end user.

Property and Supply Section / Administrative Division
Simple
Government to Government

Department of Social Welfare and Development (DSWD)
Officials and Employees

Received Documents
(PO/Contract/DR/SI/IAR/PTR/DOD

Approved Distribution List

Incoming / Delivery Inspector

End-user

Received Receiving the None 5 mins.

Documents following Admin Division
documents from Chief
the

Incoming/Inspecti
on Committee
from 8:00am to
5:00pm, Monday
to Friday
Validate Documents | Validate the None 10 mins
accuracy and
completeness of Admin Division
all attached Chief
documents
Complete Validation | If No, Request for | None 5 mins
the lacking
document/s Admin Division
Chief

If Yes, Proceed
to the next step
or determination
of the Property’s
acquisition cost.



mailto:email@contactcenterngbayan.gov.ph

Determine Property
Acquisition For
Recording In
Premis

If #50,000.00
above — record
the property
details in
PREMIS under
the “Property

Records” module.

If #49,000.00
below — record
the property
details in
PREMIS under
the “Inventory
Custodian Slip
(ICS)” module.

Upon successful
encoding
electronically, a
property number
shall be
automatically
generated by the
system for
property
identification

None

10 mins / item

Admin Division
Chief

Encode To Premis
The Identified End
User And Other
Information

Copy the
assigned
Property Number
and open
“Transfer Thru
FETS” module in
PREMIS to
record the
identified end
user

None

15 mins

Admin Division
Chief

Print Forms,
Barcode / Property
Label, Property
Sticker

Generate and
print PAR or ICS,
undertaking if
there is a
secondary
accountable
person into three
copies and
barcode sticker
through the
“PREMIS Report”
module.

None

15 mins / item

Admin Division
Chief




Attach Barcode
Stickers And
Property Label To
The Property

The printed
barcode stickers
and property
label shall be
attached to the
most visible and
secured area of
the property
before the
issuance of
item/s to the end
user.

None

15 mins / item

Admin Division
Chief

Approve Par/lcs

The Property and
Supply Section
Chief shall sign
on the 'Approved
by" portion of the
PAR or ICS.

None

5 mins

Admin Division
Chief

Endorse The
Approved Par / Ics
And Undertaking (If
With Secondary
End User) To The
End User With
Attached Client
Satisfaction
Measurement Form
(Csmf)

The property
office shall
prepare a
Memorandum to
endorse the
PAR/ICS and
undertake (if with
secondary end
user) forms with
the attached
CSMF to the
identified end
user. The
Property Section
Chief shall sign
the Memorandum
as well as the
"Approved by"
portion of the
PAR/ICS, once
signed it shall be
transmitted to the
end user for
signature.

The transaction
should be
recorded by the
incoming /
outgoing clerk in
the
logbook/transmitt

None

15 mins

Admin Division
Chief




al slip for "New
Issuance for
monitoring
purposes.

Issuance Of
Property To The
End User

Upon receipt of
the signed and
approved
PAR/ICS,
undertaking (if
with a secondary
accountable
person) and
CSMF, the
concerned
property
personnel shall
facilitate issuance
of property to the
end user.

Upon issuance of
the property, the
Property
Personnel shall
sign on the
"Issued by"
portion in the
PAR/ICS.

None

1 hour

Admin Division
Chief

Provide Copy Of
Par/ICS And

Undertaking To The

Concerned Offices

Provide one copy
of PAR/ICS and
undertaking (if
with secondary
accountable
person) to the
end user for their
reference.

Provide one copy
of signed
PAR/ICS to the
Procurement
Section for
attachment to the
Disbursement
Voucher

For the
transferred
property from CO

None

30 mins

Admin Division
Chief




to FO/FO to CO
/ FO to FO,
provide one copy
of signed
PAR/ICS with
attached original
copy of PTR to

Finance
Management
Division
Update Premis PREMIS shall be | None 10 mins
updated as to the
following Admin Division
information: Chief
1. Date the
PAR/ICS
and
undertakin
g was
returned
with
signature
of the End
User
2. Date the
Approval
of
PAR/ICS
File The Copy Of The copy of None 5 mins
PAR/ICS And PAR/ICS and
Undertaking Undertaking shall Admin Division
be filed for Chief
reference

Request for Use and Monitoring of Vehicle

To provide a systematic procedure in response to the official request for use of
vehicles of the Department’s Executive Officials and other employees.

General Services Section / Administrative Division

Internal




G2G - Government to Government

The DSWD Central Office and Field Offices have a fleet of
vehicle. The General Services Division (GSD)/General Services
Section manages these vehicles. Subject to the availability of
vehicles, the GSD provides vehicles to DSWD Officials and
employees.

Vehicle Request Form GSS
List of Vehicles Available GSS
Certification of Non-availability of Vehicle GSS
Trip Ticket/TO GSS
Client Satisfaction Measurement Form(CSMF) GSS
Guard’s Report Security Guard’s Logbook GSS
Travel Order/Receipts for Toll fees GSS

Receive The
Vehicle Request
Form

Receive the None 1 Mins
Vehicle Request
Form from
OBSU/Centers/In
stitutions/Other

offices.

Admin Division
Chief

Validate The
Request

Validates the 3 Mins
received request
if properly
accomplished;
special directives
or emergency,
requests may be
received through
the
accomplishment
of the Vehicle

Request Form

None
Admin Division
Chief

Endorse The
Request To The
Motorpool
Vehicle
Dispatcher (Mvd)

If through the 3 Mins
GSETS, the
request shall be
endorsed within
the same day to
the Motorpool
Vehicle
Dispatcher
(MVD) for
evaluation of the

request.

None

Admin Division
Chief




Evaluate The
Request Vis-A-
Vis The Available
Vehicle

Vehicle
Availability

In-House
Personnel

The MVD of the
GSD/Section
Transport
Management
Section (TMS)
shall identify the
appropriate
vehicle to
accommodate
the request
through:
Number of
passengers
a. Destinatio
n

If the vehicle is
not available,
inform the end
user; Issue
Certification of
non-availability of
vehicle to be
signed by the
GSD/ Section
Chief to support
the
reimbursement
claims of the
concerned staff
for use of public
transport.

If the vehicle is
available, the
MVD shall
immediately
prepare either of
the following
documents to
facilitate the
request:

. If within
Metro Manila/FO,
prepare a trip
ticket.

a. If outside

Metro Manila/FO,
prepare Trip
ticket and TO.

None

2 Mins

30 Mins

30 Mins

Admin Division
Chief

Admin Division
Chief

Admin Division
Chief




The MVD shall
also prepare the
cash advance for
out of town trips,
if necessary.
Weekly trip
tickets shall be
submitted a week
ahead every
Monday to the
GSD Chief for
approval and
subsequent
dissemination to
concerned
drivers.

Daily trip tickets
must be
approved within
the day or at
least a day
before the
vehicle’s actual
use. The
approving officer
of the Trip Ticket
is the GSD
Chief/Section
Head. TO must
be
signed/approved
by the CO
Administrative
Service
Director/FO
Administrative
Division Chief.

Notify The
Requesting
Party/End User
And The
Assigned Driver

Upon approval of
a trip ticket
and/or TO, the
MVD shall
immediately
coordinate with
the requesting
party/end user
for the
confirmation of
the travel thru
phone call and

10 Mins

Admin Division
Chief




inform the same
of the driver’s
name and phone
number, and
issue to the
driver the Trip
Ticket and/or TO.
At the scheduled
date of the trip,
the driver shall
wait at the
designated area
identified by the
requesting
party/end user.

Provision Of
Service

Provision of
transport service.

None

Accomplishment
Of The CSMF

The driver shall
provide the
customer
feedback form to
the requesting
party for the
service

provided.

None

3 Mins

Admin Division
Chief

Report Back To
Work Station/End
Of Transport
Service

The assigned
technical staff
shall forward the
After each trip,
the driver must
travel back to the
work station or
designated
DSWD garage.

None

N/A

Admin Division
Chief

Check Vehicle’s
Condition

Assess briefly
the condition of
the vehicle and
check if there are
major damages.
Security Guards
shall record the
damages for
inclusion in their
daily reports.
Once the vehicle
is completely
checked, the
driver shall
surrender the

None

30 Mins

Admin Division
Chief




vehicle keys to
the Security
Guard.

All vehicles must
be stationed at
the DSWD
CO/FO, or any
DSWD Satellite
Office/facility at
the end of each
official trip.

File Documents

All relevant
documents shall
be submitted and

None

3 Mins

Admin Division
Chief

filed accordingly

END

Surrender/ Turnover of Property and Cancellation of Property
Accountability
To provide procedure for the surrendered / turned over property due to its

obsolescence, unserviceability or when the same is no longer needed by the
accountable person to effect cancellation of property accountability.

DSWD Field Office — Property and Supply Section
(PSS)

Simple

G2G — Government to Government

Department of Social Welfare and Development
(DSWD) Officials and Employees




1. Two (2) Original Copy and 1 photo
duly  Accomplished
Furniture and Equipment Transfer

copy of

Slip (FETS)

2. For unserviceable property:

e 1 photocopy of Technical
Assistance Report

e Inspection Report

3. Actual Property for turnover

1. End- User will
apply for
clearance for
property
accountability

1. To be prepared by the Offices’ Designated
Property and Supply Custodian through
the Property Records and Equipment
Monitoring Inventory System (PREMIS)

with prescribed format;

2. For unserviceable property:
From concerned DSWD OBSUs (IT

Equipment — ICTMS; Motor Vehicle, Office
Equipment, Furniture and Fixtures — AS

General Accounting Manual Volume Il
Appendix 62 with prescribed format

3. To be made available by the accountable

person

1.1 The
Property
Personnel will
verify and
evaluate the
following:

e Duly
Accompli
shed
and
signed
FETS;

e RRPS (if
applicabl
e)

e Pre-
Inspectio
n report
or TA(if
required\

e Surrend
ered

None

90 Minutes
(Depending on the
distance of origin
and destination
office and volume of
items to be
surrendered)

Admin Division
Chief




Property
Item/s

1.1.1 Any
discrepancy will
be discussed
with the DPSC
or end-user for
rectification of
documents or
replacement of
surrendered
items.

1.1.2 Identify
when
rectification of
documents
applies

1.1.3 Identify
when
replacement of
surrendered
items

1.1.4 The
Property
Personnel shall
prepare
recommendatio
n either
rectification or
replacement

2. Property
Accountability
Cancellation

2.1 The
Property
Personnel/
Warehouse
Officer shall
receive the
surrendered
property item/s
including the
submitted
FETS, RRSP (if
applicable) and
other pertinent
documents
then shall sign
the “Received

None

55 Minutes
(Processing may
take longer hours

depending on
technicality and
volume of items)

Admin Division
Chief




By” portion in
the FETS.

The property
staff shall
provide the
customer
feedback for
manually
requested
FETS to the
requesting
party for the
service
provided.

2.1.1 Property
Personnel Shall
Generate and
print two (2)
copies PAR or
ICS through
PREMIS; and,

2.1.2 Generate
and print the
barcode
sticker, then
attach to each
surrendered
property item/s

3. Updating of
Records

3.1 The
property staff
shall sign the
generated
PAR/ICS under
the “Received
by” portion

3.1.1 Forward
to the Property
Division/Sectio
n Chief for
signature on
the “Approved
by” portion.

3.1.2 The
property

None

55 Minutes

(Signing may take

longer hours
depending on
volume of items)

Admin Division
Chief




personnel shall
scan and
provide copy of
approved
PAR/ICS to
the DPSC/End
User as
reference and
confirmation of
cancellation of
property
accountability
of the end user

3.1.3 Property
Personnel shall
forward the
signed
PAR/ICS to the
concerned
personnel for
filing and
uploading.

Transfer of Property Accountability

Transfer of property accountability to another accountable person shall be
processed for documentation of the actual transfer of property and issuance of new
Property Acknowledgement Receipt (PAR) or Inventory Custodian Slip (ICS) for
signature of the new accountable person to warrant cancellation of property
accountability of the previous accountable person.



DSWD Field Office — Property and Supply Section
(PSS)

Simple

G2G — Government to Government

Department of Social Welfare and Development
DSWD) Officials and Employees

One (1) original copy of the duly
accomplished Furniture and
Equipment Transfer Slip (FETS)

To be prepared by the client Office’s Designated
Property and Supply Custodian (DPSC) through
the Property Records and Equipment Monitoring
Inventory System (PREMIS;

1. Submit duly 1.1. To facilitate the | None 10 Minutes
accomplished transfer of property
request for from one end user Admin Division
Furniture and to another, the Chief
Equipment requester shall
Transfer Slip accomplish and
(FETS) submit the FETS
for transfer to
Property Office

from 8:00 AM to
5:00 PM, Mondays
to Fridays except
holidays

1.2. The property None 15 Minutes
personnel shall
review the Admin Division
accomplished Chief
FETS form if the
needed signatures
are complete

1.3. Check None 30 Minutes

completeness of

documents. Admin Division
Chief

If incomplete,

FETS shall be

returned to the
requester for
completion.

If complete,
proceed to the next
step




1.4. Check the
received FETS
Request and
process the
approval of the
request through the
Property Records
and Equipment
Monitoring
Inventory System
(PREMIS) FETS
request module

None

30 Minutes

Admin Division
Chief

1.5. The property
personnel shall
generate and print
the Property
Transfer Report
(PTR)/Inventory
Transfer Report
(ITR), Undertaking
(if there is a
secondary
accountable
person) into two (2)
copies and barcode
sticker through
PREMIS Report
Module, the
applicable forms
shall depend on the
acquisition cost of
the property (see
procedure under
the Recording,
Documentation and
Issuance of PPE
and Semi-
expendable
properties.

Generate and print
barcode sticker
with number of
copies as follows:

None

Computer 4
Desktop

Split Type 2
Air

30 Minutes

Admin Division
Chief




condition

unit

Partition |Depends
on the
number of
partition
per
property
number

Blinds Depends
on the
number of
blinds per
property
number

Other 1

property

Generated

PTR/ITR

with/without

undertaking and
barcode stickers

shall be forwarded
to the requesting

office for signature.

. The old barcode

stickers shall be
replaced with
the new
barcode sticker
before the
transfer of
item/s including
accessories to
the new end
user. The
Property
personnel/Desig
nated Property
and Supply
Custodian
(DPSC)/Design
ated Property
Officer
(DPO)/Designat
ed Property
Custodian
(DPC) shall

2.1 Provide one
copy of PTR/ITR
and undertaking (if
with secondary
accountable
person) to the end
user for their
reference

None

4 Hours, 15
Minutes

Admin Division
Chief




ensure that the
barcode sticker
is attached to
the most visible
and secured
area of the

property.

The end user
shall return the
signed
PTR/ITR,
undertaking (if
with secondary
accountable
person) to the
property office

2.2. Scan barcoded
PTR/ITR and
update the
following
information of the
property in
PREMIS and file for
reference:

a. Date the
PTR/ITR and
undertaking (if
with secondary
accountable
person) was
returned with
signature of the
end user

b. Date of approval
of PTR/ITR

None

15 Minutes

Admin Division
Chief




Facilitation of Request for Relief from Property Accountability from
Commission on Audit
To provide assistance to accountable officers who are requesting relief from

property accountability with the Commission on Audit (COA) for lost, damaged or
destroyed property under his/her accountability.

DSWD Field Office — Property and Supply
Section (PSS)

Complex Transaction

G2G — Government to Government
Department of Social Welfare and
Development (DSWD) Employees who are:
a. DSWD employees and officials

1. One (1) original copy of 1. From PSAMD Office through PREMIS
duly accomplished and
notarized Report of Loss,
Stolen, Damaged and
Destroyed Property

(RLSDDP).

2. One (1) original copy of 2. To be prepared by the client without any
duly notarized Affidavit of prescribed format
Loss

3. One (1) original copy of 3. To be prepared by the client without any
duly notarized Joint prescribed format

Affidavit of Two (2)
Disinterested Person.

4. One (1) original copy of 4. To be prepared by the client without any
Police Report prescribed format

5. One (1) original copy 5. To be prepared by the client without any
Comments of the Head prescribed format

Cluster/Regional Director

6. One (1) original copy of 6. To be prepared by the client without any
Certification from prescribed format
Competent Authority on the
Destruction brought by




Natural Calamity and
Insurgency.

7. One (1) original copy of
Inspection Report of
Damaged Property.

8. One (1) photocopy of
Property Acknowledgement
Receipt (PAR)/Inventory
Custodian Slip (ICS)

Processing of Request for Relief

7. To be prepared by the client without any

prescribed format

8. From Property Office

1. Submit copy
of notarized
Report of
Lost, Stolen,
Damaged or
Destroyed
Property
(RLSDDP)
with proof of
receipt by
the
Commission
on Audit
(COA)
and/or
request for
relief duly
endorsed by
the Head of
Office,
Bureaus,
and
Services
(HOBS) /
Head of
Offices,
Divisions,
and
Sections
(HODS)
concerned.

1.1 The
property
personnel
receive the
request for relief
with
attachments.
Review if the
submitted
request has
complete
documentary
requirements as
provided for
under Sec. 6.9
of AO 6, s.
2017.

None

5 Minutes

Admin Division
Chief




recommendatio
n/ comments
addressed to
COA, copy
furnished the

1.2 Property None 2 Hours
personnel shall (May be
verify if the extended Admin Division
property is depending on Chief
already tagged the number of
in PREMIS as transactions
lost/ being handled
damaged/destro and the
yed; If not, tag availability of
property as lost documents
under the and
module information to
RLSDDP/RLSD support the
DSP. issuance of
recommendati

If not on.)
complete:
prepare a reply
Memorandum to
the accountable
officer thru the
HOBS to
require submissi
on of the
identified
lacking docume
ntary requireme
nt/s.
= The

Memorandu

m shall be

signed by the

Administrativ

e Service

Director/

Administrativ

e Division

Chief
If complete,
proceed to the
next step
1.3 Prepare None 5 Days

Admin Division
Chief




Accountable
Officer and
HOBS
concerned, to
be signed by
the
Undersecretary
for
GASSG/Region
al Director

1.3.1 The
Administrative
Service Director
and Head/
Administrative
Division Chief
and Head of
Property Office
shall affix
his/her initial on
the draft
Recommendatio
n/ Comment;

1.3.2 The draft
Recommendatio
n/ Comment
shall be
properly
endorsed by the
aforementioned
officials, with
sufficient
information as
to the
compliance of
the Request to
all the
documentary
requirements

1..3.3 Property
personnel shall
submit the
original copy to
COA and
photocopy to the
Accountable

Officer and

5 days

(May be
extended
depending on
the number of
transactions
being handled
and the
availability of
documents and
information to
support the
issuance of
recommendati
on.)

Admin Division
Chief

Admin Division
Chief




HOBS/HODS
concerned.

Provision of Technical Assistance upon Receipt of COA Decision

1. Forward 1.1 Property personnel | None 5 Minutes
copy of will receive copy of COA Admin Division
COA decision on the Chief
decision accountable officer’s
on the Request for Relief from
request for | Property Accountability
relief from
property
accountabi
lity
1.2 The property None 3 Days
personnel shall review Admin Division
the Decision of COA to (May be Chief
determine the extended
appropriate assistance depending on
to be provided to the the number of
accountable officer, as transactions
follows: being
handled)

If Relief is Granted
Prepare Memorandum
to Finance Office
endorsing the COA
decision and request the
dropping of the lost
property from the Books
of Accounts for
signature of
Administrative Service
Director/ Concerned
Division Chief in Field
Office, copy furnished
the Accountable Officer
through the
HOBS/HODS

1.2.1 Update
records/PREMIS




If Relief is Denied —
Property personnel will
prepare

memorandum informing
the Accountable Officer
of the “Money Value” to
be settled and
processes

for replacement or
payment, as the case
maybe, in accordance
with the existing
guidelines.

Replacement
Pagpapalit—
Accountable Officer to
submit to Property
Office through a
memorandum the
details of the proposed
item/s with same or
higher specifications as
replacement to the lost

property

Payment —Accountable
Officer to settle/pay the
‘money value” of the lost
property based on the
existing COA accounting
rules and guidelines

2. For
Replacem
ent:

Present
replacement
unit for the
lost property

2.1 Inspect/Validate the
offered replacement
item/s

If Non-Compliant,
Inform the Accountable
Officer of the reason/s
for non-compliance and
require to meet the
needed requirements

If Compliant, Proceed
to next step

None

4 Hours

(May be
extended
depending on
the number of
transactions
being
handled.)

Admin Division
Chief




2.2 Once the
replacement unit is
compliant with the
approved
recommendation, the
Property Personnel
shall:

a. Accept replacement

unit upon
concurrence of COA
Representative and
Prepare necessary
documentation/updat
e record in PREMIS

b. Prepare

Memorandum to
Finance and
Management Service
(FMS)/Finance and
Management Division
(FMD) and COA on
the acceptance of
offered replacement
items for reference
and recording in the
Books of Accounts

None

4 Hours

(May be
extended
depending on
the number of
transactions
being
handled.)

Admin Division
Chief

2. For
Reimbursem
ent

Request for
Assistance
for securing
the Order of
Payment from
Accounting
Division/Acco
unting
Section and
pay the
money value
of the lost
property in
accordance
with the
approved

2.1 The accountable
officer, through the
assistance of property
personnel, shall secure

from the Accounting

Division/Section an
Order of Payment and
pay to the Cash
Division/Section the
Money Value of the lost
property in accordance

with the approved

recommendation.

None

2 Hours

Admin Division
Chief




recommendat
ion

Upon receipt
of the Official
Receipt (OR),
forward
original copy
to property
office for
facilitation of
cancellation
of property
accountability

in the the

property

records

3. Fill-out 3. Upon completion of None 5 Minutes

CSMF the process, the
Property Personnel shall Admin Division
administer CSMF (either Chief
online or paper-based)
from the

client/accountable
officer through the
prescribed customer
feedback form

Facilitation of Request for Replacement/Reimbursement of Lost,
Damaged or Destroyed Properties
When the lost, damaged and destroyed property issued to employees was due

to other circumstance other that force majeure, theft/robbery and fire (whereas lost
may be credited), the Accountable Officer can request for the replacement or



reimbursement of the money value of the lost property or payment of cost of repair of
the damaged property, within thirty (30) days from the occurrence of loss.

DSWD Field Office — Property and Supply Section (PSS)

Complex Transaction

G2G — Government to Government

1. One (1) copy of duly accomplished
Report of Loss, Stolen, Damaged
and Destroyed Property
(RLSDDP), with proof of
submission to COA

2. One (1) original copy of
Memorandum requesting
reimbursement/replacement of item
lost endorsed by Undersecretary
concern to Undersecretary for

GASSG

1. End User
shall
request to
the
Undersecret
ary for
GASSG /
Regional
Director re
replacemen
tor
reimbursem
ent of lost,
damaged or
destroyed
properties.

1.1 The
Undersecretary for
GASSG (USGASSG)
or RD shall forward
the request to the
Property, Supply and
Asset Management
Division (PSAMD) /
Property and Supply
Section (PSS).

1.1.1 PSAMD/PSS
shall assign to action
officer the request for
review

1.1.2 Review the
request and
determine the
completeness of data
and attachments

Department of Social Welfare and Development (DSWD)
Officials and Employees

1. From PSAMD Office through
PREMIS

2. To be prepared by the Client without
any prescribed format

None 20 Minutes
Admin Division

Chief

Admin Division
Chief




If not complete —
Prepare a
Memorandum to the
Accountable Officer
thru the HOBS/HODS
concerned to require
submission of the
identified lacking
requirement/s

The Memorandum
shall be signed by the
Administrative
Service
Director/Administrativ
e Division Chief

If Complete —

Proceed to the next

step

1.2 The Property None 5 Days

Personnel shall (May be

prepare a extended Admin Division
recommendation depending on Chief
addressed to the the number of
Undersecretary for transactions
GASSG/Regional being handled

Director for the and the

replacement or availability of

payment of the lost signatories of

property to be approving

coursed through the officials)

Accounting Office for

concurrence as to the

computation of the

Money Value

1.3The property None 2 Days

personnel shall (May be Admin Division
receive of the extended Chief

decision
(approval/disapproval
) from the
Undersecretary for
GASSG/Regional
Director on the
request, the Property
personnel shall
assess the same and
advise the
accountable officer
through the

depending on

the number of
transactions

being handled)




HOBS/HODS for the
next steps to be
undertaken:

If the request is
disapproved,
prepare a
Memorandum
informing the
Accountable Officer of
the disapproval of the
request and/or require
compliance with the
lacking requirements,
within 7 working days
upon receipt of the
Memorandum.

Upon receipt of the
lacking requirements
or compliance with
the instructions of the
Undersecretary for
GASSG/Regional
Director, repeat the
3" step of this
Citizen’s Charter

If the request is
approved, prepare
Memorandum to
Accountable Officer
through his head
informing the
approval of the
request for
reimbursement/replac
ement of the lost
property and the
steps to be
undertaken for the
execution of the
decision (e.g.
submission of the
replacement unit and
TA Report, if
applicable) or
payment of the
money value to the
Cash Division/Section




within 15 calendar
days from receipt of
the decision

Proceed to next step

. Present

replaceme
nt
unit/Settle
the money
value of
the lost

property

2.1 Inspect/Validate
the offered
replacement item/s

If Non-Compliant,
Inform the
Accountable Officer
of the reason/s for
non-compliance and
to meet the needed
requirements.

If Compliant,
proceed to next step
Magpatuloy sa
susunod na hakbang
Once the
replacement unit is
compliant with the
approved
recommendation, the
Property Personnel
shall:

a. Accept
replacement unit

b. Prepare
necessary
documentation/up
date record in
PREMIS

c. Prepare
Memorandum to
Finance and
Management
Service
(FMS)/Finance
and Management
Division (FMD)
and copy furnish
Accountable
Officer on the
acceptance of the
offered
replacement items

None

8 Hours
(May be
extended
depending on
the number of
transactions
being handled)

Admin Division
Chief




for reference and
recording in the
Books of Account

2.2 Reimbursement -
The accountable
officer, through the
assistance of
property personnel
shall secure from the
Accounting
Division/Section the
order of payment and
pay to the Cash
Division/Section the
money value of the
lost property in
accordance with the
approved
recommendation.

None

2 Hours

Admin Division
Chief

3. Fill-out
CSMF

3. Upon completion
of the process, the
Property personnel
shall administer the
CSMF (either online
or paper-based) from
the client/accountable
officer through the
prescribed customer
feedback form

Issuance of Sticker Pass

None

5 Minutes

Admin Division
Chief

Issued in lieu of Gate Pass when portable equipment belonging to the
Department (i.e. laptop) are frequently brought outside or inside the DSWD




premises. Issued as proof of ownership of personal/private properties brought
inside DSWD premises for more than one day.

Property and Supply Section / Administrative Division
Simple
Government to Government

Employees with portable equipment belonging to the
Department or personal/private belonging (i.e. laptop) that are
frequently brought outside or inside the DSWD for more than
one day.

REQUEST FORM PSS
Client Satisfactory Measurement Form PSS
Duly Signed Sticker Pass Form (Generated | DPO
from PREMIS)

Receive And 1.1. The property None 5 mins
Validate Request | personnel shall Admin Division
For Sticker Pass receive the duly Chief
accomplished
request for

issuance Sticker
Pass from 8am to
3pm

1.2 Validate
request:

If not duly signed,
request for the
lacking signature

If duly signed,
update expiration
date of the sticker
pass in PREMIS;
for DSWD property
with an
accountable
person under
regular /
contractual /
coterminous /
casual employee




expiration date
shall be at the end
of every semester
and for COS
workers, expiration
date shall be the
end of every
quarter. For
personal property
expiration date
shall be similar to
the DSWD
property with
regular
accountable
person

Ensure that the
client has provided
their satisfaction
feedback in
PREMIS which will
automatically
generate the name
of service provider
once request was
approved.

1.3. Generate and
print sticker pass
and forward to
Head of Property
Office together
with the Sticker
Pass request for
approval of the
request and for
signature of the
generated Sticker
Pass

1.4. Approve
Sticker Pass
Request and sign
printed Sticker
Pass

1.5. Attach signed
sticker pass to the
submitted sticker
pass request and




file in the data file
folder according to
numerical
sequence

Validate Request

2.1. Validate
presented property
vis-a-vis the details
of property
indicated in the
request for
issuance of sticker
pass and in the
printed sticker
pass.

If incorrect
details, inform the
requester and
request for the
right item.

If correct details,
Attach sticker pass
in the most visible
and secure area of
the property and
present, the
submitted sticker
pass request for
signature or
requester as
received sticker

None

35 mins

Bellene L.
Ahmad

Admin Division
Chief

Generate And
Printing

Generate And Print
Sticker Pass
(Pesp/Ppisp) And
Forward To Head
Of Property Office
For Signature

None

25 mins

Admin Division
Chief

Sign Sticker Pass

Sign Printed
Sticker Pass

None

5 mins

Admin Division
Chief

Attach Signed
Sticker Pass

Attach Signed
Sticker Pass To
The Submitted
Request And File
On The Data File
Folder According
To The Numerical
Sequence

None

10 mins

Admin Division
Chief




Inspection Of Validate Presented | None 10 mins.

Presented Property From
Property 8:00am To Admin Division
5:00pm, Monday Chief

To Friday, Except
Holidays Vis-A-Vis
The Details Of
Property Indicated
In The Request
For Issuance Of
Sticker Pass And
In The Printed
Sticker Pass
Correct Details Double Check The | None 15 mins
Details Wheter If
Its Correct Or Admin Division
Incorrect, To Chief
Inform The
Requester
Update Premis Update Premis None 5 mins
And Mark Sticker
Pass Claimed. Admin Division
Chief

Re-issuance of Equipment and Semi-expendable Supplies

To ensure that surrendered serviceable equipment and semi-expendable
supplies may be requested for reissuance to optimize the use equipment or semi-
expendable equipment or supply due to lack equipment, lack of capital outlay, and
other exigencies.

Property and Supply Section / Administrative Division
Simple
Government to Government

Department of Social Welfare and Development (DSWD)
Officials and Employees

Request Form PSS
Client Satisfaction Measurement Form PSS
FETS PSS
PAR/ICS PSS
Barcode Property Sticker PSS




Receipt Of Receive, None 60 mins.
Request For review, and
Property Or verify the Admin Division
Equipment availability of Chief
request.
Processing Of 2.1 Inform None 120 mins.
Request For requesting
Issuance Of Used | Office on the Admin Division
Equipment availability/non- Chief
availability of
items
2.1.1 Request
approval of
FETS for
confirmation of
transfer
2.1.2 AS
Property Officer
shall inform the
OBS non-
availability of
equipment
Recording Of Re- 3.1 Update 90 mins.
Issuance Through | PREMIS and Admin Division
Premis generate Chief
PAR/ICS and
barcode
Approval Of Par/Ics | Process the None 45 mins
approval of
FETS, PAR/ICS Admin Division
Chief
Barcode Attach newly None 15 mins
Placement generated
barcode on Admin Division
requested item Chief
Re-Issuance Of Physical None 60 mins.
Property / issuance of
Equipment And equipment filing Admin Division
Par/Ics of PAR or ICS Chief
Provide Customer | The PSS Staff None 15 mins.
Feedback Form To | will provide
The Requesting Client Admin Division
Party Satisfactory Chief
Measurement
Form to the

requesting party




for the service
provided

Request for Air Transport Services

To provide a systematic procedure for the provision of air transport service.

General Services Section / Administrative Division

Simple

Government to Government

and employees.

The use of dormitory rooms is provided to all DSWD officials

Request for FO Dormitory Accommodation GSS
Form/GSets
Email/Memo GSS
Certification of non-availability of Dormitory GSS
Room
Billet Form GSS
Order of Payment Form GSS
Official Receipt GSS
Clearance Form GSS
CSMF GSS
Accomplishment Of | Present the None 2 mins.
Request For filled-out Admin Division
Dormitory Request for Chief
Form/Gsets Field Office
Dormitory
Accommodation
Form to the
GSS AD.
Receive/Review Receive and None 5 mins.
review the
receiving Admin Division
copy/GSETS Chief
the request
Dormitory
Accommodation
Form/Availabilit
y of Dormitory.
Availability Of Inform the None 2 mins.
Dormitory lodger/guest
through GSeTs




and/or email
and/or in
writing.

Prepare and
issue
certification of
non-availability,
signed by GSD
Chief/GSS
Chief to support
the procurement
of dormitory
rooms outside
the central
office.

15 mins.

Admin Division
Chief

Prepare
Recommendation

The Dormitory
Manager/Staff
in Charge will
provide
recommendatio
ns to AS FO
official /Staff. .

None

15 mins

Admin Division
Chief

Approval

The FO
Administrative
Division Chief
shall approve or
disapprove the
request to use
the FO
Dormitory which
shall be issued
prior to check-
in.

None

15 mins

Admin Division
Chief

Confirmation With
Lodger/Guest

Confirm to the
guest the
availability of
the FO
Dormitory Room
through GSetS,
email or in
writing.

None

15 mins

Admin Division
Chief

Upon Check-In

AS GSS shall
issue a Billet
Form to be filled
out and signed
by the
lodger/guest
upon entry to
the facility.

None

3 mins.

15 mins.

Admin Division
Chief




Lodger/Guest
shall proceed to
the Accounting
Section to
request an
order of
payment to be
presented in the
Cash Section.

Provision Of
Service

Lodger/Guest
shall proceed to
the Cash
Section to pay
fees upon
staying in the
dormitory. All
accounts shall
be settled
before leaving
the FO
dormitory.

None

10 mins.

Admin Division
Chief

Upon Check-Out

Borrowed
supplies, linen,
and other items
must be all
accounted for
by the
lodger/guest. A
clearance must
be issued.

None

15 Min

Admin Division
Chief

Accomplishment Of

Client Satisfaction

Measurement Form

Request the
Lodger/Guest to
fill out the
CSMF.

None

3 Min

Admin Division
Chief

END

How to send feedback

Fill out the Client Satisfaction Measurement
Survey form and place it in the appropriate drop
boxes.

How feedbacks are processed

Consolidate and evaluate the data on a quarterly
basis to determine the degree of client satisfaction
with the services received.

How to file a complaint

Fill out the Client Satisfaction Measurement
Survey form and add and place it in the
appropriate drop boxes.




How complaints are processed | Consolidation and evaluation of the data on a
quarterly basis to determine the degree of client
satisfaction with the services received.

Contact Person/Information E-mail: pss.fol0@dswd.gov.ph
dswd10.pss@gmail.com

Contact Information

i ; laint t .ph
Anti-Red Tape Authority (ARTA) | <22t s@arta@qov.p

8-478-5093

Presidential Complaint Center pcc@malacanang.gov.ph
(PCC) 8888

email@contactcenterngbayan.gov.ph
0908-881-6565

Contact Center ng Bayan (CCB)

Request for DSWD Dormitory Accommodation

To provide the operations of the central office and field office dormitories,
auditorium, and lobby areas and to ensure the quality service management of the
facilities located at the DSWD central office.

General Services Section / Administrative Division
Simple
Government to Government

Air transport service is provided to all DSWD officials and
employees traveling to a particular place/area necessitating the
services of air transport. The process covers the central office
(CO/FO) that has/have an Online Portal System provided by an
Airline Company..

Air Transport Order (ATO) GSS
Client Satisfaction Measurement Form GSS
E-Ticket GSS
Request to Travel/Authority to travel GSS

Request To Receive, None 2mins.
Travel With review, and Admin Division
Approved verify the Chief
Authority To availability of
Travel requests.
Processing Of ATRO shall None 30 mins.
Request determine the
most



mailto:pss.fo10@dswd.gov.ph
mailto:dswd10.pss@gmail.com
about:blank
mailto:pcc@malacanang.gov.ph
mailto:email@contactcenterngbayan.gov.ph

economical yet
practical and
advantageous
airfare for the
passenger thru
the online
portal system
before
accomplishing
ATO and
submitting it to
the Head of
OBS for
approval.

Admin Division
Chief

Verification Of Ato

The General
Services
Section shall
verify the ATO
by
checking/revie
wing the details
provided in the
ATO and the
attached
Authority to
Travel required
for the
booking/reserv
ation of flight.
Should there
be corrections
in the ATO,
GSS shall
return the ATO
and other
attachments to
the OBS for
corrections.

None

3mins.

Admin Division
Chief

Provision Of
Service

Upon
verification of
the ATO, the
ATRO shall
then make the
necessary
booking/reserv
ation for the
passengers
and provide the
latter with the

None

30mins

Admin Division
Chief




E-Ticket
transaction
receipt(E-
Ticket). The
ATO must be
supported by
the authority to
travel of the
concerned
passenger. The
ATRO shall
also inform
passengers of
their airline
company’s
policies relating
to their service
availability,
booking/reserv
ation, and flight
rescheduling
and
cancellation.

Flight Changes

Should there
be a change in
flight schedule,
the passenger
passenger/repr
esentative shall
inform the
ATRO at least
four (4) hours
before the flight
to facilitate the
necessary
rebooking/canc
ellation.

The
passenger/repr
esentative shall
also submit to
the GSD/GSS,
within 7 days,
written
justification for
the above
mentioned
rebooking.canc
ellation, duly
endorsed by

None

30 mins

Admin Division
Chief




their Head of
OBS.

Failure of the
passenger or
their
representative
to inform ATRO
within the
prescribed
period of the
concerned
airline
company or
should the
reason for the
rebooking/canc
ellation of the
flight be
deemed not
justifiable, all
additional
changes
incurred shall
be for the
passenger to
shoulder.
Failure of the
passenger to
appear on the
scheduled flight
shall mean that
he/she be held
accountable for
all charges
including the
cost of
additional
airfare relative
to his/her
failure to board
the airplane
unless his/her
failure, as
determined by
their Head of
OBS, is
justifiable and
valid. He/She
shall submit a
written




justification to
the AS Division
Chief,
endorsed by
OBS Head,
within 7 days
upon return to
their official
workstation.

Accomplishment
of Summary of Air
Transport
Services

The ATRO
shall
accomplish the
SATSP Form
and submit the
same to the
GSD/GSS
together with
the
corresponding
Obligation
Request and
Status (OBR),
Disbursement
Voucher(DV)
and required
attachments.

None

30 mins.

Admin Division
Chief

Checking/Reviewi
ng of SATSP

The GSD/GSS
shall
check/review
all Summary of
Air Transport
Services
Processed
submitted by
OBS;
GSD/GSS shall
assign SATSP
thru validation
of the booked
flights through
the DSWD PAL
Portal System.
Once the
SATSP is
validated, GSS
shall endorse
the SATSP,
OBR, DV, and
other
supporting

None

10 mins.

Admin Division
Chief




documents to
the Finance
Management
Service (FMD.

Accomplishment | Request the None 3 Min

of Client ATRO/Passeng

Satisfaction er to fill out the Admin Division

Measurement CSMF. Chief

END

How to send feedback Fill out the Client Satisfaction Measurement Survey
form and place it in the appropriate drop boxes.

How feedbacks are Consolidate and evaluate the data on a quarterly

processed basis to determine the degree of client satisfaction
with the services received.

How to file a complaint Fill out the Client Satisfaction Measurement Survey
form and add and place it in the appropriate drop
boxes.

How complaints are Consolidation and evaluation of the data on a

processed guarterly basis to determine the degree of client
satisfaction with the services received.

Contact Person/Information E-mail: pss.fol0@dswd.gov.ph

dswd10.pss@gmail.com

Contact Information

) ) complaints@arta@gov.ph

Anti-Red Tape Authority s @ara@qov.p

(ARTA) 8-478-5093
pcc@malacanang.gov.ph

Presidential Complaint Center

(PCC) 8888
email@contactcenterngbayan.gov.ph

Contact Center ng Bayan 0908-881-6565

(CCB)

Request for the Use of DSWD Conference Room

To provide a systematic procedure in the request for the DSWD Conference
Room.


mailto:pss.fo10@dswd.gov.ph
mailto:dswd10.pss@gmail.com
about:blank
mailto:pcc@malacanang.gov.ph
mailto:email@contactcenterngbayan.gov.ph

General Services Section / Administrative Division

Simple

Government to Government

The use of conference rooms is provided to all DSWD officials
and employees.

Request for Use of DSWD Conference GSS
Room Form

Client Satisfactory Measurement Form GSS
Certification of non-availability Conference GSS
Room

Accomplishment
of Request for
Use of DSWD
Conference
Room

5 mins.

Receive and review | None
the receiving copy
the request form for
use of DSWD
Conference
Room/availability of
DSWD Conference

Room.

Admin Division
Chief

Receive/Review

Inform the client of 2 mins.
the availability/non-
availability of the

DSWD Conference

Room.

Admin Division
Chief

Approval

The Authorized 15 mins.
Official/Staff shall
approve the request
to use the
Conference Room
which shall be
issued prior to the
conduct of

activity/meetings.

None

Admin Division
Chief

Provision of
Service

The Staff in Charge | None 5 mins
shall inform the
Requesting Party of
the availability of the
DSWD Conference
Room through email,
in writing, or phone

call.

Admin Division
Chief

Accomplishment
of CSMF

Requesting Party is | None 5 mins

requested to




accomplish the Admin Division
Client Satisfaction Chief
Measurement Form

(CSMF).

How to send feedback
and/or complaints

Along with the data/info submitted through email, the
Google Survey Form link: https://bit.ly/AS-OD_CSMR is
being submitted.

How feedbacks are
processed

Through the Google Survey Form, all feedback is easily
generated and consolidated on a quarterly basis.

AS-RAMD will conduct evaluation regarding the data
gathered through root cause analysis, and identify plans
and actions that must recommended for execution

How to file a complaint

Requesting party may submit an appeal for requests
that have been denied or a complaint letter addressed
to DSWD Secretary Rex Gatchalian at DSWD-Central
Office, IBP Road Batasan Pambansa Complex,
Constitution Hills, Quezon City.

How complaints are
processed

Complaint letter received by the Office of the Secretary
shall be forwarded to the concerned office to address
the concern.

Reply letter shall be sent to the complainant.

Contact Information of
CCB, PACe, ARTA

Anti Red Tape Authority (ARTA)
complaints@arta.gov.ph
or call at 8478-5091 or 8478-5093.

Presidential Action Center (PACe)
pace@op.gov.ph

Hotline 8888 or 82498310 loc. 8175 or 8182

Tel Nos. 8736-8645, 8736-8603, 8736-8606, 8736-
8629, 8736-8621

Contact Center ng Bayan (CCB)
email@contactcenterngbayan.gov.ph
0908-881-6565




Issuance of Certificate of Performance Rating

The Certificate of Performance Rating is issued as a supporting document to
the performance appraisal of the concerned employee.

Human Resource Planning and Performance Management
Section (HRPPMS) — HRMDD

Simple

G2G - Government to Government (Internal/DSWD Employee
Applicants, OBSUs or Hiring Offices)

Requesting Party (employees)

Official Request for the Issuance of HRPPMS- HRMDD

Certificate of Performance Rating

Step 1 Step 1 None | 8 hours (1 day)
File a request for Received
a Certificate of request for HRMDD
performance Certificate of Division Cr;ief
rating. (for walk- performance
in and online Rating.
requests)
The incoming clerk
from the
Performance
Management

Section (PMS) shall
receive the Request
for Certificate of

Performance Rating
Form or from online
request from Office.

Upon receipt of the
request, the same




shall be
acknowledged by
the staff and
forwarded to the
concerned PMS
Staff for action.

Step 2

Prepare

certificate of
rating/no rating and
approval of
certificate

Upon receipt of the
request from the
incoming clerk, the
PMS staff shall
check whether
ratings are available
in the PMS
database or not.

If rating is available,
the same shall
prepare the
Certificate of Rating
for approval.

If rating is not
available, the PMS
staff shall prepare
the Certificate of No
Rating for approval.

None

12 working
hours or One
(1) and half (*2)
days

HRMDD,
Division Chief

Step 2

Fill-out Customer
Feedback form

Step 3

Releasing of
Certificate

Once certificates
have been signed,
the documents will
be forwarded to
outgoing clerk for
subsequent release
to the requesting
office together with
the customer
feedback form.

None

HRMDD,
Division Chief




Step 3 Step 4 None

Receive a copy | Filing of receiving
of certificate of | copy of Certificate.
performance
rating

HRMDD,
Receiving copy of Division Chief
the issued
certificate and filled-
out Client Feedback
Form shall be filed
in the appropriate
filing folder

Contact Information

complaints@arta@agov.ph

Anti-Red Tape Authority (ARTA) 8-478-5093
Presidential Complaint Center (PCC) pcc@malacanang.gov.ph
8888

Contact Center ng Bayan (CCB)
email@contactcenterngbayan.gov.ph

0908-881-6565

Issuance of Certificate of Employment (COE) to Current Officials,
Employees and Contract of Service (COS) Workers

The COE is issued to current Officials, employees, and COS Workers in the
Regional Office, which certifies their services rendered.

Personnel Administration Section (PAS)

Simple

G2G — Government to Government

Current Regional Office Officials, Employees, and COS Workers


about:blank
mailto:pcc@malacanang.gov.ph
mailto:email@contactcenterngbayan.gov.ph

HRMDD — PAS Request Form, Formal
Letter or E-mail Request

PAS Receiving Area,

Client

Send mail/email
or for walk-in
without any
written request,

Receive the

accomplish the | complete documents | None 10 minutes HRMDD
HRMDD-PAS submitted Divisi Ch" ;
Request Form vision &-hie
and submit to
PAS
2 days and 5
hours (may be
h extended HRMDD
. Review the depending on L "
Wait for the p 9 D hief
- documents the additional | DVision Chie
advice of the : )
. submitted and check | None details
assigned PAS | 0" ) 201 if
Focal Person requested by
needed. the client or
length of

service)




Encode/check HRMDD,
details of COE Division Chief
following the
stgndard_template, None 30 minutes
print the issuance
and attach the
necessary
documents
Certifying authority
érgg sign/initial the | None 2 hours HRMDD,
Division Chief
Provide one
originally signed
Certificate of
Employment to the
client and have it
properly  received.
ggg&e COE Ask the client to| None 10 minutes
accomplish  Client HRMDD,
Satisfaction Survey Division Chief
Form to be submitted
via drop box or
google form.
May be
extended based
TOTAL None 3 days on number of
transactions
being handled



How to send feedback

Kindly accomplish the Client Satisfactory
Survey Form and place it at the drop box
located within the HRMDD office premises.

Feedback can also be accommodated
through phone patch or e-mail.

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com

How feedbacks are processed

At the end of the every month, feedbacks
are being consolidated and summarized by
the designated Human Resource
Personnel which are then forwarded to the
Responsible Officer for assessment and
evaluation.

How to file a complaint

Send complaints through HRMDD-PAS’
official email or through phone patch.

Complaints may be in the form of
consultation/ follow-ups to be addressed by
the designated personnel in-charge for
immediate action.

How complaints are processed

Resolutions on the complaints will be
worked on in a given period, preferably
three (3) days. Complainants shall be
informed of the progress of the complaints.
The HRMDD Focal will be addressing the
complaints as soon as a basis will be
available. Fact-finding shall be done
through further investigations and the
results of these will be forwarded to the
complainant for transparency purposes.

Contact Person/Information

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com

Contact Information

Anti-Red Tape Authority (ARTA)

Presidential Complaint Center (PCC)

Contact Center ng Bayan (CCB)

complaints@arta@gov.ph
8-478-5093

pcc@malacanang.gov.ph
8888

email@contactcenterngbayan.gov.ph
0908-881-6565



about:blank
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Issuance of Certificates of Leave Credits to Current Officials and
Employees
The Certificate of Leave Credits is issued to current Officials and Employees in

the Regional Office which certifies their accumulated unenjoyed leave credit balances
for a certain period.

Personnel Administration Section (PAS)

Current Regional Office Officials and Employees

Complex

G2G — Government to Government

HRMDD — PAS Request Form, Formal
Letter or E-mail Request

Client

PAS Receiving Area,

or for walk-in
without any Receive the
written request, |
accomplish the complete None 10 minutes
RUDDPAS. | document e
Request Form vision &-hie
and submit to
PAS
Review the 6 days 4 hours
documents and 30
submitted and minutes (may
encode the details be shortened if
_ of the Leave there is .HRMDD’.
Wait for the Ledger in the None read Division Chief
advice of the i areacy &
k Electronic Leave reviewed
gSS'glnsd PAS Administration and ELARS or may
ocal Ferson Recording System be extended
(ELARS). depending on
Review the ELARS the time
vis-a-vis the Leave None needed to
Ledger review details




Reprint the of the ELARS HRMDD,
corrected ELARS, if or length of Division Chief
errors are found. service of the
Encode details to client)
the Certificate, print | None
the issuance and
attach the
necessary
documents
Certifying authority
shall sign/initial the None 2 hours
ELARS and the HRMDD,
Certificate Division Chief
Inform the client
that the .CLC IS None 10 minutes
ready (via email/
SMS/call)
Provide one
originally signed
ggége CLe CLCto the client
and have it properly HRMDD,
received. Ask the None 10 minutes Division Chief
client to accomplish
the Client
Satisfaction Survey
Form.
May be
extended
depending on
the volume of
transactions
TOTAL None 7 days Ihandled and t.he
ength of service
of the separated
Official /
Employee as
recorded in the
Leave Ledger

How to send feedback

Kindly accomplish the Client Satisfactory
Survey Form and place it at the drop box
located within the HRMDD office premises.

Feedback can also be accommodated
through phone patch or e-mail.

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com




How feedbacks are processed

At the end of the every month, feedbacks
are being consolidated and summarized by
the designated Human Resource
Personnel which are then forwarded to the
Responsible Officer for assessment and
evaluation.

How to file a complaint

Send complaints through HRMDD-PAU’s
official email or through phone patch.

Complaints may be in the form of
consultation/ follow-ups to be addressed by
the designated personnel in-charge for
immediate action.

How complaints are processed

Resolutions on the complaints will be
worked on in a given period, preferably
three (3) days. Complainants shall be
informed of the progress of the complaints.
The HRMDD Focal will be addressing the
complaints as soon as a basis will be
available. Fact-finding shall be done
through further investigations and the
results of these will be forwarded to the
complainant for transparency purposes.

Contact Person/Information

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com

Contact Information

Anti-Red Tape Authority (ARTA)

Presidential Complaint Center (PCC)

Contact Center ng Bayan (CCB)

complaints@arta@agov.ph
8-478-5093

pcc@malacanang.gov.ph
8888

email@contactcenterngbayan.gov.ph
0908-881-6565

Issuance of Certificate of Leave without Pay (LWOP)/ No LWOP to

Current Officials and Employees

The Certificate of Leave Without Pay (LWOP) / No LWOP is issued to separated
Officials and Employees in the Regional Office who have been cleared of money,



about:blank
about:blank
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property, and legal accountabilities, which certifies that they have / do not have Leave
Without Pay (LWOP) for a certain period.

Personnel Administration Unit (PAS)

Complex

G2C — Government to Transacting Public

HRMDD - PA Request Form, Formal
Letter or E-mail Request

Separated Regional Office Officials and Employees

PAS Receiving Area,

Client

Regional Clearance Certificate

Client or if none, FILE 201 / PER 16

Send mail/email

or for walk-in
without any
written request,
accomplish the
HRMDD-PAU
Request Form
(write contact

Special Power of Attorney (if
authorized representative)

Client

Administration
and Recording
System (ELARS).

on the length of
service of the
separated

) Receive the
details as well as complete
the preferred docupments None 5 minutes
mode of receipt | CiETiEY HRMDD,
via courier Division Chief
purposes, as
needed) and
submit to PAU
together with the
complete
supporting
documents.
Review the 3 days (may
documents take longer
submitted and hours
Wait for the encode the details depending on
advice of the of the Leave None the period of
assigned PAU Ledger in the _retrieving files, HRMDD,
Focal Person Electronic Leave if needed, and Division Chief




Official /

Employee)
1 day and 4
hours (may
take longer HRMDD,
hours Division Chief
depending on
. the volume of
Review the transactions
ELARS vis-a-vis None : .
being reviewed
the Leave Ledger
and on the
length of
service of the
separated
Official /
Employee)
Reprint the
corrected ELARS,
if errors are found.
Encode details to
the Certificate, None 2 hou_rs and 30
. . minutes
print the issuance
and attach the
necessary
documents
Certifying
authority shall
sign/initial the None 2 days
ELARS and the HRMDD,
Certificate Division Chief
Inform the client
Inform PAU of that the Certificate
preferred method | is ready and ask if
of receiving the for pick-up or for None 10 minutes
duly-signed courier service
Certificate. (via email/ HRMDD
SMSfcall) Division Chief
Prepare and print
the transmittal
If the Certificate !etter Wlt.h
. : information on
is to be sent via
courier service how to return the
wait until the ’ Client Satisfaction None 20 minutes -HRMDD’-
_ Survey (CSS). Division Chief
parcel is sent to
i Attach one
the given originally signed
address. 9 yslg

Certificate and
one (1) CSS for
accomplishment.




Certifying
authority shall
sign/initial the None 20 minutes
ELARS and the HRMDD,
Certificate Division Chief
Encode tracking
details in the
applicable
document tracking | None 15 minutes
system used by
the unit or thru
logs

Forward the
document to the
Records and
Archives None 10 minutes
Management
Section for courier
service

Follow-up the
Client Satisfaction
Survey from the None 15 minutes
Client after 3
working days
Provide one _"_'R_MDD’_
originally signed Division Chief
Certificate to the

HRMDD,
Division Chief

If the Certificate

Is for pick-up, client and have it
EL%CSZ? tthoepAS properly received. None 10 minutes
requested Ask the c_:Ilent to
document accomplish the
' Client Satisfaction
Survey Form.
May be extended
depending on the
volume of
transactions
handled and the
TOTAL None 7 days length of service
of the separated
Official /

Employee as
recorded in the
Leave Ledger




How to send feedback

Kindly accomplish the Client Satisfactory
Survey Form and place it at the drop box
located within the HRMDD office premises.

Feedback can also be accommodated
through phone patch or e-mail.

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com

How feedbacks are processed

At the end of the every month, feedbacks
are being consolidated and summarized by
the designated Human Resource Personnel
which are then forwarded to the
Responsible Officer for assessment and
evaluation.

How to file a complaint

Send complaints through HRMDD-PAU’s
official email or through phone patch.

Complaints may be in the form of
consultation/ follow-ups to be addressed by
the designated personnel in-charge for
immediate action.

How complaints are processed

Resolutions on the complaints will be
worked on in a given period, preferably
three (3) days. Complainants shall be
informed of the progress of the complaints.
The HRMDD Focal will be addressing the
complaints as soon as a basis will be
available. Fact-finding shall be done through
further investigations and the results of
these will be forwarded to the complainant
for transparency purposes.

Contact Person/Information

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com

Contact Information

Anti-Red Tape Authority (ARTA)

Presidential Complaint Center (PCC)

Contact Center ng Bayan (CCB)

complaints@arta@gov.ph
8-478-5093

pcc@malacanang.gov.ph
8888

email@contactcenterngbayan.gov.ph
0908-881-6565
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Issuance of Service Record to Current Officials and Employees

The Service Record (SR) is being issued to current Officials and Employees in
the Regional Office who have been cleared of money, property, and legal
accountabilities. As requested, the SR provides and certifies their detailed government
service, to include: Full Name, Date and Place of Birth, Designated Positions, Status
of Employment and Equivalent Periods and Salaries.

Personnel Administration Section (PAS)

Complex

G2C - Government to Transacting Public

Separated Regional Office Officials and Employees

HRMDD — PAS Request Form, Formal
Letter or E-mail Request

PAS Receiving Area,
Client

Send mail/email
or for walk-in
W't.hOUt any Receive the
written request, complete .
accomplish the documents None 10 minutes
HRMDD-PAS submitted HRMDD,
Request Form Division Chief
and submit to
PAS.
Review the request
based on the
purpose indicated
in the document
request form or 6 days 2 hours
email request and 30
Review/check the rglnutes ((Ta:jy
Wait for the service card, copy None e extende
. depending on
advice of the of duly the additional
assigned PAS accomplished details
Focal Person DSWD RO requested by HRMDD,
Clearance and the client or Division Chief
other length of
data/information gt
filed at PER 16, as service)
reference.
Draft/prepare the
SR following the None
standard template




o , 2 hours
chall Sgn/iniial e | None | (depending on
SR the availability HRMDD,
of signatories) Division Chief

Inform the client

that the .SR IS None 10 minutes

ready (via email/

SMS/call)

Provide one

originally signed

.GEt the SR SR to the client
issued and have it

properly received. None 10 minutes .HR.)MDDH. ¢

Ask the client to Division Chie

accomplish the

Client Satisfaction

Survey Form.

May be
extended
depending on
the volume of
transactions
TOTAL None 7 days handled and the

length of service
of the separated
Official /
Employee as
recorded in the
Leave Ledger
| FEEDBACK AND COMPLAINTS MECHANISM |
Kindly accomplish the Client Satisfactory
Survey Form and place it at the drop box
located within the HRMDD office premises.

How to send feedback Feedback can also be accommodated
through phone patch or e-mail.

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com

At the end of the every month, feedbacks
are being consolidated and summarized by
the designated Human Resource Personnel
which are then forwarded to the
Responsible Officer for assessment and
evaluation.

Send complaints through HRMDD-PAU’s
official email or through phone patch.

How feedbacks are processed

How to file a complaint



mailto:dswd10personnel@gmail.com

Complaints may be in the form of
consultation/ follow-ups to be addressed by
the designated personnel in-charge for
immediate action.

How complaints are processed

Resolutions on the complaints will be
worked on in a given period, preferably
three (3) days. Complainants shall be
informed of the progress of the complaints.
The HRMDD Focal will be addressing the
complaints as soon as a basis will be
available. Fact-finding shall be done
through further investigations and the
results of these will be forwarded to the
complainant for transparency purposes.

Contact Person/Information

Telephone: (110) 858 8134
E-mail: dswd10personnel@gmail.com

Contact Information

Anti-Red Tape Authority (ARTA)

Presidential Complaint Center (PCC)

Contact Center ng Bayan (CCB)

complaints@arta@gov.ph
8-478-5093

pcc@malacanang.gov.ph
8888

email@contactcenterngbayan.gov.ph
0908-881-6565

Data Sharing with DSWD OBSUs- List of Data Subject

Generation of data sets with Personal Information (PI) and Sensitive Personal
Information (SPI) for social protection purposes.

National Household Targeting Sections (NHTS)

Complex

Government to Government (G2G), Government to Business
(G2B), Government to Citizen



mailto:dswd10personnel@gmail.com
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agencies.

e With existing and valid Non-

Disclosure Agreement (NDA):

1.0ne (1) original/copy of letter of
request (indicating purpose for the
request, the list of data sets required
and how these will be used, and a
reasonable timeline as to when the
requested data is needed

e No existing and valid Non-

Disclosure Agreement (NDA):

2.0ne (1) original/certified true copy of
document indicating the appointed
and NPC- registered Data Protection
Officer

3.0ne (1) original copy of
accomplished Non-Disclosure
Agreement (NDA)

4.0ne (1) copy of List of personnel
who will have access to the
Listahanan data together with the
purpose and data processing they
will employ in the treatment of data

All DSWD Offices, Bureaus, Services, Units (OBSUSs) at the
Central and Field Offices, Centers, Residential Care Facility,
Sections, and Units (CRCFU) at the regional level, and attached

Provided by the Requesting Party

1.1Receive and

1. Endorse the

letter of record the
request with request in the
attached e- document
copy of data transaction/trac
requirements king system.

(if available) to

NHTS. 1.1.1 Advise the

requesting
party that

None 15 minutes
PPD, Division

Chief




they will
receive an
email or call
after 2-3
working
days on the
approval of
their request
and the
expected
schedule of
release of
the results.
1.1.2 Forward the
request to
the NHTS
Policy and
Plans
Division
(PPD) Chief
for approval.

1.2Review, input
comment, and
decide if the
request is for
processing or
not, then
endorse it to the
Regional Focal
Coordinator.

None

6 hours

PPD, Division
Chief

1.3Input
recommendatio
ns and endorse
it to the
designated
Data Privacy
Officer (DPO)

None

6 hours

PPD, Division
Chief

1.4Review the
request and
make
recommendatio
ns if the request
is for approval
or not, then
endorse to the

None

3 hours

PPD, Division
Chief




NHTS Policy
and Plans
Division Chief.

2. Submission of
signed Non-
Disclosure
Agreement
(NDA)
Agreement
and other
documentary
requirements
not included in
the submission
of letter of
request to the
NHTS for
review on
completeness

2.1The NHTO

Director/NHTS
PPD Chief
endorses the
recommendatio
n to the
assigned
Project
Development
Officer to inform
the client on the
approval or
disapproval of
the data request
based on the
DSWD AO 19,
s. 2021.

e If Approved
Communicat
e with the
requesting
party,
facilitate the
signing of
the NDA,
and review
all the
documentar
y
requirement
S

o |If
Disapproved
- Return to
requesting
party and
prepare a
Denial of
Request for

None

2 hours

PPD, Division
Chief




Data Form
highlighting
the grounds
for such
denial. End
of process.

2.1.1 After
accomplishi
ng the NDA
and
reviewing
the
completenes
s of the
documentar
y
requirement
s, endorse
to the
NHTS
Information
Technology
Officer

2.2 Generate the

None 1 day
requested data. PPD. Division
Chief
2.3Review result of
the data None 1 day
generation. PPD, Division
Chief
2.4 Secure the data
by adding
p?ostz\:\:/tci)gcril to the None 1 day
P PPD, Division

file.

Chief




2.4.1 Prepare
Data
Release
Form (DRF),
draft
memorandu
m reply, and
burn results
in a compact
disc (CD),
USB stick,
or hard
drive.

-Other storage

device may apply

aslongasitis
approved by the IT

Head and the

storage device is

provided by the
requesting party.

-Google drive may

also be used as a

storage of the

requested data as
long asitis
encrypted and
password-
protected. Further,
the password will
only be released to
the authorized
personnel of the
requesting party.

2.4.2 Counter sign
in the DRF.

2.4.3 Finalize the
memo,
attach the
Data
Release
Form (DRF)
and secure
data then




forward it to
the
Administrativ
e unit.

2.5Track and scan
the document
before releasing
the result to the
requesting
party.

None

10 minutes

PPD, Division
Chief

3. Call

NHTO/NHTS
for retrieval of
password upon
receipt of the
result and
submit the
signed
Certificate of
Acceptance

3.1Provide the
password of the
file to the
requesting party
thru phone
upon inquiry
and receive the
signed
Certificate of
Acceptance
from the
requesting
party.

3.1.1 Administer
the Client
Satisfactory
Measureme
nt Survey
(CSMS)
form per
Committee
on Anti-Red
Tape
(CART)
guidelines.

None

10 minutes

PPD, Division
Chief




Data Sharing with DSWD OBSUs- Name Matching Request

Provision of data corresponding the individual/s name matching request to
determine if a household is in the Listahanan database and its poverty status.

National Household Targeting Sections (NHTS)

Highly Technical

Government to Government (G2G), Government to Business
(G2B), Government to Citizen

All DSWD Offices, Bureaus, Services, Units (OBSUSs) at the
Central and Field Offices, Centers, Residential Care Facility,
Sections, and

Units (CRCFU) at the regional level, and attached agencies.

e With existing and valid Non-
Disclosure Agreement (NDA):

1. One (1) original/copy of letter of
request (Indicate reason for
name matching)

2. One (1) electronic copy
(Preferably in CSV format) of
the name to be matched which
includes the following:

e Complete name (Last
name, First Name, Middle _ _
Name, Extension Name) Provided by the Requesting Party

e Birth Date (YYYY-MM-DD
format)

e Philippine  Standard
Geographic
Classification of (PSGC)
Province, City/Municipality,

and Barangay

e No existing and valid Non-
Disclosure Agreement (NDA):




0. One (1) original Non-
Disclosure Agreement
(NDA) signed by the: (1)
Head of Office as Personal
Information Controller (PIC),
(2) designated Data Privacy
Officer (DPO) or
Compliance Officer (COP)

0. One (1) copy of List of

Personnel who will access,
process, and safeguard the
Listahanan data, including the
employed data processing

. Endorse to

the assigned
Project

. Provide the .
. Receive and
letter of
record the
request request
':(r)]gether with . Endorse NHTS Regional
electronic request to None | 15 minutes Field Coordinator
the NHTO (RFC)
copy of the :
Director /
names for )
Regional
name )
. Director
matching
0. Provide
instructio
nto
facilitate/r
eview the
request. _
None 2 hours Rgglonal
Director
. Endorse to
the Policy
and Plans
Division
(PPD) Chief.
. Provide
recommenda
tions on
the request. .
None 1 hour PPD Chief




Developmen
t Officer
(PDO) to
inform the
client about
the status of
their request.

0. Inform the
client on the
status of
data request
based on the
DSWD AO
19, s. 2021.

e Disappro
ved —
Sign the
letter of
disappro
val and
endorse
to the
client.
End of
process

e Approve
d-—
Notify
and
provide
the NDA
and
docume
ntary
requirem
ents to
the client

None

1 hour

NHTS Regional
Field Coordinator
(RFC)

0. Provide the
documentar
y -
requirement
s and the
NDA signed
by the Head
of Office
(HOO) as
Personal
Information

1. Review all
documentary
requirements
including the
NDA
submitted by
the client.

Non-Compliant

— Inform the

client regarding

the incomplte

None

2 hours

NHTS Regional
Field Coordinator
(RFC)




Controller
(PIC) and
the
designated
Data Privacy
Officer
(DPO) /
Compliance
Officer for
Privacy
(COoP)

requirement via
email.

Compliant —
Sign the
NDA and
endorse
to the
DPO for
signature

a. Endorse
the
signed
NDA to
Informati
on
Technolo
9y
Division
(ITD) for
processin

g

0. Review
the
complian
ce of the
electronic
copy of
names
with

th
e
required
template/
format:

Non-Compliant
— Inform the
client about the
findings via
email

Compliant —
Process the
request within
the set deadline
depending on
the volume or
number of

None

1 day

(5,000 and
below)

3 days
(5,001 -
50,000)

7 days
(50,001 -
400,000)

18 days
(400,001 -
1,000,000)

NHTS
Information
Technology
Officer (ITO)




names to be
matched

0. Provide a
storage
device
that is
approved
by the IT
Chief or
request
for a
Google
Drive link

1. Secure the
data by
adding a

password to

the file.

1. Prepare the
Data
Release

Form (DRF).

2. Draft the
response
memorandu
m.

3. Save the
results in a

compact disc

(CD),
Universal
Serial Bus
(USB) stick,
or hard
drive.

4. Sign the
DRF.

None

3 hours

NHTS
Information
Technology
Officer (ITO)




5. Endorse
the
finalized
documents
to NHTO
Director /

PPD Chief.

0.

Sign the
memoran
dum and
endorse
to the
Administr
ative
Assistant
for
releasing.

None

1 hour

Regional
Director

0. Receive

the
results of
name
matching

1. Track and
scan a copy
of the
documents
for record
keeping

1.

Release
the
documen
t to the
client

None

10 minutes

NHTS RFC

. Fill-out

th
e Client
Satisfact
ory
Measure
ment
Survey
(CSMS)

Provide
the client
the
CSMS
form per
Committe
e on Anti-
Red

Tape
(CART)
guideline
s

None

10 minutes

NHTS
Information
Technology
Officer (ITO)




Data Sharing with DSWD OBSUs- Statistics/Raw Data Request

Generation of source data, unprocessed anonymised data or numerical
processed data as requested by the client.

National Household Targeting Sections (NHTS)

Simple

Government to Government (G2G)

DSWD Offices/Bureaus/Services/Units

1. One (1) original or copy of letter of
request (specify purpose and data
requested)

Provided by the Requesting Party

1. Receive and
record the
request.

. Submit a
letter or
email re:

NHTS Regional
Field

None | 30 minutes




request for
Listahanan
data —
addressed
to the
NHTO
Director/
Regional
Director.

1. Forward
request to
National
Household
Targeting
Section
(NHTS), then
furnish the
Regional
Director and
the Policy and
Plans Division
(PPD) a copy
of the request

Coordinator
(RFC)

0. Review the
request based
on AO 19
s.2021.

1. Input
comment/s
then endorse
to the NHTS
Associate
Statistician

None

2 hours

NHTS Regional
Field
Coordinator
(RFC)

0. Provide
instruction
based on
the data
requested.
If the
request is:

e Not clear
In case of
vague data
request,
instruct the
Associate

Statisticians

to
coordinate
with the
data users
(through
emails,
recorded

None

3 hours

NHTS Regional
Field
Coordinator
(RFC)




calls or text)
and clarify
the data
requirement

a. In case the
requested
data is not
available in
the
Listahanan
database,
instruct the
Associate
Statistician
to
coordinate
with the
requesting
party and
provide
recommend
ations on
other data
available in
the
Listahanan.

e Clear -
Forward
request to
the
Associate
Statistician
for data
generation.

0. Generate the
requested data
from the
Listahanan
database, and
export into
excel or any
format
available.

None

1 day

NHTS Associate
Statisticians




1. Draft response
letter to the
requesting
party and
attach routing
slip.

0. Submitto
the NHTS
RFC for
review.

0. Review the
generated
statistical /raw
data. In case
the generated
data is:

e Not
accurate —
Return the
generated
statistical/ra
w data to
the
Associate
Statisticians
for
revision.

e Accurate —
Submit to
the FO PPD
Chief for
review and
recommend
ing
approval.

None

3 hours

NHTS Regional
Field
Coordinator
(RFC)

0. Countersign
response
letter and
endorse the
same to the
Regional

Director for

approval.

None

2 hours

PPD Chief




0. Approval of
the
facilitated
data
request for
release to
the
requesting
party.

o |If
Disapprov
ed —
Provide
note on the
reason of
disapproval;
then return
the
facilitated
request to
the
Operations
Division /
NHTS for
revision.

o If
Approved
— Sign the
response
letter for
data
release.

None

5 hours

Regional
Director

1. Receive the
data
requested
and fill-out
the CSMS
form

1. Track and

facilitate the
release of the
approved data
request to the
requesting
party.

. Administer

Client
Satisfaction
Measurement
Survey

None

30 minutes

NHTS Regional
Field
Coordinator
(RFC)




(CSMS) during
the release of
approved data
request.

How to send
feedback?

For walk-ins: Client may fill-out the feedback form to be provided
by the NHTO/NHTS Administrative Personnel and drop it in the
designated feedback and complaints drop box.

For online: Survey form link can be access through:
http://bit.ly/NHTOCSMF2024 or you may email at

nhto@dswd.gov.ph

How
feedbacks are
processed?

For walk-ins: The Administrative/Grievance Officer complies and
records all feedback submitted. For feedback requiring answers,
these are forwarded to the concerned personnel/section/division
and response shall be provided to the client within three (3) days
upon receipt of feedback.

For emails/calls: The Receiving Officer verifies the nature of the
feedback/complaint and shall endorse to the concerned
personnel/section/division via email. Upon receiving the reply
form the concerned personnel/section, the client shall be
informed via email or phone call.

For concerns and inquiries, the clients may send an email to
nhto@dswd.gov.ph

How to file
complaint?

For walk-ins: The client shall fill out the complaint form to be
provided by the NHTO Administrative personnel which shall be
forwarded to the designated Complaints/Grievance Officer. The
client shall provide the following details:

Full name and Contact Information of the Complainant

Sex (Male or Female)

o &

Narrative/details of the complaint

Evidence

o

d. Name of the person/office being complained



http://bit.ly/NHTOCSMF2024

For emails/calls: Clients may also send all complaints at
nhto@dswd.gov.ph or call at 8951-2803 and provide the
necessary details stated above.

The Complaints/Grievance Officer shall evaluate and discuss the
complaint with the immediate supervisor of the concerned staff.

?g)r\T/]v laints are The Complaints/Grievance Officer shall investigate and create an
beinp incident report specifying the facts and results of investigation.
procgssed’?' The report shall be forwarded to the NHTO Director for

appropriate action.

Complaints/Grievance officer shall provide feedback to the client.

Authority on Anti Red Tape (ARTA)

complaints@arta.gov.ph
or call at 8478-5099, 09-69-257-7242, 0928-690-4080

Presidential Action Center (PACe)

Contact pace@op.gov.ph
Information of _
CCB, PACe, Hotline 8888 or 82498310 loc. 8175 or 8182

ARTA Tel Nos. 8736-8645, 8736-8603, 8736-8606, 8736-8629, 8736-
8621

Contact Center ng Bayan (CCB)
email@contactcenterngbayan.gov.ph

0908-881-6565

LIST OF OFFICES

: IBP Road, Batasan Pambansa
DSWD Central Office Complex, Constitution Hills, Tel No: 8951-2803
— NHTO .

Quezon City

DSWD Field Office #389 San Rafael Street, Legarda o
NCR - NHTS Manila Hotline: 8-734-4252
DSWD Field Office . . Trunkline: (074) 661-
CAR- NHTS #40 North Drive , Baguio City 0430
DSWD Field Office I | Quezon Avenue, City of San Trunkline: (072) 687-
- NHTS Fernando, La Union 8000



mailto:nhto@dswd.gov.ph
mailto:complaints@arta.gov.ph
mailto:pace@op.gov.ph
mailto:email@contactcenterngbayan.gov.ph

DSWD Field Office Il
- NHTS

#3 Dala na Pagayaya, Regional
Center, Carig Sur, Tuguegarao
City, Cagayan

Trunkline: (02)8539-
47-10

DSWD Field Office Il
- NHTS

Government Center, Maimpis,
San Fernando Pampanga

Trunkline: (02)8246-
70-21

DSWD Field Office
IV-A - NHTS

Alabang Zapote Road, Alabang
Muntinlupa

Tel Nos: 807-1518/
807-4142

DSWD Field Office
MIMAROPA - NHTS

#1680 F.T. Benitez cor. Malvar
Street, Malate Manila

Trunkline: (02)5-336-
8107

DSWD Field Office V
- NHTS

Magnolia St. PBN Buraguis,
Legazpi City

Phone No: 0918-
4022315

DSWD Field Office

M.H. Del Pilar Street Molo, lloilo

Trunkline: (033) 330-

VI - NHTS City 7860

DSWD Field Office MJ Cuenco Avenue corner Trunklines: 232-95-09/
VII - NHTS Avenue, Brgy. Carreta, Cebu City | 233-8798/ 233-0261
DSWD Field Office Magsaysay Boulevard, Tacloban | Tel No: (053) 552-

VIl - NHTS City 3698

DSWD Field Office General Vicente Alvares Street Tel No: (062)991-

IX - NHTS Zamboanga City 6030

DSWD Field Office X
- NHTS

Masterson Avenue, Upper
Carmen, Cagayan De Oro City

Trunklines: 858-81-34/
858-89-59

DSWD Field Office

R. Magsaysay Avenue corner D.

Trunkline: 227-19-64

Xl - NHTS Suazo St. Davao City
DSWD Field Office Purok Bumanoag, Brgy. Zone lll, . 2R,
XIl - NHTS Coronadal City, south Cotabato Trunkline: 228-36-07

DSWD Field Office
CARAGA - NHTS

R. Palma Street, Butuan City

Trunkline: 085) 085-
303-8620




