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Mandate:
The Department of Social Welfare and Development (Filipino: Kagawaran ng

Kagalingan at Pagpapaunlad Panlipunan, abbreviated as 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

disadvantage.

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

Mission:
The Department of Social Welfare and Development shall lead in the formulation,
implementation, and coordination of social welfare and development policies and
programs for and with the poor, vulnerable and disadvantaged.

DSWD Gore Values:
o Maagap at Mapagkalingang Serbisyo
. Serbisyong walang puwang sa katiwalian
. Patas na Pagtrato sa Komunidad

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 endeavor 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 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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Vl. Quality Policy
We, the Department of Social Welfare and Development (DSWD) Field Office
Caraga as the Region's lead agency in the delivery of social welfare and
development programs and services, commit to:

* Deliver coordinated, relevant, rights-based and empowering social welfare
and development programs and services for the poor vulnerable and

disadvantaged population 
;

4 lmplement responsive policies and plans, learning and development
interventions and regulatory services, developed either by the Field Office

or Central Office, to enhance the capacity of our intermediaries for an

improved delivery of social welfare and development programs and

services;
* Sustain and nurture a culture of excellence through internal and external

convergence, highly competent human resource and suitable working
environment;

*&. Continuously quest for knowledge and innovation for organizational grovuth

and improvement and provide appropriate interventions for personal and
professional growth of workforce;

* Adhere to professionalism, integrity, accountability and ethical standards
towards customer satisfaction and quality service by complying with DSWD

mandates, government rules and regulations, other pertinent laws and

requirements.

"Sa Kalidad nga Serbisyo, Kalidad nga Kinabuhi Sigurado."
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LIST OF SERVICES

NO. NAME OF SERVICES PAGE
NUMBER

EXTERNAL SERVICES
1 Accreditation of Pre-marriage Counselors (PMC) 7

2 Auqmentation of Welfare Goods 13

3 Emerqency Shelter Assistance (ESA) 15

4 Food-for-Work Assistance 17

5 lmmersion Outreach Program/ Government lnternship Program 19

6 lssuance of Affidavit of Consent to Adoption and Pre-adoption
Placement Authority

22

7 lssuance of Certificate of Authority to Conduct Regional Fund Raising
Campaiqn to lndividual, Corporation, Orqanization or Association

28

8 lssuance of Foster Care License and Foster Care Placement Authority
Licenses to Foster Families

34

I lssuance of Pantawid Pamilya Certification 40

10 lssuance of Travel Clearance to Minors Travelling Abroad 43

11 Licensing of Private SocialWelfare and Development Agencies
(SWDAS)

51

12 Name-Matching Request for DSWD Offices 60

13 Provision of Assistance to lndividuals in Crisis Situation 63

14 Provision of Assistance to Returning Overseas Filipinos 71

15 Provision of Assistance to Victims of Human Trafficking 73

16 Provision of Assistive Devices to Eligible Persons with Disabilities
(PWDs) (Canes, crutches, wheelchair, hearing aids and Prosthesis)

76

17 Provision of Centenarian Gift to Eligible Centenarians 82

18 Provision of Residential Care Services to Children in Conflict with the
Law

84

19 Provision of Residential Care Services to Children Sexually Abused and
Exploited

89

20 Provision of Stipend to Eligible Social Pension Beneficiaries 94

21 Registration of Private SocialWelfare and Development Agencies
(SWDAS)

98

22 Request for Statistical Data 103

23 Risk Resiliency-Program -Climate Change Adaption and Mitigation
(RRP-CCAM) Thru Cash-for-Work Modality (CFW)

105

24 Student Training Services 108

25 Training Services for External Partners 111

INTERNAL SERVICES
1 lssuance of Certificate of No Pending Case 115
2 Request for Ceftificate of Employment 117

3 Request for copy of Statement of Assets, Liabilities and Net Worth
(SALN)

120

List of Offices 123
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1. ACCREDITATION OF PRE.MARRIAGE GOUNSELORS

Refers to the process of assessrng the Pre-Marriage Counselors if they are compliant to set
standards.

;WD FIELD OFFICE CARII
PITOI. COMPOUND BUTI'AN C
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Standards Section - Policy and Plans Division
Highly Technical (20 working days)

Government to Client (G2C)

ALL PracticingiPlanning to practice Pre-Marriage Counseling
Sessions

o DSWD Field Office Caraga - Standards
Section

o https://www.dswd.qov. ph/issuances/MCs/M
C 2019-001.pdf

. One (1) Duly Accomplished
Application Form

Constitution and By-Laws/Local
Ordinance or Resolution

City/Municipal Sangguniang Bayan Office
or at the City/Municipal Social Welfare and
Development Office of Local Government
Unit of Local Government Unit

One (1) photocopy of the
following documents (g!!sinal
copies must be presented):

1. Any of the following as proof
that the applicant is a graduate
of four (4) year course:

a. Photocopy of Certificate of
graduation/college diploma or
transcript of records; or

b. Certified photocopy of valid
PRC ID.

2. Photocopy of Training
Certificates/Certificates from

training, and other related
activities on basic counseling
service for at least twenty-four
(24)'four hours. lf original copy
is unavailable, a certified true

of the certificate of

.Of f id6;0 ir,Divisio it.:
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participation/attendance from
the training provider will be
accepted;

Any of the following as proof
that applicant is tasked to
assist/conduct PMC sessions
and/or part of the local PMC
Team, if applicable:

a. Certification from
immediate Supervisor;
or

b. An approved resolution.

Documentation of at least six
(6) PMC sessions, which
captures the role performed by
the applicant as proof that
he/she has assisted in the PM
Counseling session; and

Other documents to be made
available during the
assessment visit.

a. Accomplished Marriage
Expectation lnventory
Form of would-be-
married couple/s
present during the
validation visit.

FOR RENEWAL

1. Certificates of training,
seminars, orientation and other
related or similar activities on
marriage counseling or toPics
related to Pre-marriage
counseling such as but not
limited to Gender and
Development, Human MaturitY,
Value Clarification and
Responsible Parenting for at
least twenty-four (24) hours
within the validity period of the
preceding certificate.

2. Accomplishment Report for the
past year with at least a
minimum of ten (10) PMC
sessions conducted Preceding
the application using the
template provided bY DSWD

DSWD Field Office Caraga - Standards
Section

https://www. dswd.qov. ph/issuances/M Cs/M

;WD FIELD OFFICE CARAGA
PITOT COMPOUND BUTUAN C ?Y
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3.

(Annex D);

Summary documentation of
PMC session/s conducted for
the past year using the
template provided by DSWD
(Annex C);

Other documents to be made
available during the validation
visit.

a. Accomplished Marriage
Expectation lnventory
Form of would-be-married
couple/s present during the
validation visit.

b. Accomplished and
consolidated result of client
feedbacUsatisfaction
survey (See Annex F) for
the template) of about fifty
(50) percent of the total
number of counselled
couple for the past year;
and

c. A summary/record on the
number of Certificate of
Marriage Counseling
issued.

C 20'19-001.pdf Annex D. PMC Form

https ://www. d swd. qov. ph/issuances/M Cs/M
C 2019-001.pdf Annex C. PMC Form

4.

httos://www.dswd.qov. ph/issuances/MCs/M
C 2019-001.pdf Annex F. PMC Form

A. Assessment Procedures for Walk-in
*5 minutes Support Staff in

charge of all
incoming
documents
(Field Office
Standards

SIEP 7: Secures
application form
thru the DSWD
Website/Field
Office Caraga

Provides client application
form, and checklist of
requirements

Receive the documentary
requirements and shall
provide the applicant with
an application reference
number for easy track

STEP 2: SubmiU
fiie appiication and
supporting
documents at
Field Office

)SWD FIELD gPP16E.frffiI
.,APITOL 

COMPOUND BUTIJAN 
''" I

[LsTEB coPLi

CL!ENT STEPS

,,,,;. f,it..,. ..

AGENCY ACTIONS FEES TO
BE PAID

PROCESSING
', ,, flll/tf ' ,: '

(under normal
circumstances)

ill1il,il.1iiill.iPERSONtl]tlllr;tll

]IRESPONSIBLE

None

None *5 minutes Support Staff in
charge of ali
incoming
documents
(Field Office

9
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and reference.

STEP 3: Awaits
for
acknowledgement
or notification
relative to the
application.

1.1 Reviews and
assesses the
completeness of the
req u irements/documents
submitted to wit:

1.2 lf found
complete/sufficient,
acknowledge receipt of
application and notifies
applicant and coordinate
for the schedule of
assessment visit.

1.3 lf found
insufficienUhave not met
required qualification and
requirements,
acknowledge receipt and
notify the applicant on the
lacking requirements,
provide necessary
technical assistance and
return all the submitted
documents.

*10 minutes Technical Staff
or Officer of the
day / Support
Staff in charge
of all incoming
documents
(Field Office
Standards
Section)

Sfep
Accomplish
drop
Customer's
Feedback Form on

Provide the applicant
Organization the
Customer's Feedback
Form

*5 minutes Support Staff
(Field Office
Standards
Section)

Note: The DSWD will implement 4:00pm cut-off on the
which includes the payment of processing fees. Apptications received after 4:00pm shall
be considered as a next working day transaction.
SIEP 5.' Prepare
for the Actual
Assessment

Conducts validation
assessment to include the
following:

a. Brief overview on the
assessment process;
b. Observation on the
counseling session;
; and
c. Exit Conference

2 working days Technical Staff
or Officer of the
day (Field
Office
Standards
Section)

swD FrE L D oFF rc EaE7el]
APITOI COMPOUND BUTUAN C 7\

TER COPs
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CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSING
TIME

(under normal
^;,^,,n^r^^^^^\f ,lt (,tli r l:aral rt..::\ r

PERSON
RESPONSIBLE

Standards Section Standards
Section)

None

None

None
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7 working days Technical Staff/
Section Head/
Division Chief/

Support Staff

SIEP 6; Awaits
the approval of the
application/
confirmation
report/issuance of
the Certificate

1.1 Final Assessment of
the application documents
and result of the actual
accreditation assessment.

1.2 Prepares the
confirmation report, with
the following possible
content:

a. lf favorable, inform
applicant on the approval
of h is/her accreditation.

b. lf unfavorable,
recommend for re-
assessment.

1.3 Forwards to the office
of the RD for
approval/signature.

1.4 Approval and
signature of the
documents
Release of Certificate

TOTAL

For Complete and Compliant:

For Complete Requirements with Areas for
Compliance:

DSWD FIELD OFFICE CARAGA
C.APITOL COMPOUND BUT|.'AN C rY

ISTER COP Y

11

CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSING
TIME

(under normal
circumstances)

PERSON
RESPONSIBLE

None

Regional
Director

STEP 7; Receives
the Accreditation
Certificate

None 1 working day Support Staff
(Field Office
Standards
Section)

None
20 working
days

None
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Accomplish the C/renf Safisfaction Suruey Form (DSWD -
FO Caraga- HRMDD 001-F-001) from the receiving admin
staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 105
Telefax: (085) 81 5-91 73

How to send feedback

How feedbacks are
processed

Every 1tt week of the month, your feedbacks are
consolidated and summarized by the designated Admin
Staff for onward submission to the Section Head and PPD
Chief for approval and consolidation.

How to file a complaint You can write your complainUs in the comment section of
the Client Satisfaction Suruey Form (DSWD - FO Caraga-
HRMDD 001-F-001) from the receiving admin staff of the
Section

How complaints are
processed

Complaints received are consolidated every 30tn day of
every month and will be part of the agenda during the
Section and Division meetings.

Contact lnformation of
CCB, PCC, ARTA

Standards Section
2'd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc. 105
Telefax: (085) 81 5-91 73
E-mail: standardscaraqa@qmail.com

ARTA . complaints@arta.gov. ph
PCC: 8888
CCB: 0908 -881-6565 (SMS

rER COI
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2. AUGMENTATION OF WELFARE GOODS

This refers to the request for the augmentation of welfare goods to the local government
units affected disasters/calamities.

Disaster Response Manaoement Division
Simple
G2G - Government to Government
Local Government Units and Other Requesting Agency

WHERE TO SECURE
LOCAL GOVERNMENT UNITS
Disaster Report using the prescribed
DROMIC Forms

Client

Request Letter signed by Local Chief
Executives or anv authorized representative

Client

OTHER REQUESTING AGENCIES
Request Letter signed by the Authorized
Approvinq Officer

Client

1. Submission
of required
documents

Receiving of the
document

None 2 minutes
Administrative

Assistant

Validation on the
completeness of the

documents

" lf the requirements are
lacking, inform the requesting

pafiy on the needed
documents

None 30 minutes Disaster Focal

Confirmation and
verification of

information thru the
submitted disaster

reports

None 20 minutes
Disaster

Focal/DROMIC
Focal

Approving of the request None 5 minutes
DRRS Head and

Chief of the
Division

lnform the requesting
party that the request is
approved/disapproved

None 5 minutes Disaster Focai

Preparation of the
Request of lssuance

None 5 minutes
Administrative

Assistant(RROS)

DSWD FIELD OFFICE CARAGA I
C,APiTOI. COMPOUND BUYI.,AN 

''" 
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Office or Division
Classification
TvDe::of Transaction
Who'mav avail
CHECKLIST OF REQUIREMENT

CLIENT
STEPS

AGENCY ACTIONS
FEES
TO BE
PAID

PROCESSING
TIME

PERSON
RESPONSIBLE
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Slip (RlS)

Approving of RIS None 5 minutes
DRRS Head and

Chief of the
Division

Coordinate with the
Warehousing Unit on the
release of welfare qoods

None 5 minutes
Disaster Focal,

Warehousing Unit
Head

Loading and releasing of
the welfare goods

None
t hour and 30

minutes

Disaster Focal,
Warehousing Unit

Head

Delivery of the goods to
the affected LGU

None 1 day
Disaster Focal,

Warehousing Unit
Head

2. Distribution
of the welfare
goods to the
beneficiaries

Distribution of welfare
goods to the
beneficiaries

None 1 day
DRMD Staff and

Field Staff

TOTAL None
2 days,2

hours and 47
minutes

Accomplish the C/renf Safisfacfion Sutvey Form (DSWD - FO

Caraga- HRMDD 001-F-001) from the receiving admin staff of
the Section

Disaster Response and Rehabilitation Section
Tel. Nos.: (085) 342-5619 to 20 loc. 238
Telefax: (085) 81 5-91 73

Regional Resource Operation Section:
Tel. Nos.: (085) 342-5619 to 20\oc.238
Telefax: (085) 81 5-9173

How to send feedback

ur feedbacks are consolidated
and summ arized by the designated Admin Staff for onward

submission to the Section Head and DRMD Chief for approval

and consolidation.

How feedbacks are
processed

You can wnte your complainUs in the comment section of the

Client Safisfacfion Suruey Form (DSWD - FO Caraga- HRMDD
OO1-F-001) from the receiving admin staff of the Section

How to file a complaint

olidated every 30'n daY of every

month and will be part of the agenda during the quarterly/
How complaints are
processed

SWD FIELDOtrICE CARAGA
PTTOL COMpOUND BUTUAN Cirv
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Contact lnformation of
CCB, PCC, ARTA

Disaster Response and Rehabilitation Section
3'd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20loc. 238
Telefax: (085) 81 5-9173
E-mail: drmd.focrq@dswd.gov.ph

Regional Resource Operation Section
3'd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20loc. 238
Telefax: (085) 81 5-9173
E-mail: drmd.focrq@dswd.qov. ph

ARTA : complaints@arta.gov. ph
PCC: 8888
CCB: 0908 -881-6565 (SMS)

3. EMERGENCY SHELTER ASSTSTANCE (ESA)

This refers to the provision of Emergency Shelter Assistance to local government units
affected by disasters/calamities with validated partially or totally damaged houses.

G2G - Government to Government
Local Government Units

WHERE TO SEGURE

Disaster Report using the prescribed DROMIC Forms

* Proposal signed by Local Chief Executives or any authorized
representative

. Rehabilitation Plan signed by Local Chief Executives or any
authorized representative

. Validation Report signed by Local Chief Executives or any authorized
representative

. Validated Masterlist signed by Local Chief Executives or any
authorized representative

. ESA Application Form duly filled by the beneficiaries
. Client may coordinate with the office/division for the proper template of the documents.

lVofe: Ihrs request onlv applies when the Work and Financial Plan MFP) suhmitted bv the Field Office

CARAGI\
TUAN Cttv
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Client

Client

Client

Client

Client

Client
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has already been approved by the Central Office for funding.

1.

Submission
of required
documents

Receiving of the
document

None 2 minutes
Administrative
Assistant

Review the
completeness of the
submitted ESA
requirements

None 30 minutes Disaster Focal

Technical Review and
Approving of the
request

None 2 day

DRRS Head,
DRMD Chief
and
Regional
Director/Approving
Officer

Preparation of Cash
Assistance Payroll
(CAP), Disbursement
Vouchers (DV), Cash
Advance (CA) and Time
Tally Sheets

None 30 minutes
Administrative
Assistant

Approving of CAP, DV
and CA to the Finance
and Management
Division and the
Regional
Director/Approving
Officer

None 9 working days

Finance and
Management
Division, Regional
Director/Approving
Officer

Coordinate with the
LGU thru the
C/MSWDO on the
schedule of payout

None 15 minutes DRRS Staff

2. Assist in the
conduct of
payout to the
beneficiaries

Distribution of ESA to
the beneficiaries

None 1 day
DRMD Staff and
payout masters

TOTAL None

12 working
days,1 hour

and 17
minutes

,SWD FIELD OFFICE CARAGA I
APITOI. COMPOUND BUTUAN C''V I
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CLIENTI
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AGENCY ACT!ONS
FEES TO
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PROGESSING
TIME

PERSON
RESPONSIBLE
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Caraga- HRMDD 001-F-001) from the receiving admin staff of
the Section

Disaster Response and Rehabilitation Section
Tel. Nos.: (085) 342-5619 to 20loc. 238
Telefax: (085) 81 5-91 73
E-mail: drmd.focrq@dswd.qov.ph

How feedbacks are
processed

Every 1" week of the month, your feedbacks are consolidated
and summarized by the designated Admin Staff for onward
submission to the Section Head and DRMD Chief for approval
and consolidation.

How to file a complaint You can write your complainUs in the comment section of the
Client Satisfaction Survey Form (DSWD - FO Caraga- HRMDD
001-F-001) from the receiving admin staff of the Section

How complaints are
processed

Complaints received are consolidated every 30tn day of every
month and will be part of the agenda during the quarterlyi
special meetings.

Contact lnformation of
CCB, PCC, ARTA

Disaster Response and Rehabilitation
3'd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc. 238
Telefax: (085) 81 5-91 73
E-maii. drmd.focrq@dswd.gov. ph

ARTA : complaints@arta.gov.ph
PCC: 8888
CCB: 0908 -881-6565 (SMS)

Section

4. FOOD.FOR.WORK ASSISTANGE

This refers to the provision of Food-for-Work assistance to local government units to
conduct activities relating to disaster preparedness and early recovery and rehabilitation

Local Government Units

* Project Proposal signed by the Local Chief
Executive or any authorized
* Masterlist of beneficiaries signed by the Local
Chief Executive or any authorized

. Client mav coordinate with the office/division for the of the documents.

L7

OffiCe,,'orrDivision Disaster Response Manaqement Division
ehsSification Complex
Tvpe'of Transaction G2G - Government to Government
Who maV,:,avail

CHECI(LIST OF REQUIREMENT WHERE TO SEGURE

Client

Client

DSWD FIELD OFF]CE CARAGA
CAPITOL COMPOUND BU"UAN C'"Y
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1. Submission
of required
documents

Receiving of the
document

None 2 minutes
Administrative
Assistant

Review the
completeness of the

submitted FFW
requirements

None 30 minutes Disaster Focal

Technical Review and
Approving of the

request
None 2 working days

DRRS Head,
DRMD Chief
and
Regional
Director/Approving
Officer

lnform the requesting
party that the request

is
approved/disapproved

None 5 minutes Disaster Focal

Preparation of the
Request of lssuance

Slip (RlS)
None 5 minutes

Administrative
Assistant

Approving of RIS None 5 minutes
DRRS Head and

Chief of the
Division

Coordinate with the
Warehousing Unit on
the release of welfare

goods

None 5 minutes
Disaster Focal,

Warehousing Unit
Head

Loading and releasing
of the welfare goods None

t hour and 30
minutes

Disaster Focal,
Warehousing Unit

Head

Delivery of the goods
to the affected LGU

None 1 day
Disaster Focal,

Warehousing Unit
Head

2. Distribution of
the welfare
goods to the
beneficiaries

Distribution of welfare
goods to the
beneficiaries

None 2 working days
DRMD Staff and

Field Staff

Total
5 days, 2

hours and 22
minutes

D FIELD OFFICE CARAGA
OL COMPOUND BUTI'AN C'?Y
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CLIENT STEPS AGENCY ACTIONS
FEES TO
BE PAID

PROCESSING
TIME

PERSON
RESPONSIBLE



How to send feedback Accomplishthe Client Satisfaction Suruey Form (DSWD - FO
Caraga- HRMDD 001-F-001) from the receiving admin staff of
the Section

Disaster Response and Rehabilitation Section
Tel. Nos.: (085) 342-5619 to 20\oc.238
Telefax: (085) 81 5-91 73

Every lutweek of the month, your feedbacks are consoiidatect
and summarized by the designated Admin Staff for onward
submission to the Section Head and DRMD Chief for approval
and consolidation.

How feedbacks are
processed

You can write your complainVs in the comment section of the
Client Satisfaction Suruey Form (DSWD - FO Caraga- HRMDD
001-F-001) from the receiving admin staff of the Section

How to file a complaint

Complalnts received are consolidated every 30tn day of every
month and will be part of the agenda during the quarterly/
special meetings.

How complaints are
processed

Disaster Response and Rehabilitation Section
3'd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc. 238
Telefax: (085) 81 5-91 73
E-mail: drmd.focrq@dswd.qov.ph

ARTA : complaints@arta.gov.ph
PCC: 8888
CCB: 0908 -881-6565 (SMS

Contact lnformation of
CCB, PCC, ARTA

HN$HP
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5. IMMERSION OUTREACH PROGRAM/GOVERNMENT INTERNSHIP
PROGRAM

The lmmersion Outreach Program (lOP) is one of the component program of
Kabataan 2000 which aims to instill a sense of volunteerism and community service to

the less privileged youth of the society. An opportunity for the youth to learn new life
skills and augment daily sustenance and future school needs.

GOVERNMENT INTERNSHIP PROGRAM (GlP) is also a component of Kabataan
2000 Program developed to provide opportunities for In-school youth to have hands-on
experience working in various government agencies. This work experience can later
help them as they eventually join the workforce.
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G2G-Government to Government
G2C-Government to Client
18-25 years old
Out of School Youth for lmmersion Outreach Program (lOP)
ln-School Youth-Government lnterns

lncome Tax Return(lTR)/ Barangay Certificate of Bureau of lnternal Review/ Barangay

Local Civil Registrari Philippine

Endorsement Letter Local Social Welfare and

IOP/ GIP Application Form

1. The LSWDO will
send an endorsement
letter to FO together
with the complete
requirements of
applicanUs.

1. Review
documents of and
preparation of
applicant matrix,

1.1 Endorsement
of applicants to
Technical Working
Group for approval

LSWDOS via call
and text regarding
the schedule of
orientation to the
program
beneficiaries.

None Sectoral Section;
Youth Focal Person

Technical Working
Group

Sectoral Section2. Attend program
orientation and sign
Undertaking and NDA.

2.1 The youth focal
person will conduct
a program
orientation to alt
program
beneficiaries.

2.2 Facilitate

I DSWD FTELD OFFICE CAFIAGA
I ,.)API?OI COMPOUND BUYUAN C'"Y
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Office or Division: Protective Services Division
Classification: Complex
Type of Transaction:

Who May Avail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

Birth Certificate

School Records Last School attended

LSWDO/Sectoral Section
Application Process

CLIENT STEPS AGENCY
ACTIONS

FEES
TO BE
PAID

PROCESSI
NG TIME RESPONSIBLE

1.2 lnform

5 days

None t hour
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individual signing
of undertaking and
Non-Disclosure
Agreement (NDA).

3. Start of internship in
their respective area of
assignment.

3.1 Coordinate
with LSWDO^/FP
on the monitoring
of performance
program
beneficiaries
weekly after
deployment.

None 15 minutes
per LGU

Sectoral Section;
Youth Focal Person

TOTAL No
fees

6 days

Daily Time Record Client
Accomplishment Report Client

Photo Documentation Client
Feedback Form LSWDO/Division/Unit Assiqned

1. Submit the required
documents.

1. Review
documents and
prepare payroll.

None 1 day Youth Focal Person

1.2 Forurard to
Division Chief for
Review and
Recommending
Approval.

None t hour Protective Services
Division Chief

1.3 Forurard to
Finance
Management
Division for
Financial
Transactions.

None 6 days Financial
Management

Division

1.5 lnform program
beneficiaries on
the availability of
stipend.

None 2 hours Youth Focal Person

SWD FIELD OFFICE CARAGA
iPlTOt COMPggttP SUTUAN C'"Y

ITILE!_T-LLI

2t

Release of Stipend
CHECKLIST OF REQUIREMENTS WHERE TO SECURE

CLIENT STEPS AGENCY
ACTIONS

FEES
TO BE
PAID

PROCESSI
NG TIME

PERSON rr,r,.

RESPONSIBLE
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6. ISSUANCE OF CERTIFICATE OF CONSENT TO ADOPTION AND
PRE.ADOPTION PLACEMENT AUTHORITY

Adoption is a socio-legal process of providing a permanent family to a child whose parents
have voluntarily or involuntarily relinquished parental authority over the child.

2. Claim stipend and
Fill-out Customer
Satisfaction
Survey/Feedback

2.1 Facilitate
release of stipend.

2.2 Facilitate
filling-out of client
satisfaction
survev/feedback

None 10 minutes Youth Focal Person

TOTAL No
fees

7 days

How to send a feedback
Consolidated every month and fonuarded to
concerned section if

How to file a complaint Thru 8888 or Client Satisfactory Survev/Feedback
How complaint are processed Complaints are processed and acted upon 24 hours

085) 342 5619 loc. 106

Protective Services Division - Adoption Resource and
Referral Unite (PSD-ARR

GzC - Government to Citizens
Any Filipino Citizen or alien possessing qualifications

in R.A. 8552 or the Domestic Adoption Act of 1998

1. Oriqinal Authenticated Birth Certificate
2. Marriage Contract or Divorce, Annulment,

Declaration of Nullity, or Legal Separation
Documents

Philippine Statistics Authority,
Regional Trial Court

To be executed by the legitimate and
adopted sons/ daughters, and
illegitimate sons/ daughters if living
with the applicant, who are at least ten

3. Written consent to the adoption

4. Physical and medical evaluation and when Duly licensed physician and duly
licensed psvcholooi

5. NBI or Police Clearance NBI or any Police Station where the

DSWD FIELD OFFICE CARAGA
C.APITOI. COMPOUND BUYI'AN CITY

IIASTER COPY
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FEEDBACK AND COMPLAINTS MECHANISM
Client Satisfaction Survev/Feedback

How feedback is processed

Contact lnformation

Office or Division:

Classification: Hiqhlv Technical
Tvpe of Transaction
Who may avail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

Philiopine Statistics Authority
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6. Latest lncome Tax Return/ Certificate of
Savinqs Account

Bureau of lnternal Revenue, Employer,
Banks

7. Three (3) Character References Any non-relative member of the
immediate community who have
known the applicants for at least 3

8. 3x5 sized pictures of the applicant(s) and
his/ her/ their immediate family taken
within the last three (3) months

Photo printing service provider

9. Certificate of attendance at a pre-adoption
forum or seminar

Adoption Resource and Referral Unit

l0.Affidavit of Temporary Custody from
persons who will provide custody to the
adoptee in case of untimely death of
adoptive parents

Any individual or couple to be
identified by the applicanUs

1 1. For foreign applicanUs

1 1 .1 Certification of Legal Capacity to
Adopt

11.2 Certificate of Residence in the
Philippines

11.3 Two (2) character reference

11.4 Police Clearance

11.5 Home Study Report; if not
possible/available, a Certification
regarding the same should be
executed by the Central Authority or
Embassy

Embassy in the country where the
applicant resides

Bureau of lmmigration or Department
of Foreign Atfairs

From non-relatives who knew the
applicanUs in the country of which
he/she is a citizen/resident prior to
residing in the Philippines

From all places of resident in the past
two (2) years prior residing in the
Philippines
ICAB accredited Foreign Adoption
Agency or Centrai AuthorityiEmbassy

l2.Additional requirements as may be

needed by the social worker

rSWD FIEUO OFFICE CARAGA
APITOL COMPOUND BU?I'AN C'-Y

rER COP
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applicant resides

CLIENT STEPS AGENCY ACTIONS FEES
TO
BE

PAID

PROCESSING
TIME

RESPONSIBLE
PERSON
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1. lnquiry 1.1 The ARRU Clerk
facilitates the client
to log in the
logbook and assist
the client to any
ARRU social
worker available

1.2 The social worker
conducts initial
interview and
provides checklist
of requirements
and schedule of
Adoption Forum

None 6 minutes

hour

AA II-ARRU
Clerk/
swo il/ilt-
ARRU Social
Worker

SVVU ttlilt-
ARRU Social
Worker

2. Attendance of
the client to
the Adoption
Forum

2.1 ARRU social
worker conducts
Adoption Forum

1 day swo il/ilt-
ARRU Social
Worker

3. Submission of
the Application
for Adoption
together with
the complete
Adoption
documentary
requirements
(2 sets: 1

original and 1

photocopy)

3.1 Review of the
completeness and
veracity of the
documents
submitted

3.2 The social worker
to schedule home
visit to the
applicant

30 minutes Prospective
Adoptive
Parents/
swo il/ilt-
ARRU Social
Worker

swo il/lll -
ARRU Social
Worker/Case
Manager

4. Personal
interview to
the applicanUs

4.1 Conduct of
interview to the
applicanUs,
members of the
family and the
character
references
identified by the
applicanUs

4.2Preparation of
Home Study
Report (HSR)

15 working
days

Prospective
Adoptive
Parents/
swo il/ilt -
ARRU Social
Worker/Case
Manager

D FIELD OFFICE CARAGA
Ol, COMPOUNO BUri,AN C'?Y
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4.3 The ARRU head
review and provide
comments on the
HSR and other
attached
documents

15 working
days

5 workinq davs

swo il/ilt -
ARRU Social
Worker/Case
Manager

ARRU Head
Submission of
additional
documents
and
information
based on the
review of the
ARRU head

5.1 Revision of HSR
5.2 Submit the dossier

for review by PSD-
Division Chief and
for eventual
approval/
disapproval of the
Regional Director

5.3 lf approved;
prepare
documents and
include the
applicants in the
roster of applicants
for matching

5.4 Case presentation
to the matching
conference

15 working
days
6 working days

3 working days

hour

Prospective
Adoptive
Parents/
swo il/ilt -
ARRU Social
Worker/Case
Manager

swo il/il1 -
ARRU Social
Worker/Case
Manager

Case Manager/
Regional Child
Welfare
Specialist
Group
/Pl^\AICn\
\r\vr rvv,

6. Comply with
RCWSG's
recommendati
on and
comments

6.1 Submit updated
reports and other
required
documents if there
are any.

6.2 Facilitate signing
of the Matching
Certificate by the
RCWSG and
endorse for
approval by the
Regional Director

6.3 lnform the

15 working
days

3 working days

swo il/lll -
ARRU Social
Worker/Case
Manager

swo ll-
Matching
Secretariat

iTER COI
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applicant on the
matching result

swo il/lll -
ARRU Social
Worker/ SWO
il/ilt -ARRU
Social
Worker/Case
Manaqer

7. The applicant
submits
Acceptance
Letter or Letter
to Decline
Placement of
child

7.1 lssue Pre-adoption
Placement
Authority and
Affidavit of
Consent to
Adoption

7 .2 Preparation of the
applicant for the
physical transfer of
the child

3 working days

5 working days

Prospective
Adoptive
Parents/
swo ll/ilt -
ARRU Social
Worker/Case
Manager

swo il/ilt -
ARRU Social
Worker/Case
Manager

8. Physical
transfer of the
child to the
applicant

8.1 Conduct of case
conference during
the actual
placement of the
child to the
applicant

1 day Prospective
Adoptive
Parents/
swo il/lll -
ARRU Social
Worker/Case
Manager

9. File Petition for
Adoption in
court

9.1 Guide the
Prospective
Adoptive Parents
in Filing the
Petition

30 days Prospective
Adoptive
Parents

10. Have the
custody of the
adoptive child

10.1 Continuous
monitoring of the
case until the
Adoption Decree,
Certificate of
Finality and New
Birth Certificate of
the Child be
issued.

10.2 Provision of Post-

2 years swo lriill -
ARRU Social
Worker/Case
Manager

141FIELO gTFICE CARAGA
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adoption Services
TOTAL None 2years,117

days,2 hours
and 36
minutes

How to send feedback Cl ients/appl ica nts provides feedback th roug h Client
Satisfaction Survey Form or client sends letter to FO

How feedback are
processed

ARRU clerk consolidate feedback in a monthly basis to
be approved by the PSD Chief. The approved
Consolidated Report will be given to the Personnel
Section to be processed for immediate action (if there are

Complaints can be written in Client Satisfaction Survey
form, through texUcall in the contact information prorrided
and through formal letter complaint stating the following:

Name of complainant (optional)

How to file a complaint

Complaints are processed and acted upon 24 hours upon
receipt.

How complaints are
processed

ARRU Section
Protective Services Division

1't Floor Lumilihok Building

DSWD Field Office Caraga

R.Palma St., Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc.1 1 5

Telefax: (085) 81 5-9173
Email : adoption.focrg@dswd. gov. ph

ARTA- complai nts@arta. gov. ph

csc- 0917-839-8272
Para sa taumBAYAN hotline:
8915-2575
8951-2576
8932-01 1 1

PCC- 8888
CCB: 0908 -881-6565 (SMS

Contact lnformation

0PlER C
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7. ISSUANCE OF CERTIFICATE OF
REGIONAL FUND RAISING CAMPAIGN TO
ORGANIZATION OR ASSOCIATION

AUTHORITY
INDIVIDUAL,

HD$TY"P
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TO CONDUCT
GORPORATION,

to conduct fund

rcsruo rreLD oFFIC-E qlu-G3
;iP'i6L' c-o-upouxo BUTUAN crrY

STER COPY

The process of assessing the applicant person/individual, corporation, organization or

DSWD Field Office Caraga - Standards Section (Policy and
Plans Division

Government to Client (G2C)
Government to Government

a

a

All eligible person/individual, corporation, organization or
association desiring to solicit funds for charitable and public

1. One (1) Duly Accomplished
Application Form signed by the
Agency Head or his/her authorized
representative

. DSWD Field Office Caraga - Standards
Section

o https.//www.dswd.qov. ph/downloads-
forms-downloads-public solicitation

IgIrnE/ DSWD-SB- PS-F-001:

. Securities Exchange Commission
(SEC) - Company Registration and
Monitoring Department Secretariat
Building, PICC Complex, Roxas
Boulevard, Pasay City, 1307

. Any SEC Extension Office (Baguio
City, Tarlac City, Legazpi City, Cebu

2. One (1) Certified True Copy of
Certificate of Registration and
Articles of !ncorporation and By-
laws with the SEC or other regulatory
government agency which has
jurisdiction to regulate the applicant, if
new application
Wof applicable to Government

28

association
Office oi Division:

Classification: Complex (7 workino davs)
Type of Transaction:

tArL- --^.. -..^:t,vvilu llriay dvdil.

CHECKLIST OF REQUIREMENTS WHERE TO SECURE
A. For Corporation, Organization or Association desiring to solicit funds for

charitable and public welfare purposes

il
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Davao City, Zamboanga City)

3. One (1) Photocopy of Updated
Certificate of Good Standing, or
Updated Certificate of Corporate
Filing/Accomplished General
lnformation Sheet (GlS) from SEC or
any government regulatory agencies
that has jurisdiction to regulate the
applicant organization or agency.
Required if the date of registration with
the concerned regulatory agency is
more than five (5) years prior to
application.
Wof applicable to Government
Aqencies.

. Securities Exchange Commission
(SEC) Company Registration and
Monitoring Department Secretariat
Building, PICC Complex, Roxas
Boulevard, Pasay City, 1307

. Any SEC Extension Office (Baguio
City, Tarlac City, Legazpi City, Cebu
City, lloilo City, Cagayan De Oro City,
Davao City, Zamboanga City)

4. One (1) Original Copy of Project
Proposal approved by the Head of
Agency on the intended public
solicitation activity including the work
and financia! plan (WFP) on the
activitv to be undertaken,

. https://www.dswd.qov. ph/downloads-
forms-down loads-public solicitation
forms/
DSWD-SB- PS-F-002: Project Proposal

5. One (1) Original Copy of Profile of
current Governing Board Members
or its equivalent in the corporation,
certified by the Corporate Secretary or
any equivalent officer.
Wof applicable to Government
Aqencies.

o https://www.dswd.qov. ph/downloads-
forms-down loads-pu blic solicitation
fotms/
DSWD-SB- PS-F-003: Profile of

Governing Board

6. One (1) Original Copy of Notarized
Written Agreement or any similar
document signifying the intended
beneficiary concurrence as recipient of
the fundraising activities.

o with intended beneficiary/recipients

29
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One (1) Original Copy of
Endorsement or Certification from
any but not limited to the following
agencies that allow/s applicant to
undertake solicitation activities in their
agency's jurisdiction, as applicable:

8.1 . Director of Private Schools
8.2. Schools Superintendent of Public

School
8.3. Head or authorized representative

of National Government Agencies
(NGAs)

8.4. Head or authorized representative
of Local Government Unit (LGU)

8.5. Bishop/Parish PriesUMinister or
Head of Sect or Denomination

8.6. Others

with the agency that allows applicant to
undertake solicitation activities in their
jurisdiction

. https:i/www.dswd.qov. ph/downloads-
forms-downloads-public solicitation
Iaus/
DSWD-SB- PS-F-007: Fund Utilization

Report

8. One (1) Original Copy of Fund
Utilization Report (DSWD-SB-PSF-
007), of proceeds and exPenditures
duly certified by the agency's
auditor/bookkeeper, if applying for

DSWD Licensed or Accredited Social
Welfare and Development AgencY
(swDA)

1. One (1) Original CoPY of
Endorsement or Certification from
Licensed and Accredited SWDA
allowing an individual to solicit funds
under their name or responsibili

o Office of the City/Municipal Social
Welfare and DeveloPment in the
City/Municipal Local Government Unit of
applicant's current residence

2. One (1) Original Copy of Applicant's
Social Case StudY RePort from
his/her locality duly signed by the
Head of the City/MuniciPal Social
Welfare and DeveloPment Office

Hospital's Records Section or Attending
Physician or Treatment Protocol

3. One (1) Copy of Original/Certified
True Copy of Medical
Certificate/Abstract and/or
Treatment Protocol certified by the
attending physician or" by the Hospital
Records Section

' APP|icant

https : //mrvw. d swd. q ov. phid own I oads-form s-
downloads-public solicitation forms/ DSWD-
SB- PS-F-007: Fund Utilization R

4. One (1) Original CoPY of Fund
Utilization Report (DSWD'SB'PSF-
007), of proceeds and exPenditures
duly certified by the agency's
auditor/bookkeeper, *if applying for

30
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A. Assessment Procedures for Walk-in nts

*5 minutes Support Staff
Standards
Section -
DSWD Field
Office

STEP 1:

Secure application
form thru the DSWD
Website or from the
DSWD Field Office

Client secures or
provided with
application form and
checklist of

*10 minutes Receiving Staff

Cash Division
Finance Service
Unit -
DSWD FiEId
Office

Receive payment for
the required
processing fee and
issue official receipt
(oR)

P500.00

STEP 2:

Payment of
Processing Fee

Focal Person
Standards
Section -
DSWD Field
Office

*15 minuteslf Complete and
Compliant:

1.1 Receive the
documentary
requirements including
copy of Official ReceiPt
(OR) for payment of
processing fee;

lf found incomplete
or non-compliant,

1.1 Return application
documents to person/
individual, corporation,
organization or
association together
with the Checklist of
Requirements.

1.2 Provide necessary
technical assistance to

STEP 3:

SubmiUfile
application
documents

FIELD OFFICE CI
EOMPOUND BUTU

31

CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSIN
G TIME

PERSON
RESPONSIBLE

None

None

ER COP
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the applicant to qualify
for the issuance of
permit.

STEP 4:

Wait for the result of
the assessment

1.1 Review and
evaluate application
documents for
completeness and
compliance to
requirements;

1 .2 Conduct agency
visit, if necessary.

Focal Person -
Standards
Section -
DSWD Field
Office

Focal Person
Standards
Section/Section
Head/Division
Chief/Regional
Director -
DSWD Field
Office

1.11t applicant
compliant
requirements:
Fonrvard application
form together with
the assessment
report and the
Certlficate of
Authority to
Conduct Regional

Campaign to the
Regional Director
or his/her
authorized
representative for
approval and
signature.

lf found incomplete
or non-compliant:

1.1 Return application
documents to the
person/individual,
corporation,
organization or
association with an
acknowledgement
letter citing reasons
for disapproval;

STEP 4:

Wait for the result of
the assessment

32

CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSIN
G TIME

PERSON
RESPONSIBLE

None 3 days

None 3 days
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1.2 Provide necessary
technical
assistance to the
applicant to qualify
for the issuance of
permit. As needed.

STEP 5:
lssuance of Permit 1 .1 Notify the Applicant

Organization on the
availability of the
Certificate

1.2 lssues the
Certificate of
Accreditation or the
Denial Letter

1.3 Provide orientation
conforming to the
standard operating
procedures in the
inventory, monitoring
and utilization of
solicited funds

None 1 day Focal Person
Standards
Section -
DSWD Field
Office

TOTAL

For Complete and Compliant: P500.00 7 working
days

lf Disapproved: P500.00 5 working
days

For lncomplete Submission: None 30 minutes

*The number of minutes sfiall be included on the total T working days.

Kindly accomplish the Client Safisfacfion Suruey Form
(DSWD - FO Caraga- HRMDD 001-F-007) from the
receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 105

Telefax: (085) 815-91 73
E-mail. standardscaraqa@qnrai

How to send feedback

Every 1tt week of the month, your feedbacks are
consolidated and summarized by the designated Admin
Staff for onward submission to the Section Head and PPD

and consolidation.

How feedbacks are
processed

33

CLIENT,STEPS AGENCY AGTIONS:i ,,FEES TO
i,'BE,.,PAlD

PROCESSlN,lrrl
:',:,,. 6 7 11tt|E,,:,.,,:,:,:,,,.,,",'

::' :.,,:.:,,.,' P ERS O N,:i, lt : :.
RESPONSIBLE

k aruo coMPLAINTS' MEcHANISMS

DSWD FIELD OFFICE CARA(^A
EAPITOL COMPOUND BUTI'AN C Y

STER COP



I

HA$HP
CARAGA REGION

How to file a complaint You can write your complainVs in the comment section of
the Client Safisfacfion Suruey Form (DSWD - FO Caraga-
HRMDD 001-F-001) from the receiving admin staff of the
Section

How complaints are
processed

Complaints received are consolidated every 30'n day of
every month and rarill be part of the agenda during the
Section and Division meetings.

Contact lnformation of
CCB, PCC, ARTA

Concerned staff/requester may call the designated
extension number for Standards Section, to wit:

Standards Section
2nd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc. 105
Telefax: (085) 81 5-91 73
E-mail: standardscaraga@qmail.com

ARTA : complaints@arta. gov. ph

PCC: 8888
CCB: 0908 -881-6565 (SMS)

8. ISSUANCE OF FOSTER CARE LICENSE AND FOSTER CARE

PLACEMENT AUTHORITY LICENSES TO FOSTER FAMILIES

Foster Care is a planned substitute parental care to a child by a licensed family when

his/ her biological parents are unable to care for him/ her temporarily. lt is temporary in

nature and ha! a goal to return the child to his/ her biological family or prepare him/ her for
permanent placement such as adoption.

FIELI
anrr

{rq

Protective Services Division- Adoption Resource and

G2G-Government to Government,
G2C-Government to Citizens

Foster Family/Applicants

Ghild's Requirements

Licensed Social Worker from DSWD,
Provincial/City or MSWDO

1. Child Study Report

Philippine Statistics AuthoritY2. Birth/Foundling Certificate

34

Office or Division

Classification Complex
Type of Transaction

Who mav avai!
CHECKLIST OF REQUIREMENTS

-WHERE TO SEEURE
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3. Health and Medical Profile Licensed Medical Doctor/Physician

4. Psychological Evaluation for 5
years old and above, if applicable

Licensed Psychologist

5. Recent Photograph Photo Studio

6. Consent for Foster (if 10 years old
and above)

chitd

Prospective Foster Family Requirements

1. Home Study Report Licensed Social Worker from DSWD,
Provincial/City or MSWDO

2. Police Clearance/NBl Police Station where the applicant resides

3. Brgy. Certification of Residency Barangay where the applicant resicjes

4. Marriage Contract Philippine Statistics Authority

5. Birth Certificate Philippine Statistics Authority

6. Medical Certificate Licensed Medical Doctor

7. Latest lncome Tax Bureau of lnternal Revenue (BlR)

L Three Character References Non-relatives who know the applicant

9. Certificate of Good Moral
Character

Barangay where the applicant resides

10. Recent Family Picture Applicant

11. Certificate of Attendance to
Foster Care Forum/Seminar

DSWD Field Office

35
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1. lnquire 1 .1 Facilitate the client
to login the logbook

1.2 Assist client to any
SocialWorker in ARRU

1.3 Conduct initial
interview to the client

1.4 Provide applicants
the checklist of
requirements

None

None

None

None

2 minutes

1 minutes

30 minutes

5 minutes

AA II-ARRU CIerK

AA ll- ARRU Clerk

SWO ll/lll-Foster
,^^-^ O^^:^lUAI ri !)\rvlAl

Worker
SWO ll/lll-Foster

Care Social
Worker

2. Attend Foster
Care Forum/
Seminar

2.1 Schedule Foster
Care Forum

2.2 Communicate and
confirm Prospective
Foster Parents for the
scheduled forum
2. 3 Assist participants
in filling-out the
Registration Form
2.4 Conduct Foster
Care Forum

2.5 Prepare Foster
Forum Certificate

2.6 lssue approved
Foster Forum
certificate

None

None

None

None

None

None

2 minutes

1 minute

2 minutes

3-4 hours

30 minutes

3 working
days

SWO ll/lll-Foster
Care Social
Worker

SWO ll/lll-Foster
Care Social
Worker

SWO liilii-Fosier
Care Social
Worker
SWO ll/lll-Foster

Care Social
Worker)

SWO ll/lll-Foster
Care Social
Worker

SWO ll/lll-Foster
Care Social
Worker

3. Comply and
submit
COMPLETE
required
documents

Check authenticity and
completeness of
documents

None 25-30
minutes

SWO ll/lll-Foster
Care Social
Worker

4. Respond to
interviews and
provide relevant
information to the

4.1 Assess foster
family by conducting
home visits and
interviews and gather

None 2 weeks-1
month

SWO ll/lll-Foster
Care Social
Worker

\trtrtatr
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questions asked
by the Social
Worker assigned

collateral information
for Home Study Report

4.2 Prepare Foster
Care Application and
folder containing
complete requirements
for Home Study Report

None
30 minutes

SWO ll/lll-Foster
Care Social
Worker

5. Follow-up the
assigned Social
Worker on the
status of the
submitted
documents to be
updated.

5.1 Prepare Home

Study Report

5.2 ARRU Head review
and provide comments
for the enhancement of
the HSR
5.3 Revise Home
Study Report and
endorse back to ARRU
Head
5.4 Submit Final report
to PSD Chief

5.6 Endorse the final
HSR to Regional
Director

5.7 Approval of Home
Studv

None

None

None

None

None

None

30 minutes

1 day

3 working
days

1 day

1 day

1 day

SWO ll/lll-Foster
Care Social
Worker
ARRU Focal
Person

SWO ll/lll-Foster
Care Social
Worker
PSD Chief

AA lll- PSD Clerk

Regional Director

6. Accept
responsibility and
accountability as
indicated in the
license

6.1 Prepare Foster
Family Care License
for RD's approval

6.2 Approval of the
Foster Care License
(valid for 3 years
unless revoked)

None

None

30 minutes

30 minutes

SWO ll/lll-Foster
Care Social
Worker

Regional Director

7. Wait for the
advice of the
Social Worker for
the matching of the
foster child

7.1 Prepare documents
to be presented in the
matching conference

7 .2lnvite RCWSG
committee and Social
Workers for matching
conference

7.3 Case presentation
bv the case manaqers

None

None

None

None

30 minutes

5 minutes

30 minutes
to t hour

30 minutes-
t hour

SWO ll/lll-Foster
Care Social
Worker

SWO ll- Regional
Matching
Conference
Secretariat

SWO ll/lll-Foster
Care Social
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7.4 Deliberation of the
case

Worker
Child Welfare
Specialist Group
Members

7.5 Facilitate the
signing of matching
conference result
7.6 Facilitate Signing

of Matching Resolution

7.7 Endorse the
matching result to PSD
Chief

7.8 Approved matching
result

None

None

None

None

10 minutes

15 minutes

1 day

30 minutes

SWO ll-Regional
Matching
Conference
Secretariat

SWO ll-Regional
Matching
Conference
Secretariat
Regional Director

S.Submit letter
expressing
acceptance of the
matched child

8.1 Prepare/lssue the
Foster Care Placement
Authority (valid for 1

year)
8.2 lnform the Foster
Parent about the
matching result and
facilitate an
acceptance letter

None

None

5 minutes

3 working
days

SWO ll/lll-Foster
Care Social
Worker

SWO ll/lll-Foster
Care Social
Worker

9. Execute
acceptance letter

9.1 Received
acceptance letter

9.2 Conduct case
conference to discuss
the case of the child
and responsibilities of
the foster parents

None

None

3 minutes

2 hours

SWO ll/lll-Foster
Care Social
Worker
SWO ll/lll-Foster
Care Social
Worker

l0.Receives the
child into their care

Facilltate actual
Placement of Child
with Foster Farnily

None 1 working
day

ARRU Focal
Person; SWO
ll/lll Enatar /^a.alr/lil-l uu19l vqls

Social Worker

TOTAL
1 Year, 1

month, 15
days,13

hours and
35 minutes
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Clients/applicants provides feedback through Client
Satisfaction Survev Form or client sends letter to FO

How to send feedback

ARRU clerk consolidate feedback in a monthly basis to
be approved by the PSD Chief. The approved
Consolidated Report will be given to the Personnel
Section to be processed for immediate action (if there are

How feedback are
processed

Complaints can be written in Ctient Satisfaction Survey
form, through texUcall in the contact information provided

and through formal letter complaint stating the following:

Name of complainant (oPtional)

How to file a complaint

Complaints are processed and acted upon 2'4 hours uponHow complaints are
processed

ARRU Section
Protective Services Division
1't Floor Lumilihok Building
DSWD Field Office Caraga
R.Palma St., Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc.115
Telefax: (085) 81 5-91 73
Email : adoption.focro@dswd.qov. ph

ARTA- complaints@arta. gov. Ph

csc- 0917-839-8272
Para sa taumBAYAN hotline:
8915-2575
8951-2576
8932-0111
PCC- 8888
CCB: 0908 -881-6565 (SMS

Contact lnformation

)FFICE
ltNn trl
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9. ISSUANCE OF PANTAWID PAMILYA CERTIFICATION

This service has been offered in order to facilitate clients inquiring for their
membership to the Pantawid Pamilyang Pilipino Program. Pantawid Pamilyang
lnformation System (PPIS) is used as main tool for status verification of applicants
categorized as active, inactive, appealable, graduated and even delisted
beneficiaries.

PACC Desk
Officer and/or

clerk

D OFFICE CAF
{POI.JND BIJTI'AN

FIE

Promotive Services Division

G2C - Government to Citizens

a Members and/or Authorized

Regional Program Management Office
(RPMO) - Pantawid Pamilyang Pilipino

Pantawid Pamilya lD Requester/s or Authorized Representative/s

Representative

Person being represented
Authorization to lnquire Status with original
signature (in line with Republic Act 10173
or Data Privacv Act of 2012

DSWD, Pag-lBlG, LTO, BlR, PhilHealth,
Comelec

Pantawid lD or any valid government-
issued lDs (1 original and 1 photocopy)

Regional Program Management Office
(RPMO) - Pantawid Pamilyang Pilipino

2 minutesApproach the
Public
Assistance
Complaints
Center
(PACC) and
present the
purpose

1. Attending staff to
ask the client's
purpose

1.1 lssue referral slip
1.2 Direct the clienUs

to Pantawid
Pamilyang
Pilipino Program
Office

PDOI/
Regional

Sysfems Focal
Person

3 minutes2. Attending staff to
check the
requirements
based on the
checklist

2.1 lssue

1. Submit the
requirements
to the
attending staff

40
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Acknowledgement
Slip to client once
checked

NOTE: Additional
documents may be
required under special
circumstances.

3. lnterview with
the Attending
staff I
Regional
Systems
Focal
Person/s

3. Attending Staff
conducts
interview with the
clienUs

3.1 Conduct interview
to clienUs and
records pertinent
information

3.2 Answers further
queries, issues or
concerns

None 5 minutes PDOI/
Regional

Sysfems Focal
Person

4. Fill up the
Request Form
and answer
further
questions if
there is.

4. Check the details of
the clients in the
Pantawid Pamilya
lnformation
System (PPIS) to
determine the
membership status
of the household.

4.1 lssue
acknowledgement slip
to client once the
accomplished form is
processed.

None 10 minutes PDO l/ Regional
Sysfems Focal

Person

5. Check the
correctness of
the details/
information
reflected in
the
Certification

Prepare the
Certification

5.1 Facilitate its
approval

5.2 Give to the client
the certification
once approved

None 5 minutes PDO l/ Regional
Sysfems Focal

Person

Regional
Program

Coordinator /
Asst. RPC /
Alternates

6. Accomplish
the Client
Satisfaction
Survey Form

6. Administer the
Client Satisfaction
Survey Form to
clients and issues
acknowledqement

None 5 minutes PDO l/ Regional
Sysfems Focal

Person

41.
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receipt as proof
that the transaction
is successfully
done.

TOTAL: No Fees 30 minutes

How to send feedback? Write your feedback on the services provicieci tirrclugh
the Client's Satisfactory Survey Form to be provided by
our attending Pantawid Pamilya staff. A space below is
provided for you to write further comments. Return the
fully accomplished CIient's Satisfactory Survey Form to
the attendinq Pantawid Pamilya staff for consolidation.

How feedback is processed? Every stn day of the month, Administrative Assistant lll
consolidates all Client's Satisfactory Survey Forms
within the Regional Program Management Office
(RPMO) - Pantawid Pamilyang Pilipino Program and
results are reviewed by Regional Program Coordinator.
Approved monthly consolidation is submitted to the
Promotive Services Division and to be forwarded to the
Human Resource and Management Development
Division Chief for further review and consolidation in

the regional level.

Feedback requiring responses are communicated to
concerned offices for appropriate action. Responses
are relayed to the citizen three (3) working days after
the receipt of the feedback.

How to file complaints? Citizen with complaints relative to Pantawid Pamilyang
Pilipino Program and / or the availed services may file
their respective complaints directly to the Regional
Program Management Office at DSWD Field Office
Caraga. They may also file complainUs through the
Provincial/Municipal Operations Offices for escalation
of concern to the abovementioned program using the
Grievance / Complaint Form.

Complaints can also be filed via Pantawid Hotline
(096583541 88) or e-mail
(pantawid. focrq@dswd. gov. ph) with the fol lowi ng

information:
. Name of Complainant
. Address
. Name of Person/Entity being complained
. lssue/Concern
. Evidence

How complaints are processed? Complaints received by respective offices are
escalated to the Regional/Provincial Grievance
Officer/s for verification and veracity of complaint for at
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leastT2 hours upon receipt of the complaint.

Grievance Officer/s shall send report to the Regional
Grievance Officer / Regional Program Coordinator for
appropriate action.

Contact lnformation For Pantawid Pamilyang Pilipino Program concerns,
you may contact:
Pantawid Hotline - 09658354188
Pantawid e-mail address -
pantawid. focrq@dswd. qov. ph

10. ISSUANCE OF TRAVEL CLEARANCE TO MINORS TRAVELLING
ABROAD

Travel Clearance is a document issued by the Department of Social Welfare and

Development for a minor who is below 18 years old, who wants to travel abroad alone,

without any of his or her parent or legal guardian.

DSWD Caraga Xlll (MTA-Protective Services Division)

G2C-Government to Citizen

Filipino Minors Travelling Abroad

A. for Minors Travelling Alone to a Foreign Country for the First Time
Download form at www.caraga.dswd. gov. phAccomplished Application1. Duly

Form

Local Social Welfare and Development C,'fice

where minor resides
2. LSWDO/SWAD Social Worker's

Assessment, when necessa
Philippine Statistics Authority (PSA)3. PSA issued Birth Certificate of the

minor
Philippine Statistics Authority (PSA); Court who
handled the Legal Guardianship petition, Shariah
Court or Religious Leader

4. Photocopy of PSA issued Marriage
Contract of minor's parents/Copy of
Court issued Legal GuardianshiP/
Tallaq or Fasakh Certification from
the Shariah Court or any Muslim
Brgy. Or Religious leader

PSA CENOMAR for illegitimate
minors on SECPA;

Law Office and Notarized at the place where the
minor resides/ Philippine Embassy (lf minors

5. Notarized Affidavit of Consent or
Written Consent of both

ER C
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whichever is applicable. Photocopy
of valid passport and valid visa or
valid lD issued abroad, if parents
are workinq abroad

6. Two (2) original colored passport
size photos of the minor (in White,
Red or Blue Background) taken
within the last 6 months, No
Scanned Picture will be accepted

Applicant

7. Affidavit of Support and Certified
copy of evidence to show financial
capability of sponsor e.g Certificate
of Employment, Latest lncome Tax
Return, Bank Statement etc.

Applicant

8. Certified True Copy of the Death
Certificate (for deceased parenUs)
on SECPA

Applicant

9. Unaccompanied Minor Certificate
from the Airlines

Airline Company where ticket is obtained

10.Waiver from the parents releasing
DSWD from any
liability/responsibility in case of
untoward incident during the travel
of the child

Applicant

For Sgcceeding Trave! of Unaccompanied minor or Travelling Alone
1. Duly Accomplished APPlication

Form
Download form at www.caraga.dswd. gov. ph

2. Notarized Affidavit of Consent or
Written Consent of both
parents/lega guardian/solo parent,
whichever is applicable. Photocopy
of valid passport and valid visa or
valid lD issued abroad, if Parents
are working abroad

Law Office and Notarized at the place where the
minor resides/ Philippine Embassy (lf minors
parents/s are abroad

3. Original Copy of the Previous
Travel Clearance

Applicant

4. Two (2) original colored passport
size photos of the minor (in White,
Red or Blue Background) taken
within the last 6 months, No
Scanned Picture is allowed

Applicant

5. Unaccompanied Minor Certificate
from the Airline

Airline Company

6. Waiver from the parents releasing Applicant
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DSWD from any
liability/responsibility in case of
untoward incident during the travel
of the child

B.Minor Travelling for the FIRST TIME
with persons other than the Parents or
Legal Guardian

1. Duly Accomplished Application
Form

Download form at www.caraga.dswd. gov. ph

2. Copy of the PSA issued Birth
Certificate of the minor

Philippine Statistics Authority (PSA)

3. Notarized Affidavit of Consent or
Written Consent of both
parents/lega guardian/solo parent,
whichever is applicable. Photocopy
of valid passport artd valid visa or
valid lD issued abroad, if Parents
are working abroad

Law Office and Notarized al the place where the
minor resides/ Philippine Embassy (lf minors
parents/s are abroad)

4. Copy of Marriage Certificate of
minors parents (SECPA), Solo
Parent lD for Solo Parents, Court
Decree of Separation, Annulment or
Divorce for illegitimate minors,
CENOMAR from PSA; in case of
deceased parent/s, coPY of the
Death Certificate

PSA, Local Social Welfare and Development
Office (for the Solo Parents lD); Family Court

5. Two (2) original colored passport
size photos of the minor (in White,
Red or Blue Background) taken
within the last 6 months, No
Scanned Picture will be accePted

Applicant

Photocopy of the PassPort of
travellinq companion

the6. Minor's Travelling ComPanion

C. Minors travelling subsequently with
a person other than the Parents or

Legal Guardian

1. Duly AccomPlished APPlication
Form

Downtoad form at www.caraga.dswd. gov. ph

2. Original CoPY of the Previous
Travel Clearance

Applicant

3. Notarized Affidavit of Consent or
Written Consent of both
parents/lega guardian/solo parent,
whichever is applicable. Photocopy

Lavv Off'rce and Notarized at the place where the

minor resides/ Philippine Embassy (lf minors
parents/s are abroad)
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of valid passport and valid visa or
valid lD issued abroad, if parents
are workinq abroad

4. Two (2) original colored passport
size photos of the minor (in White,
Red or Blue Background) taken
within the last 6 months, No
Scanned Picture will be accepted

Applicant

5. Photocopy of the passport of the
travellinq companion

Minor's Travelling Companion

Additional Requirements for Minors
Under Special Circumstances

For Filipino Minors Migrating to
Another Gountry

1. Visa Petition Approval Applicant

For Minors studyinq abroad
2. Acceptance or Certificate of

Enrolment or Registration from the
school where the minor is to be
enrolled

Applicant

For minors who will attend Conference,
Study Tours, Sports Competition,

Student Exchange Program, Summer
Camp, Pilgrimage, World Youth Day

and other Related Activities
1. Certificate from the Sponsoring

Organization
Sponsor Organization

2. Affidavit of Undertaking of
companion indicating safety
measures under taken by the
Sports Agency

Sports Agency

3. Signed lnvitation from the
Sponsoring Agency/Organization
Abroad with itinerary of travel and
list of participants and duration of
the activity/travel

Sponsoring Organization

For minors going abroad for Medical
Purposes

1. Medical Abstract of the minor
2. Recommendation from the

Attending Physician that such
medical procedure is not available
in the country

Attending Physician
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3. Letter from the Sponsor Sponsor

Minors going Abroad for lnter-Country
Adoption

1. Placement Authority issued by
ICAB

lnter-Country Adoption Board (ICAB)

2. Authority to escort issued bv ICAB I nter-Country Adoption Board (ICAB)
Minor under Foster Care

1. Notarized Affidavit of Undertaking
by the Foster Parents

Foster Parents

2. Notarized Affidavit of Consent from
The Regional Director or Authorized
Representative

DSWD Regional Director

3. Photocopy Foster Placement
Authority

Applicant

4. Photocopy of Foster Care License
of the Family

Applicant

5. DSWD Certification of the CDCLAA
except those under Kinship Care

DSWD

6. Return Ticket Applicant
Minors Under Legal Guardianship

1. Certified True Copy of the Court
Order on Leqal Guardianship

Court

Minors whose parents are Seafarers

'1. Certification from the Mantting
Agency attesting to the parents
emplovment

Manning Agency

2. Photocopy of Seaman's Book of the
parenUs

Applicant

Minors with alleged missing parenUs

1. SCSR from the LSWDO where the
alleged missing parent's last known
address

Local Social Welfare and Development Office
(LSWDO)

2. Blotter Report from either Local
Police or Barangay Certification
from the locality of the last known
address of the alleged missing
Parent

Local Police or Barangay of the alleged missing
parenUs last known address

3. One (1) Returned registered mail to
the last known address of the
alleqed missinq parent

Applicant
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Within the Day Transaction

l.Registration 1 .1 lssuance of Service
Sequence
Number/Logbook

1.2 Encoding of client's
information in online
spreadsheet

5 mlnutes Officer of the Day

2.Screening of
documents

2.1Social Worker will
check the presented
documentary
requirements are
complete. lf not, the
client will be asked to

10 minutes Social Worker

3.lnterview and
Assessment

3.1Social Worker
interviews and conducts
assessment of the
application

3.2 Recommends for
the approval or
disapproval of the
application to the
Signing Authority

2 hours

10 minutes

10 minutes

4. Review and
Approval of
Application

4. 1 Approves/Disapprov
es the application

4.1a.lf Approved:

lssuance of claim stub
schedule of release
(Minimum of 1 day
processing and
maximum of 3 days
processing)

4.1b.lf Disapproved
4.2 Counseling and
Explanation of the
reason for disapproval

CLIENT STEPS l.,::,, AGENCY ACTION .l,,,FEES.

,fOlBe
:'plib,

PROCESS'i
ING TIME,,,,

';, 
1,,, .1, ',,' P f ft S O Nrr,tt,,,,,lll:i

l,RESPONSIBLE
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of application

4.3 Notify the nearby
DSWD Field Offices

4.3a. lf exempted,
Prepares the Certificate
of Exemption for
Approval of the
Regional Director

10 minutes

30 minutes

5.Payment of:

Php. 300.00 for
1 year validity;

Php.600.00 for
2 years validity

5.1 Receives and
lssues Official Receipt
to the Applicant on the
Payment Received

Php.
300.00
for 1

year
validity;

Php
600.00
For 2
years
validity

5 minutes

6.Preparation of
Travel
Clearance

6.l Encodes/Type the
details of the Applicant
to the Travel Clearance
Certificate

10 minutes

7. Approval of
the Regional
Director

7.1Signs/Approves the
Application or
Certificate of Exemption
for Exempted
Applicants

3 hours

S.lssuance of
Travel
Clearance/Certif
icate of
Exemption

S.lReleases the Travel
Clearance Certificate to
the ApplicanU
Certificate of Exemption

5 minutes

TOTAL P 300-
600.00

5 hours
and 30
minutes

mn$IuP
CARAGA REGION

*Social Workers may require additional documents from the applicant as basis of
assessment whether or not the minor's travel will not constitute trafficking, exploitation and

abuse.
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How to send feedback DSWD Field Office send memo/email to
DSWD-PMB
Batasan Complex, Constitution Hiiis i126,
Quezon City
Tel. No. 02-951-7 437 I 02-931 -9141

How feedback are processed DSWD PMB send reply letter/memo to the
concerned Field Office

How to file a complaint Complaints can be filed thru sending a letter
or email at focrg@dswd.gov.ph

DSWD Caraga Xlll
R. Palma St, Dagohoy, Butuan CitY
Tel. No. 085-342-5619120

Complainant using 8888 Record Unit will receive the complaint and
will be fonrvarded to PSD Head, if the
concern is on MTA, the Focal or the
concern SW will be the one replying to the
complaint.

DSWD-PSD
R. Palma St., DagohoY, Butuan CitY
085-342-5619120

How complaints are processed The MTA Unit will conduct a case
conference/meeting to discuss the
issue/concern. lf necessary, to set a

meeting with the complainant and discuss
the concern.

-lnternal investigation shall be conducted
within the PSD, then Provide
recommendation and officially send reply

letter to the complainant

DSWD-PSD
R. Paima St., DagohoY, Butuan CitY

085-342-5619120

Contact information DSWD FO Xlll/ MTA-

PSD

Tnrough Telephone No. 085-342-56201 19

Email. Address: focrg@dswd.qov.ph

4
sltrr n r)FFlf

50

FEEDBACK AND COMPLAINTS MECHANISM



r#,DSWD
Soiadmoil ot S.alcl l1'clltr! r.d satc:aptsnl

CARAGA REGION

11, LICENSING OF PRIVATE SOCIAL WELFARE AND
DEVELOPMENT AGENCIES (SWDAS) 1) AUXILIARY SWDA 2l
SOCIAL WORK AGENCY

The process of assessing the qualifications and authorizing a registered SWDA to operate as a
SocialWork or as an SWDA.

DSWD Field Office Caraga - Standards Section (Policy

and Plans Division
(Covering the area of operation if operating only in one
(1) region)

ALL Private SWDAs lntendins to

o DSWD Central ffice - Standards Bureau
(SB)
IBP Road, Constitution Hills, Batasan
Pambansa Complex, Quezon CitY

o DSWD Field Office Caraga - Standards
Section

o https://www.dswd.qov.ph/downloads-2/
Annex 2. DSWD-RLA-F112 Application

1. One (1) Duly Accomplished and
Notarized Application Form

https: //www. dswd. oov. ph/down loads-2/
Annex 22. DSWD-RLA-Fl22 Profile of
Employees

https://www. d swd. qov. ph/down loads-2/
Annex 4. DSWD-RLA-F)14 Manualof
Operation

https://www.dswd.qov. ph/downloads-2/

Annex 21. DSWD-RLA-F121 Profile of
Governing Board

Securities Exchange Commission (SEC)

- Company Registration and Monitoring
Department Secretariat Building, PICC

Complex, Roxas Boulevard, Pasay City,
IJU /

One (1) set of the following Basic
Documents:

a. A certification of plan to hire the
required Registered Social
Worker (RSW or staff
complement; or (b) Profile of
Employees and volunteers
whichever is applicable

b. Manual of OPeration containing
the SWDAs program and

procedures and strategies to
attain its purpose/s among others

c. Profile of Board of Trustees

d. Certified True CoPY of General
lnformation Sheet issued bY SEC
(One (1) copy)

Office'or Division:

Classification: Hiohlv Technical (20 workino davs)
Tvoe of Transaction: Government to Client (G2C)

lho mav aVail:
,',;,,,t,,,t,' :,'6HEOKkI$T. OF,,REQUIREMENTS WHERH.TCI SECURE

administrative policies,
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e. Notarized certification from the
Board of Trustees and/or the
funding agency to financially
support the organizations to
operate for at least two (2) years

f. Work and Financial Plan for the
two (2) succeeding years

Any SEC Extension Office (Baguio City,
Tarlac City, Legazpi City, Cebu City, lloilo
City, Cagayan De Oro City, Davao City,
Zamboanga City)

. Board resolution by the Organization

httos://www. d swd. qov. ph/down loads-2/
Annex 9. DSWD-RLA-F0O? Work and
FinancialPlan

3. ADDITIONAL REQUIREMENTS

a. Basic Documents
1. For those operating in more than
one region

a. List of main and satellite/branch
offices with contact details, if any

b. Certified True Copy of the
notarized written agreement of
partnership or cooperation
between the agency and its
partner agency e.g. MOA,
Contract of Partnership, among
others

b. For Applicant SWA'S
implementing Child Placement
Seryrces

Certification from DSWD or
photocopy of the certificate of
training attended by the hired RSW
related to child placement service.

Doc u ments Establ i sh i ng
Corporate Existence and
Regulatory Compliance
For those operating in more than
one region:

tr Validation report from
concerned DSWD Field
Office or Certification from
Regional ABSNET/CIuster
or LGUs attesting to the

1.

https://www.dswd.qov. ph/downloads-2/
Annex 7. DSWD-RLA-F)07 List of Main
and Satellite Office

Photocopy of the Memorandum of
AgreemenUContract of Partnership and
Certified by the Head of Applicant
Organization

https:i/www. dswd. qov. ph/down load s-2l
Annex 22. DSWD-RLA-F122 Profile of
Employees

https://www. dswd. qov. ph/down loads-2/
Annex 23. DSWD-RLA-F12? ABSNEI
Active Membership
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existence and status of
operation of the
organization in the area/s
of jurisdiction.

tr There is no need to get a
validation
reporUcertification of
existence for the region
where the main office of
the applicant is located.

For Center Based (Residential
and Non-Residential Basedl
Copy of the valid safety
certificates namely:

a. Occupancy permit (only for
new buildings) or Annual
Building
lnspection/Structural Safety
Certificate (for old buildings)

b. Fire Safety lnspection
Certificate

c. Water Potability Certificate
or Sanitary Permit

For applicant serving within the
Ancestral Domains of
lndigenous People (lP)
Photocopy of NGO
Accreditation from NCIP.

4. For applicant with past
current partnership with
DSWD that involved transfer of
funds

a. Certification from DSWD
Office and/or other
concerned government
agencies that the applicant
is free from any financial
liability/obligation

City/Municipal Engineering Office of Local
Government Unit covering the SWDAs
area of operation or Private Engineer

Office of the Bureau of Fire Protection in
the City/Municipal Local Government Unit
covering the SWDAs area of operation

City/Municipal Health Office of Local
Government Unit covering the SWDAs
area of operation or Private Service
Provider

National Commission of lndigenous People
(NCIP) Regional Office where the NGO
operates.

DSWD Central Office - Financial and
Management Service IBP Road,
Constitution Hills, Batasan Pambansa
Complex, Quezon City
Government Agency where the
Organization implemented or implements
projects and programs.

and
the
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A. Assessment Procedures for Walk-in icants
SIEP 1: Secure
application form thru
the DSWD Website
or DSWD Field Office
Caraga

Provides client
application form, and
checklist of requirements

*10 minutes Support Staff
Standards
Section- Field
Office)

STEP 2:
1.1 Submiti file

application and
supporting
documents.

1 .2 For applicant
organization with
complete
requirements,
shall have
acknowledgemen
t receipt of the
submitted
requirements.

1.3 For incomplete
requirements, the
applicant
organization shall
sign the
acknowledgemen
t of the returned
documents and
the checklist of
the lacking
requirements.

1.1 Receive the
documentary
requirements and
provide the applicant
organization with an
application reference
number for easy
tracking and
reference.

1.2 Determine whether
the submitted
documents are
complete.

1.3 lf complete, provide
the organization an
acknowledgement
receipt and log the
receipt of application
documents into the
Document Tracking
System (DTS) for
Standards Bureau.

1.4 lf incomplete, return
all documents
submitted
accompanied by a
checklist of
requirements for
applicant
Organization's
compliance.

None *20 minutes Support Staff in
charge of all
incoming
documents
Standards
Section- Field
Office)

Officer of the
day Standards
Section- Field
Office)

Support Staff in

charge on the
issuance of

STEP 3; lf Complete,
Settle the required

Prepare Billing Statement
and instruct applicant to

) FIELD OFFICE CARAGA
)t COMPOUNO BU?l.lAli C n

ER I;

Wt

CLIENT STEPS,I AGENCY AGTIONS .,l,l, FEES,,
I L' EIE, .

i.,,,',PAllD,:,::,,

PROGESSING
?laaF
I IITIE

,(unOer,rnOimai
circrrmstAncC(I

r,,'.IPERSON:,r,

None

None *20 minutes
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and Management
division for the issuance
of the payment order

Billing
Statement
(Standards
Section- Field
Office)

Process payment and
issues Official Receipt.

P1,000.
00

*15 minutes Cashier /Cash
Section-DSWD
FO Caraga

SIEP 4; Provide the
DSWD Standards
Bureau the
photocopy of the
Official Receipt (OR).

Acknowledge the
photocopy of the Official
Receipt from the
applicant Organization.

None .15 Minutes Support Staff
(Standards
Section- Field
Office)

Sfep 5; Accomplish
and drop the
Customer's
Feedback Form on
the dropbox.

Provide the applicant
Organization the
Customer's Feedback
Form

None *5 minutes Support Staff
Standards
Section- Field
Office)

Note: The DSWD will implement 4:00pm cut-off on the submitted complete documents
which includes the payment of processing fees. Applications received after 4:00pm shall
be considered as a next working day transaction.
SIEP 6: Wait for the
result of the
documents review
and notice of
validation
assessment.

1.1 Review the submitted
documents as to
completeness and
compliance, both in form
and substance. The
submitted complete
documents must satisfiT
the following Criteria:

i. Applicant must be
engaged mainly or
generally in Social
Welfare and
Development
Activities.

ii. ln case a new
applicant SWDA
applying to operate a
residential care
facility, the applicant
must establish the
need for a residential
facility serving a
particular sector and
the absence of
related facility to cater
them. e.g. Situationer

iii. Applicant has

None 2 working days Technical Staff
Standards
Section- Field
Office)

ffi
COMPOUND BU-I'AN I
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employed a sufficient
number of duly
qualified staff and/or
registered social
workers to supervise
and take charge of its
social welfare and
development
activities and/or
social work
interventions in
accordance with the
set standards.

iv. Applicant must
submit a duly certified
financial statement
that at least seventy
percent (70%) of its
funds are disbursed
for direct sccial work
services while thirty
percent (30%) of the
funds are disbursed
for administrative
services.

v. The SWDA must
have a financial
capacity to operate
for at least two (2)
years.

vi. Applicant keeps
record of all social
development and/or
welfare activities it
implements.

Nofe: Criteria iv and vi
are only applicable for
those SWDAs that are
already in operation prior
to application for License
to Operate.

1.2.1 lf complete and
compliant, an
Acknowledgment
Letter and
Notification on the

offi?
)uNo ll

iI t
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schedule on the
conduct of
Validation Visit
shall be prepared.

1.2.2 lf found
incomplete or
non-compliant,
the
Acknowledgemen
t Letter prepared
shall contain the
checklist of
requirements to
be secured and
complied. This will
be sent to the
applicant SWDA
together with all
the application
documents
submitted.

2 working days
Section
Head/Division
l^ hiaf/Paninnalvr rrv., | \vlr,et rs.

Director
(Standards
Section- Field

1.3 Review and approval
of the Acknowledgement
Letter including its
attachments.

Technical Staff
(Standards
Section- Field
Office)

SIEP 7; Confirm the
Availability on the
proposed Validation
Visit

For those with
requirements that are
complete and compliant,
Confirmation of
Validation Visit.
Conduct of Validation
visit

1 working day
per agreed
schedule

SIEP 8; Assist the
Assessor during the
conduct of Validation
visit.

Provide the applicant
Organization the
Customer's Feedback
Form

Step 9; Accomplish
and place the
Customer's
Feedback Form on a

Technical Staff
Standards
Section- Field

SIEP 70; Awaits the
result of the licensing
assessment

EI

rER
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CLIENT STEPS AGENCY ACTIONS
.FEES

TO BE
PAID

PROCESSING
TIME

(under normal
circumstances)

PERSON
RESPONSIBLE

None

None *30 minutes

None Technical Staff
Standards
Section- Field
Office)

None *5 minutes Technical Staff
Standards
Section- Field
Office)

1.1 Prepare Confirmation
Report

None 3 working days
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1.2.1 lf favorable, the
Technical Staff shall draft
Confirmation Report and
Draft Certificate of
License to Operate.

1.2.2 lf not favorable, the
Technical Staff shall
detail the Assessors
Findings and the agreed
compliance date of the
Action Plan.

Office)

1.3.1 lf favorable, review
and approval of the
Confirmation Report and
the Draft Certificate of
License to Operate.

1.3.2 lf unfavorable,
review and approval of
the Confirmation Report.

None Favorable;
B working days

Unfavorable;
7 working

days

Section
HeadiDivision
Chief
(Standards
Section- Field
Office)

1.4.1 lf favorable, for
approval and signature of
the Certificate of License
to Operate.

1.4.2 lf unfavorable, the
Support Staff shall send
the Confirmation Report
to the SWDA through
email and via courier.

Favorable;
3 working days

Unfavorable;
2 working

days

Regional
Director
(Standards
Section- Field
Office)

Support Staff
(Section- Field
Office)

STEP 11:
Acknowledge the
receipt of the
Certificate of License
to Operate.

Send the Confirmation
Report and notify the
availability of the
Certificate of License to
Operate for release
through various means
per preference indicated
in the application form.
(direct pick-up or courier)

None 1 working day
(depending on
the choice of
the applicant)

Support Staff
(Standards
Section- Field
Office)

TOTAL

For Complete and Compliant: P1,000.
00

20 working
davs

For lncomplete Submission: None 1B working
davs

$IER C(
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How to send feedback Kindly accomplish the Client Satisfaction Suruey Form
(DSWD - FO Caraga- HRMDD 001-F-007) from the
receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 105
Telefax: (085) 81 5-91 73
E-mail:

How feedbacks are
processed

Every 1tt week of the month, your feedbacks are
consolidated and summarized by the designated Admin
Staff for onward submission to the Section Head and PPD
Chief for approval and consolidation.

How to file a complaint You can write your complainUs in the comment section of
the Client Safisfacfion Suruey Form (DSWD - FO Caraga-
HRMDD 001-F-001) from the receiving admin staff of the
Section

Complaints received are consolidated every 30'n day of
every month and will be part of the agenda during the
Section and Division meetings.

How complaints are
processed

Concerned staff/requester may call the designated
extension number for Standards Section, to wit:

Standards Section
2nd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc. 105
Telefax: (085) 81 5-91 73
E-mail: standardscaraga@gmail.com

ARTA : complaints@arta. gov. ph

PCC: 8888
CCB: 0908 -881-6565 (SMS

Contact lnformation of
CCB, PCC, ARTA
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12. NAME.MATCHING REQUEST FROM DSWD OFFICES
Name-matching will be undertaken primarily to determine if a household is in the
Listahanan database and what its corresponding poverty status is; to confirm inclusion in
a particular program; and to determine extent of availment of programs and services.
Requesting party shall prepare a letter of request indicating the reasons for name-
matching and enclosing an electronic copy of the names of households to be matched.
The e-file must shall follow the prescribed name-matching template. All requests for
name-matching are subject for review by the designated Regional Data Protection Officer
(RDPA). lf approved, the request will be facilitated by the Regional lnformation
Technology Officer (RITO). The section will then coordinate the requesting party
regarding the scheduled conduct of Orientation on Salient Provisions of the Data Privacy
Act. The Certificate of Orientation shall be signed by the focal person representing the
Division Chief and shall serve as basis for releasing the requested data.

National Household Targetinq Section/Policy and Plans Division
Complex
G2G-Government to Government
-Offices within the DSWD Field Cffice Caraqa

Request Letter (Annex A) and enclosed e-
copy of filled-in name-matching template

NHTS Office

Data Requirements (Annex B) NHTS Office
Certificate of Orientation on Data Privacy Act
of 2012 (Annex D)

NHTS Office

CLIENT STEPS
AGENCY
ACTIONS

FEES TO
BE PAID

PROCESSING
TIME

PERSON
RESPONSIBLE

l.Submit hard copy
of the request letter
to Regional Director's
office and send
electronic copy of
filled-in name-
matching template
through the email add
nhts.focrg@dswd.qov.
oh

1. Receives and
check
completeness of
requirements
1.1 Forwards the
request to the
Regional Data
Protection Officer
(RDPO)

None 10 minutes Admin Assistant lll
RD Office

2.Reviews and
make
recommendations
to Regional Director
for appropriate
action

None 15 minutes RDPO
ARD Office

3.Forwards the
request to PPD
Chief for
appropriate action

None 10 minutes Regional Director
Office of the Regional

Director

4.Endorses the
request to RFC for

None 5 minutes OIC-PPD Chief
PPD Office
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appropriate action
5. Review request
for data generation.
lf request is
approved, proceed
to step 6-10. lf
denied, proceed to
step no. 11

None 5 minutes RFC
NHTS Office

6. Facilitates the
name matching
request

None 2 days-less
than 1000 data

4 days-more
than 1000 data
but not greater
than 2000 data

5 days- more
than 2000 data
but not greater
than 3000 data

RITO
NHTS Office

7. Generate and
accomplish Data
Release Form
(DRF)

None 30 minutes RITO
NHTS Office

8. Encrypt Data
Files

None 30 minutes RITO
NHTS Office

9. Draft reply
memorandum

None 30 minutes RITO
NHTS Office

10.Review and
countersign reply
memorandum

None 30 minutes RFC
NHTS Office

11. Accomplish
denial of request
(Annex C)

None 30 minutes RFC
NHTS Office

12.Sign reply
memorandum

None 15 minutes OIC-PPD Chief
PDPS Office

13. Track and send
reply memorandum

For denied request,
process ends here
otherwise, proceed
to the next step.

None 10 minutes Admin Assistant lll
NHTS Office

14. Conduct
Orientation on Data
Privacy Act and
issue Certificate of
on Orientation
(Annex D)

None 1 day RFC
NHTS Office

15. Release the CD
with encrypted and

None 5 minutes Admin Assistant lll
NHTS Office
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password-protected
Listahanan data
along with the DRF

1. Receives
encrypted CD
and contact the
focal person
indicated in the
DRF to decrypt
the data

l6.Provide
Password

None 30 minutes RITO
NHTS Office

2. Sign the DRF
and forward the
said document
to NHTS

17. File the DRF
and administer
Client Satisfactory
Survev

None 2 minutes Admin Asslsfanf ///
NHTS Office

TOTAL:

Approved Request
-less than 1000
data

-more than 1000
data but not greater
than 2000 data

-more than 2000
data but not greater
than 3000 data

Denied Request

3 days, 4
hours and 17
minutes

5 days, 4
hours and 17
minutes

6 days, 4
hours and 17
minutes

t hour and 40
minutes

Kindly accomplish the Client Safisfacfion Survey Form (DSWD -
FO Caraga- HRMDD 001-F-001) from the receiving admin staff of
the Section

Tel. Nos.: (085) 342-5619 to 20\oc.247
Telefax: (085) 81 5-91 73
E-mail: n

How to send feedback

Every 1tt week of the month, your feedbacks are consolidated and
summarized by the designated Admin Staff for onward submission
to the Section Head and PPD Chief for approval and consolidation.

How feedbacks are
processed

You can write your complainUs in the comment section of the
Client Safisfacfion Suruey Form (DSWD - FO Caraga- HRMDD
001-F-001) from the receiving admin staff of the Section

How to file a complaint
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How complaints are
processed

Complaints received are consolidated evE[5Om Oay of wery
month and will be part of the agenda during the quarterly/ special
meetings.

Contact lnformation of
CCB, PCC, ARTA

Concerned statf/requester may call the designated extension
number:

National Household Targeting Section
3'd Floor, Pahigayon Building
DSWD Caraga, R, Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20loc. 247
Telefax: (085) 81 5-91 73
E-mail : nhts.focrq@dswd.qov. ph

ARTA : complaints@arta. gov. ph
PCC: 8888
CCB: 0908 -881-6565 (SMS)

13. PROVISION OF ASSISTANCE TO INDIVIDUALS IN CRISIS SITUATION

The provision of counseling, referral for psychological and legal service, as well as financial
assistance to disadvantaged and marginalized sectors is part of the social protection

services of the Department. These protective services aim to help individuals and families to
cope with the difficult situation they are presently experiencing, such as illness, death, loss
of job or source of income.

F

SWD FIELD OFFICE CARAGA
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Crisis lntervention Section - Protective Services Division

G2C-Government to Citizens

lndividuals and/or families who are indigent, vulnerable, disadvantaged
or are otherwise in crisis situation based on the assessment of the
SocialWorker.

Medical Assistance for Hospital Bill
1. Medical CertlficateiClinical

Abstract with complete name,
license number, and signature

Billing clerk of the hospital2. Hospital bill with name and

Attending Physician from a hospital/clinic or from
Medical Records
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3. Any valid government issued I

D
Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
COMELEC, NBl, DFA, among others)

4. Social Case Study Report (if the
assistance to be provided is
5,000 above)

Licensed Social Worker from any
governmenUnon-government welfare agencies

*Barangay Ceftificate of Residency or
lndigency of the Client may be
required.

Office of the Barangay Captain

Medical Assistance for Medicine/Assistive Device
1. Medical Certificate/Clinical

Abstract with complete name,
license number, and signature
of the Physician

Attending Physician from a hospital/clinic or from
Medical Records

2. Prescription with complete
name, license number, and
signature of the Physician

Attending Physician from a hospital/clinic

3. Any valid government issued I

D

Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
COMELEC, NBl, DFA, among others)

4. Social Case Study Report (if the
assistance to be provided is
5,000 above)

Licensed Social Worker from any
governmenUnon-government welfare agencies

*Barangay Ceftificate of Residency or
lndigency of the Client may be
required.

Office of the Barangay Captain

Medical Assistance for Laboratorv Requests
1. Medical Certificate/Clinical

Abstract with complete name,
license number, and signature
of the Phvsician

Attending Physician from a hospital/clinic or from
Medical Records

2. Laboratory Requests with
complete name, license number,
and signature of the Physician

Attending Physician from a hospital/clinic

3. Price quotation with complete
name and signature of the
authorized staff from
hospital/clinic

The authorized staff of the hospital/clinic

4. Any valid government issued I

D

Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
COMELEC, NBl, DFA, amonq others)

5. Social Case Study Report (if the
assistance to be provided is
5.000 above)

Licensed Social Worker from any
governmenUnon-government welfare agencies

*Baranqav Certificate of Residencv or Office of the Baranqav Captain
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lndigency of the Client may be
required.
Buria! Assistance for Funeral Bill

1. Registered Death
Certificate/Certification from the
Tribal Chieftain (for lPs), lmam
(for Moro) or Doctor or
authorized medical practitioner,
in the absence of a death
certificate

City/Municipal Hall, Hospital, Funeral Parlor or
Tribal Chieftain

2. Funeral Contract (except for
Muslim and lndigenous People
oerform ino customarv practices)

The autlrorized staff of the Funeral Farlor or
Tribal Chieftain

3. Any valid government issued I

D
Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
COMELEC, NBl, DFA, among others)

.Barangay Certificate of Residency or
lndigency of the Client may be
reouired.

Office of the Barangay Captain

Burial Assistance for Transfer of Cadaver
1. Registered Death

Certificate/Certification from the
Tribal Chieftain (for lPs), lmam
(for Moro) or Doctor or
authorized medical practitioner,
in the absence of a death
certificate

City/Municipal Hall, Hospital, Funeral Parlor or
Tribal Chieftain

2. Funeral Contract (except for
Muslim and lndigenous People
performinq customarv practices)

The authorized staff of the Funeral Parlor or
Tribal Chieftain

3. Transfer Permit City/Municipal Hall, Hospital, Funeral Parlor or
Tribal Chieftain

4. Any valid government issued I

D

Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
COMELEC, NBl, DFA, among others)

"Barangay Certificate of Residency or
lndigency of the Client may be
reouired.

Office of the Barangay Captain

Educational Assistance
1. Enrolment Assessment Form

Certificate of Enrolment
Reqistration

or
or

Registrar, authorized staff from the school

2. Validated school lD of the
studenVbeneficiarv

Registrar, authorized staff from the school,

3. Statement of Account for
Colleqe Students

Registrar, authorized staff from the school

4. Any valid government issued I

D

Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
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COMELEC, NBl, DFA and among others
*Barangay Certificate of Residency or
lndigency of the Client may be

Office of the Barangay Captain

Food Assistance
Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
COMELEC, NBl, DFA and among others)

Any valid government issued l.
D

2. Project Proposal and Food
Distribution List (CRCF

Head of the Residential Center

Office of the Barangay Captain*Barangay Certificate of Residency or
lndigency of the Client may be

Cash Assistance for other Support Services

Government agencies issuing an identification
card (SSS, Philhealth, LTO, PAG-IBlG,
COMELEC, NBl, DFA and among others

1. Any valid government issued l.
D

Police Station, Barangay, Bureau of Fire,
Philippine Embassy/Consulate, Social Worker
from welfare agencies.

Depending on the
circumstances of the client:
Police Report or Bureau of Fire

PassporUTravel Document (s),

Certification from OWWA or any
proof of repatriation
Certification/Referral Letter from
Social Worker/Case Worker for
rescued clients
Police Blotter and Social
Worker's Certification or referral
letter for victims of On-line
Sexual Exploitation of Children
(osEC)

Within the Day Transactions

PACC Desk Officer/ClS
Staff

1.1 Determine the
assistance needed
and screen the
completeness of
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the requirements.

1.2 lf requirements
are complete,
issue queueing
number for the
client to proceed to
CIS Verifier. lf
incomplete,
provide list of
requirements for
client to comply.
1.3 Fonvard the
client to the
assigned
Grievance Officer
of the Day at the
Crisis lntervention
Section (ClS) for
assessment by a
social worker, for
complicated cases
that are beyond
the capacity of the
PACC Personnel
to determine and
assess if the client
is eligible for
assistance

CIS Verifier3 minutes2.1 Validate the
client's name into

the CrIMS and/or
the Regional
Clients Database
to ensure no

duplication of
provided services.

2.2|t client is not
yet eligible to avail,

fill-out the
Assistance
Availment Slip

indicating the date

when the client

2.Verification on
the non-
duplication of
assistance and
fill-out General
lntake Sheet

R UUI
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should return.

2.3 Orient the
client in filling-out
the General lntake
Sheet (GlS)

2.4 Enter the
queuing number of
the client to CIU
Processing for
interview and

assessment.

3.lnterview,
Assessment and
Recommendation

3.1 lnterview the

client using the
prescribed General

lntake Sheet
(GlS). The Social

Worker may gather

collateral
information about
the client or life

circumstances
from the

immediate family
members,
relatives, referring
parties and other
sources, if
necessary.

3.2Provide
psychosocial
processing to the

client as needed,

to lessen their
anxieties brought
about by the crisis
situation

3.3Release
assistance

the
in the

None 25 minutes Social Worker
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form of Cash,

Cash Voucher or

Guarantee Letter

based the

amount
recommended.
Cash release is

subject to

availability of cash

advance.

4.Picture taking
and fill-out
Satisfaction
Survey

4.1 Take photo of
the client for entry
into the database
for recording
purposes.

4.2Assist the client
to write his/her
name at the

logbook indicating
the guarantee

letter, cash

voucher or cash

received with

corresponding
signature.

4.3 Request
client
accomplish
Satisfaction
Survey Form.

the
to

the

4.4For clients who

have been seeking
assistance to AICS

many

I 
already, they will

I be requested to

Lnr*"r, the
I

I Monitoring Tool on

None 3 minutes CIS Satisfaction Survey
Administrator

CE

69

DSWD FIELD OFFICE CARAGA
CAPiTOL COMPOUND BurlJAN C 7Y



HP.SWP
CARAGA REGION

the
Responsiveness of
Service Providers
purposely to

assess the quality

of service of the

different service
providers.

TOTAL No Fees 33
minutes

Kindly accomplish lhe Client Satisfaction Suruey Form
(DSWD - FO Caraga- HRMDD 001-F-007) from the
receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 103 or 241

Telefax: (085) 81 5-91 73

How to send feedback

Every 1'I week of the month, your feedbacks are
consolidated and summarized by the designated Admin
Staff for onward submission to the Section Head and
HRMDD Chief for approval and consolidation.

How feedbacks are
processed

YoLr can write your complainUs in the comment section of
the Client Safisfacfio n Suruey Form (DSWD - FO Caraga-
HRMDD OO1-F-001) from the receiving admin staff of the
Section

How to file a complaint

lidated every 30tn daY of
every month and will be part of the agenda during

Section/Division meeti ngs.

How complaints are
processed

Crisis lntervention Section
1tt Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan CitY

Tel. Nos.. (085) 342-5619 to 20 loc. 103 or 241

Telefax: (085) 81 5-9173
E-mail : protective.focrq@dswd.qov. ph

ARTA : complaints@arta.gov. Ph
PCC: 8888
CCB: 0908 -881-6565 (SMS

Contact lnformation
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14. PROVISION OF ASSISTANCE TO RETURNING OVERSEAS FILIPINOS

The lnternational Social Service Office (ISSO) implements the system in providing assistance to

overseas Filipinos in distressed situations and their families (documented and undocumented

workers) in all foreign countries. This is in line with RA 8042 and was amended by RA 10022

othenruise known as the "Migrant Workers and Overseas Filipino Act of 1995 provides the

mandate to improve the country's standard of protection and promotion of the welfare of OFs

and their families.

)FFICE CI
uNn Btlru

Protective Services Division

Simple

G2C-Government to Citizen

Distressed and Recently Repatriated OFWs

Primary Documents
0 conies ohotocopv and oiuinal also for validation)

1. Valid lD (Voteds lD, UMID) COMELEC, SSS

2. Philippine Passport DFA

3. OWWA or NRCO Certification OWWA, NRCO

Secondary Documents (Any of the following)
(2 cooies ohotocopy and original also lor validation)

1. Barangay Certification BLGU

2. POLO Referral Letter P0LO-Embassy

3, Medical Certificate and Medical Prescription Doctor/Hospital/Cli nic

1. lnquire

about OFW

Cash

Assistance

1. CBSS Clerk lets

the client register in

the logbook for
reference

None 3 minutes CBSS Clerk

2, Clerk refers the

Client to appropriate

Social Worker

None 3 minutes CBSS Clerk

3. SocialWorker
conducts initial

assessment to client

None 15 minutes lSS0 Social

Worker

7L

Office or: Division:
0laSsificatioh:
Tvpe of Transaction:
Who Mav'Avail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

,*oattt,*G,,,,:,
. : f![/lf .,,,.;:'
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4. SocialWorker
provides Checklist of

Requirements to

Client

None 2 minutes ISSO Social

Worker

5. Client will fill-out

the GIS Page 1 then

Social Worker will

print out the filled-up

forms such as

General lntake Sheet

Page 2, Certificate of
Eligibility and Petty

Cash Voucher

None 20 minutes lSS0 Social

Worker

6, Social Worker will

conducts thorough

assessment

45 minutes ISSO Social

Worker

7. Endorse client to
the Petty Cash

Custodian/SDO for
provision of

assistance

None 3 minutes ISSO Social

Worker

B. Client will receive

the cash assistance

then to register her

name and signature

in the logbook and

also picture-taking

None 3minutes Petty Cash

Custodian,

CIS Clerk

9, Client to fill out the

monitoring tool on

Responsiveness of

Service Providers
purposely to assess

the quality

None 6 minutes CIS Clerk

Total:
t hour&40

minutes

trrtrr n ntrtrrnF

72



IWJDSWD
Oepaddenl or Social wellare ad ftvslopmsol

CARAGA REGION

How to send a feedback Client Satisfaction Survey/Feedback
How feedback is processed Consolidated every month and fonararded to concerned

How to file a complaint Thru 8888 or Client Satisfactory Survey/Feedback

How complaint are processed Complaints are processed and acted upon 24 hours

342 5619 loc. 106

15. PROVISION OF ASSISTANCE TO VICTIMS OF HUMAN TRAFFICKING

Direct assistance and services that will be extended to victim-survivors of tratficking. These
includes logistical support during and post-rescue operation, psychosocial, support services
such as medical, educational, legal, protective custody and economic reintegration services
that will better enable the clients to recover from their traumatic experiences. Multi-sectoral
approach is applied in order to maximize existing programs and services for victim-survivors
of trafficking.

Recovery Reintegration Program For Trafficked Persons

Hi Technical
Government to Citizens

TIP Victim-Survivors
Families of the victim-survivor of trafficking
Witnesses of cases of human trafficki

a

a

a

Any Government issued lD
Medical Assistance:
2 photocopies of Valid lD (original lD must be presented

on claiminq of assistance

Hospital where clienUPatient was
admitted.

2 copies (1 original copy and 1 photocopy) of Hospital

Bill (for payment of hospital bill) or Prescription (for

medicines) or Laboratory requests (for procedure

2 copies (1 original copy and 1 photocopy) of Clinical

Abstract/Medical Certificate with signature and license

number of attending physician (issued within three

Office of the BarangaY CaPtainZ copies (1 original copy and 1 photocopy) of Barangay
Certificate of ln

Office of the Registrar or Pi'incipai
where the client is enrolled.

Ed ucational Assistance:
2 copies (1 originai copy and 1 photocopy) of School

Reqistration/or Certificate of Enrollment
SWO lI-RRPTP DSWD SocialSocial Case Study RePort

School Accounting OfficeZ copies of Statement of Account for tertiary EducatM

FEEDBACK AND COMPLAINTS MECHANISM'...,,

Contact lnformation

Offi,Sellti6.I
,DivisiDni
ChssifiCation:,,r,
T}ii6',:.6f 

,,;,11::',:,,;,',,;;;,::,1;,;,,1.t,,1,;1;:

Tfansa6tibn':,..:,r,

Who.,May,;
Avail:, ,,,,,,: 

"

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

Social Case Study RePort DSWD SocialWorker

DSWD FIELD OFFICE CARAGA
CAPITOL COMPOUND BUTUAN ClrY
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2 photocopies of Valid School lD School issued lD
2 photocopies of Valid lD of the parenUguardian( original
lD must be presented upon claiming the assistance)

Any government issued lD
Pantawid lD

Livel i hood Assistance:
Project Proposal. They may write using their vernacular
or local dialect. They may be assisted by the social
worker in preparation of the said proposal.

SWO II-RRPTP DSWD

Result of Handa Ka na Bang Magnegosyo? The client
scores 75 and above in order to be eligible for the
livelihood Program, to determine the preparedness of
the client to start their business. Re-assessment will be
conducted to clients who will have a score of 74 and
below or they may be considered to avail financial
assistance for employment.
Social Case Study Report
2 copies (1 original copy and 1 photocopy) of Barangay
Certificate of I ndiqency

Office of the Barangay Captain

Z photocopy of Valid lD (original lD must be presented

uoon claiminq of assistance
Any government issued lD
Pantawid lD

Skills Training:
Official receipt from the training school (TESDA/CHED
accredited traini ng school

Training school

2 photocopy of valid school lD (original lD must be
presented upon claiming the assistance) 

-

School issued lD

finarrcial Rssistance for Employment (e.9. driver's
!icense, NBI and police clearance, Medical Certificate
etc.):

1. Contract of Employment or any similar document
which indicates that they are hired Agency vrhere the client is

emploved

Z ptrotocopy of valid lD (original lD must be presented

upon claiminq the assistance) 

-

Agency issued lD

Logistical Support During and Post-Rescue
O peration of Victim -s u rvivo rs of trafficki n g :

Victim-survivors of trafficking during rescue operation'

Social workers are highly needed to provide

psychosocial counseling and assist victim-survivors of
trafficking all throughout the process from recovery to
reinteqration.

DSWD

Provision of TemPorarY Shelter
Victims-survivors of trafficklng may be placed in DSWD DSWD
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run/registered, licensed and accredited residential care
facilities for protective custodv.
Support for Victim-survivors/Witness and
Transportation Assistance

2 photocopy of valid lD (original lD must be presented
claimino the assistance

Any Government issued lD

RRPTP-DSWD Social Worker
2 photocopy of Official Receipt of the Client's board and

2 copies (1 original and 1 photocopy) of Certiflcate cf Office of the Barangay Captain

1. The Victim-
survivors of
trafficking
may visit
the DSWD
Field Office
Caraga.

*Log name in
the RRPTP
Customer's
Logbook

*lnquire and
request for an
assistance

*Respond

/answer with
the interview
of the Social

1.1Log name in the visitor's
Log Book

1.1.1 CBSU clerk refers the
client to RRPTP social
worker for the routing of
concern to the specific
program.

1.1.2 Once routed to
Recovery Rei ntegration
Program for Trafficked
Persons (RRPTP). RRPTP
social worker will let the client
log his/her name and date of
submission in the Log Book
for Walk-in Clients and
conducts intake/initial
interview.

1.1.3 RRPTP Social Worker
will fill-out the intake sheet
and completes the
information of the client
during the conduct of
interview to walk-in/referred
clients. And conducts initial
assessment of the case
taken from the interview, and
collateral information of the
client, if needed.

NONE

5 minutes

5 minutes

Security
Personnel On-
duty

CBSU Clerk

CFFICE C
)UND BUTI

lD frt

t5

Social Case Study Report

GLIENT,...STEPS AGENCY ACTIONS FEES
TO BE
PAID

PROCESSING
TIME

,, ,,' PERS.N r, ,:,,:r 
i

Ai{toliiiia,te

3 hours
swo il-
RRPTP
Social
Worker
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Worker (lntake
Sheet and
scsR)

*Submit

requirements
based on the
needed
services

*Answer

Customer
Satisfaction
Survey

*Wait for the
approved
SCSR

1.1.5 RRPTP Social Worker
will present the needed
documents (checklist) and
other supporting papers
needed to avail of immediate
assistance like livelihood,
educational, medical, food
and transportation materials.
lf documents are available,
provide the immediate
assistance base on need.

1 .1 .6 Facilitate the
Customer
Satisfaction
Survey Form

t hour

5 minutes

swo ll-
RRPTP
Social
Worker

swo l!-
RRPTP
Social
Worker

1.2 Preparation of Social
Case Study Report through
given template.

1.2.1 Submit draft
of lnitial SCSR to
RRPTP focal
person.

1.2.2 RRPT focal/PSD Chief
reviews and Provides inPuts on
SCSR submitted.

1.2.3Social Worker
finalizes corrected
report and
endorses to
RRPTP focal and
PSD for review
and approval.

1.3 Provision of needed
services to the client

1.3.1 Social worker will
conduct

days

10
minutes

day

2 hours

8 days

SWO II.RRPTP
Social Worker

SWO II.RRPTP
Social Worker

swo lv/olc-
CHIEF,PSD

SWO II-RRPTP
SocialWorker

SWO II.RRPTP
Social Worker
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*Receive the
assistance and
attend case
conference

counsellingipsycho
education to TIP clients

1.3.2 Social worker will
provide the services based
on the assessment.
Preparation of vouchers for
assistance that appropriately
cater the needs of the TIP
victim-survivors. (Provision
of Educational and Livelihood
Assistance)

a.
b.

c.
d.
e.

Hot meals
Medical
Education
Transportation
Livelihood

1.3.3 PSD Division Chief
reviews and recommends the
provision of assistance for the
approval of the Regional
Director

1.3.4 ARDO will signs and
recommends for financial
assistance.

1.3.5 The Regional Director
approved the provision of
assistance to the victim-
survivors of trafficking

1.3.6 Turn-over of assistance
and conduct of case
conference together with the
P/C/MSWDO and the client

1.3.7 ln the cases where the
services needed are beYond
the Departnnent's Program, SW
coordinates with other Partner
agencies through telePhone or
referral letter.

hours

day

3days

3hours

I hour

SWO I!-RRPTP
Social Worker

swo rv/orc-
Chief, PSD

Assistant
Regional

Director for
Operations

Regiona!
Director

SWO II.RRPTP
SocialWorker

SWO II.RRPTP
Socla!Worker

TOTAL NONE 16 days 5
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hours and 25
minutes

How to send feedback Clients/applicants provides feedback through
Client Satisfaction Survey
Form or client sends letter to FO.

How to send feedback is Processed AA clerk consolidate feedback in a monthly
basis to be approved by the PSD Chief. The
approved Consolidated Report will be given to
the HRMDD to be processed for immediate
action (if there are any)

How to file a complaint ARTA-Recovery Reintegration Program for
Trafficked Persons (RRPTP)

Protective Services Division
1't Floor Lumilihok Building
DSWD Field Office Caraga
R. Palma Street, Butuan City

CSC-0917-839-8272 I Para sa taumBAYAN
hotline: 8951-2575 I 8951-25761 8932-0111
PCC- 8888

How complaint are Processed
Complaints are processed and acted upon 24

hours upon receipt.

Contact information Ms. Bernape C. BantaYan
SWO lI/RRPTP Focal
0918-947-3954
blairebantayan@gmail.com
Through Telephone No. 085-342-56201 19

Email Address: focro@dswd.qov. Ph

IFR I
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16. PROVISION OF ASSISTIVE DEVICES TO ELIGIBLE PERSONS
wtTH DtsABtLtTtES (GANES, CRUTCHES, WHEELCHAIR, HEARING
AIDS AND PROSTHESTS)

ln support to the RA 7277 or the Magna Carta for Persons with Disabilities, the office
provides for auxiliary services this sector. The provision of assistive devices is part of
the efforts along their physical restoration and self and social enhancement to promote
their capability to attain a more meaningful, productive and satisfying way of life with the
end goal of ultimately becoming self-reliant and contributing members of the society.

Sectoral Sectioti

Sectoral
Section Social

Worker

FFICE
Nn trl

Persons with Disabilities and Senior Citizens who are in need of
assistive devices

Medical Doctor, Hospital and
Municipal Health Office/City Health
Office/ Barangay Health Center/

Med i ca I AbstracUCertificate

Baranoav Certification of lnd
Sectoral Section or Referring LGUSocial Case Study Re

uisition and lssuance Slip (RlS

Sectoral
Section

Administrative
Aide lV

1. Review, Log
Submitted
Documents
and attach
additional
forms

15 minutesSubmission of
complete
document
requirements

None I z hours2.1 Fonvard to
Social Worker
for
Assessment

20 minutes Protective
Services

Division Chief

1.2 Forward to
Protective
Services
Division Chief
for Approval

Office or Division: Protective Services Division
Classification: Simole/Comolex
Tvpe of Transaction: G2C-Government to Citizen
Who May Avail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

FOR CANES, CRUTCHES AND WHEELCHAIR

lntent Letter Client
Whole Bodv Picture Client

Baranqav

CLIENT STEPS AGENCY ACTIONS FEES
TO
BE

'PAID

PROCESSING
TIME

PERSON
RESPONSIBLE

None

None
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l.3Forward to
Assistant
Regional
Director for
Administration
(ARDA) for
Approval of
RIS.

None I 2 hours Assistant
Regicnalfoi"

Administration

2. Claim Assistive
Device

3. Demonstration
of Use and
Release of
Assistive
Device

20 minutes Sectoral
Section

Administrative
Aide lV

10 minutes

5 hours and 5
minutes

4. Fill-out Client
Satisfaction
Survey

Sectoral Section or Referrinq LGUSocial Case Study Report
Medical Doctor, Hospital and
Municipal Health Office/City Health
Office/ Baranqay Health Center/

Medica I AbstracUCertificate

Price Quotation

Sectoral
Section

Administrative
Aide lV

1. Review and
Log Submitted
Documents

1. Submission of
complete
document
requirements

1 .1 Fonvard to
Social Worker
for Assessment

Protective
Services

Division Chief

20 minutes1 .2 Fonvard to
Division Chief
for Review and
Recommending

ffinsJyP
CARAGA REGION

Sectoral
Section

Administrative
Aide lV

FICE CARA
tn Qr llr raN rll

80

None

3. Provide
Gatepass

None

TOTAL 0

FOR HEARING AIDS and PROSTHESIS

CHECKLIST. OF, REQUI REM ENTS WHERE TO SECURE I,

lntent Letter Client
Whole Bodv Picture Client

Baranoav Certification of lndioencv Baranqay
Medical Equipment Supplier

CLIENT STEPS AGENCY ACTIONS FEES
, ,TO

BE:.
PA!D

PROCESSING
TIME

:i

None 10 minutes

None 2 hours Sectoral
Section Social

Worker

None

STER COPY
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1.3 Forward to
Regional
Director for
Approval

None 1 day Regional
Director

1 .4 Fonivard to
Finance
Management
Division for
financial
transactions.

None 5 days Finance
Management

Division

1,5 lnform the
client and
supplier on the
availability of
cheque.

None 10 minutes Sectoral
Section

Administrative
Aide lV

2. Claim copy of
Voucher and
fill-out Client
Satisfaction
Survey/
Feedback.

2. Photocopy
voucher and log
transaction.

None 20 minutes Sectoral
Section

Administrative
Aide lV

TOTAL No
Fees

7 days

How to send a feedback
ConsotiOateO every month and forwarded to

concerned section if ary1
How feedback is Processed

Thru 8888 or ClientHow to file a
Compla'mts are processed and acted upon 24 hours

How complaint are Processed

342 5619loc. 106

81
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17. PROVISION OF CENTENARIAN GIFT TO ELIGIBLE CENTENARIAN

Provision of cash gift amounting to one hundred thousand pesos (P100,000.00) to all
living Filipinos who have turned 100 years old in the current fiscal year whether residing
in the Philippines or abroad, and those deceased centenarians who died in the current
fiscal year shall be honored.

Protective Services Division

andior their Authorized R

Documents (Any 1 of the
PSA / Local Reqistrar

6. Senior Citizen's ldentification Card issued by
OSCA

7. Any other Philippine Government -issued lD

Secondarv Documents (Any 2 of the followi
PSA / Local Registrar4. Registered Marriage Certificate issued by

PSA
PSA / Local RegistrarRegistered Birth Certiflcate of Children (At

least 2 Children
Notary Public Lawyer6. Affidavit executed by Two (2) Disinterested

Persons (At least 80 years old and above
School/ Employer7. Old School Records or Employment Records

showing date of birth of the Centenarian

8. Certified Baptismal and/or Confirmation
Certificate / Records

Additional Supporting Documents (Upon
completion of the above)

1. One Whole-Body Picture of the Centenarian

2. Certificate of Residency issued by the

3. Endorsement Letter issued by the
C/MSWDO

4. CBSS Clerk
lets the client
log in the

5. lnquire about
Centenarian
Program

VD FIELD
TOL COMP(

)FFICE CA
UND BUYUI

R C0

(A

,OffiCar.:or,, DiviSion:
ClaSsificati6ni Simple
Tvpe of Transaction: G2C-Government to Citizen
Wh6,iMavr:rAvail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

4. Reoistered Birth Certificate
5. Philippine Passport DFA

OSCA

Any Government Agency

Church

Client

Barangay

C/MSWDO

AGENCY ACTIONS FEES
,' 
:, t:.,,,1,1 

Q',. 1:,,.

r BEr'l
,,PAlo

r,tl,lrtilirP ERS O N,,rt,irtrt,r,,,

RE$PONltBr-,,F

'.:. . ..:::, 1..:. :.'.....:....a:,:.:):4..'1:.:.::.::..,:::t:t,,. : .

None 2 minutes CBSS Clerk
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reference.

5. Clerk refers
the Client to
appropriate
Focal Person/
Social Worker

None 1 minute CBSS Clerk

6. Focal Person/
Social Worker
conducts
interview and
assessment
to client and
referrino partv

None 15 minutes Focal Person/
o^^i^t tAr^,t,^,\)Lrvlql V VLrl I\(iI

7. Focal Person/
SocialWorker
provides
Checklist of
Requirements
to Client

None 2 minute Focal Personi
SocialWorker

Total 20 minutes

How to send a feedback
Consolidated every month and forwarded to
concerned section if

How feedback is processed

Thru 8888 or Client SHow to file a complaint
Complaints are processed and acted upon24 hoursHow complaint are processed

085) 342 5619|oc. 106Contact lnformation

FF
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18. PROVISION OF RESIDENTIAL CARE SERVICES TO CHILDREN IN
GONFLTCT WITH THE LAW (C!CL)

This service is provided to male children in conflict with the law with ages above 15 but
below 18 upon commission of offense who are ordered by the court for temporary shelter
and rehabilitation. This is located in the Regional Rehabilitation Center for Youth (RRCY)
Prosperidad, Agusan del Sur.

Protective Services Division: RRCY

G2C-Government to Citizens

Com
Male children in conflict with the law with ages above 15 but below 18

upon commission of offense who are ordered by the court for temporary
shelter and rehabilitation.

1. Local Social Welfare and Development
Office
2. Licensed Social Worker from LGU
3. Philippine Statistics Authority
4. Attending Physician from a hospital/clinic
5. Department of Justice/Regional Trial Court
6. Philippine National Police
7. School last attended
8. Health Center / HosPital

1. Referral Letter
2. Social Case Study Report (SCSR)
3. Birth Ce(ificate
4. Medical Records
5. Commitment Order
6. PNP Related Document
7. School Records
8. Rapid Test Result and other Laboratory
Results

Within Six Months Residential Care Services

Administrative
Assistant

1.1 Record referral
letter in the incoming
logbook

1. Receipt of referral

1.2 Assessment of
referral by the Multi-

Center Head or
Senior Social
Worker

1.3 lf referred case is
for admission, inform
the referring partY bY

phone and set the
schedule of admission
conference

Center Head or
Senior Social
Worker

1.4 lf referral is not
accepted, a written
reply will be sent to the

:R

OffieCri6,fr,i,DiVi5ion :,'i

ClasSiflCation:1,
Tvpe of Transaction:

, 
;::.,:,,1.:,::: e 11 feKL I ST O F, R E e U I R E M E N TS WHERE TO SECURE

CLIENTISTEPS AGENCY ACTIONS . FEES
TO BE
PAID

PROCESSING
, TIME

:ril 'PFRSON:,r',r,r
RESPONSIBLE

none 1 min

none 30 min Multi-Disciplinary
Team Members

none 10 min

none Within 2 days
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1.5 Assignment of case
to the handling social
worker

none 3 min Senior Socal
worker

2. Admission
Conference

2.1 Review of
documentary
requirements

None 10 min Handling Social
Worker

2.2 Conduct of
admission conference

None 3 hours Multi-Discipiinary
Team Members

2.3 Taking of photo of
the client and her
family/escort

None 5 min Administrative
Assistant

2.4Turn-over of client
to Homelife and
Medical Services for
regular new admission
procedure

None 5 min Handling Social
Worker

3. lntake interview and
preparation of SCSR

3.1 Conduct of
intake interview

None t hour Handling Social
Worker

3.2 Preparation of
SCSR

None Within 5
days

Handling Social
Worker

4. lmplementation of
Residential Care

lntervention/
Rehabilitation

4.1 Provision of
homelife,
psychocological,
medical, education,
livelihood, social
services, legal and
referral for
specialized
interventions

None At least 11

months
Multi-
Disciplinary
Team Members

4.2 Review and
monitoring of
client's progress

None Monthly Multi-
Disciplinary
Team Members
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based on the
intervention/
rehabilitation plan
thru Social
Functioning
lndicators

4.Administration of
progress reports to
court once every
three months

None 2 days Handling Social

4.4 Administration
of client's
satisfaction survey
form

None 30 min Handling Social

4.5 Dialogue with
family members
through case
conference and
homevisits

None At least
once per
quarter

Handling Social
Worker and

selected MDT
members

5. Conduct of Pre-
discharge activities

5.1 Request for
Parenting CapabilitY
Assessment RePort
(PCAR)

None On the 8th
month after
admission

Handling Social
Worker

5.2 Preparation and
submission of Final
Report to court

None 2 days Handling Social
Worker

5.3 Conduct of Pre-
discharge session
with the client

None 30 min per
session

Handling Social
Worker;
Psychometrician
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6. Discharge Case

6.1 Preparation and
submission of
closing summary for
Field Office
approval

None 2 days Handling Social
Worker

6.2 Medical Check-
up

None 3 hours Nurse

6.3 Coordination to
TESDA for NCll
issuance

None 2 hours Manpower
Development
Officer /
Handling Social
Worker

6.4 Approval of
discharge
documentary
requirements

None 30 min Handling Social
Worker

6.5 Administration
of client's
satisfaction survey
form

None 15 min Handling Social
Worker

6.6 Conduct of
Discharge
Conference cum
advocacy session

None 3 hours Multi-
Disciplinary
Team Members

6.7 Turn-over of
client to identified
custodian

None 30 min Multi-
Disciplinary
Team Members

7. After Care Follow-uP

7.1 Send follow-uP
letter to LSWDO

None 6 months
after the
actual
discharge

Handling Social
Worker
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7.2 Closure of the
case

None One year
after the
discharge

Handling Social
Worker

Total

No Fees At least 1

year and 1 1

months (7 7

months of
stay in RCF
and 1 year
After care by
the LGU)

Kindly accomplish the Client Satisfaction Survey Form
(DSWD - FO Caraga- HRMDD 001-F-007l from the
receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 115
Telefax: (085) 81 5-91 73

How to send feedback

Every 1tt week of the month, your feedbacks are
consolidated and summarized by the designated Admin
Staff for onward submission to the Center Head and PSD
Chief for approval and consolidation.

How feedbacks are
processed

You can write your complainUs in the comment section of
the Client Satisfacfion Suruey Form (DSWD - FO Caraga-
HRMDD 001-F-001) from the receiving admin staff of the
Section (Table 1)

How to file a complaint

otiOateO every 30tn daY of
every month and will be part of the agenda during the
quarterly/ special meetings.

How complaints are
processed

Center-Based Section
1tt Floor, Pahigayon Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan CitY
Tel. Nos.: (085) 342-561 9 to 20 loc. 1 15
Telefax: (085) 81 5-9173

RRCY
Prosperidad, Agusan del Sur

Contact lnformation of
CCB, PCC, ARTA

88

FEEDBACK AND COMPLAINTS MECHANISMS

DSWO FIELD OFFICE CAPq'q
r.APrrol. coMPouNo Bu-]Al c Y

iIASTER COPY



HNSJU,P
CARAGA REGION

ARTA : complaints@arta.gov.Ph
PCC: 8888
CCB: 0908 -881-6565

19. PROVISION OF RESIDENTIAL CARE SERVICES TO CHILDREN
SEXUALLY ABUSED AND EXPLOITED

The establishment of Home for Girls situated in Purok 4, Barangay Bonbon, Butuan City as

mandated by law provides programs and service on the welfare and development of female

children in need oi special prot,ection such as sexually abused and exploited, neglected and

emotionally maltreated, physical abused, child labor, and trafficked children'

FIELD OFFICE CARAGA
COMPOUND BU'.]A? C -\

STER COPY

protective Services Division: Home for Girls

G2C-Government to Citizens

w lS Years old needing sPecial

and temporary care, recoveJy and

l focal SocialWelfare and Development Office

or Head of Non-government organization
2. Licensed SocialWorker from anY

governmenUnon-government welfare agencies

3. Philippine Statistics Authority
4. Attending Physician from a hospital/clinic

5. DepartmLnt of Justice/Regional Trial Court

6. Philippine National Police
7. School last attended
8. Health Center / HosPital

1. Referral Letter
2. Social Case StudY RePort (SCSR)

3. Birth Certificate
4. Medical Records
5. Court Related Documents
6. PNP Related Document
7. School Records
8. Rapid Test Result

Administrative
Assistant

1l Record referral
letter in the incoming
logbook

1. ReceiPt of referral

12 Assessment of
referral by the Multi-

iolinarv Teatn
Center Head or
Senior Social
Worker

1.3 lf referred case is
for admission, inform
the referring PartY bY

phone and set the
schedule of admission
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1.4 lt refenal is not
accepted, a written
reply will be sent to the
referring party

none Within 2 days Center Head or
Senior Social
Worker

1.5 Assignment of case
to the handling social
worker

none 3 min Senior Socal
worker

2. Admission
Conference

2.1 Review of
documentary
requirements

None 10 min Handling Social
Worker

2.2 Conduct of
admission conference

None 4 hours Multi-Disciplinary
Team Members

2.3 Taking of photo of
the client and her
family/escort

None 10 min Administrative
Assistant

2.4Turn-over of client
to Homelife and
Medical Services for
regular new admission
procedure

None 5 min Handling Social
Worker

3. lntake interview and
preparation of SCSR

3.1 Conduct of
intake interview

None t hour Handling Social
Worker

3.2 Preparation of
SCSR

None Within 5
days

Handling Social
Worker

4. lmplementation of
Residential Care

lntervention/
Rehabilitation

4.1 Provision of
homelife,
psychocological,
medical, education,
livelihood, social
services, legal and
referral for
specialized
interventions

None At least
months

Multi-
Disciplinary
Team Members
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4.2 Review and
monitoring of
client's progress
based on the
intervention/
rehabilitation plan

None Monthly Multi-
Disciplinary
Team Members

4.3 Dialogue with
family members
through case
conference and
homevisits

None At least
once per
quarter

Handling Social
Worker and
select members
of MDT

5. Conduct of Pre-
discharge activities

5.1 Call for case
conference and
advocacy with the
family, LSWDO
and significant
members of the
community

None

On the 4th
month after
admission

Handling Social
Worker and
select members
of MDT

5.2 Request for
Parenting CapabilitY
Assessment RePort
(PCAR)

None

On the Sth
month after
admission

Handling Social
Worker

5.3 Conduct of Pre-
discharge session
with the client

None 30 min per
session

Handling Social
Worker;
Psychometrician

None 2 days Handling Social
Worker

6.1 Preparation
Medical Check-uP
discharge summary
report (if PCAR has
positive
recommendatiqnl-
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6.2 Submission of
the discharge
summary report to
Field Office for
approval

None hour Admin
Staff/Driver

6.3 Medical Check-
up

None 3 hours Nurse

6.4 Provision and
final orientation on
livelihood related
items

None hours lilanpo',ver
Development
Officer

6.5 Approval of
discharge
documentary
requirements

None 30 min Handling Social
Worker

6.6 Administration
of client's
satisfaction survey
form

None 15 min Handling Social
Worker

6.7 Conduct of
Discharge
Conference cum
advocacy session

None 3 hours Multi-
Disciplinary
Team Members

6.8 Turn-over of
client to identified
custodian

None 30 min Multi-
Disciplinary
Team Members
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7. After Care Follow-up

7.1 Send follow-up
letter to LSWDO

None 3 months
after the
actual
discharge

Handling Socia!
Worker

7.2 Closure of the
case

None Within 1

month after
6 mos of
discharge

Handling Social
Worker

Total Processing
Time

At least 12
months (6
months
months of
stay in RCF
and 6
months After
care by the
LGU)

kinaty accomplish the Client Satisfaction Survey Form
(DSWD - FO Caraga- HRMDD 001-F-007) from the

receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 115

Telefax: (085) 81 5-91 73

How to send feedback

EGtlsVeek of the month, your feedbacks are

consolidated and summarized by the designated Admin

Staff for onward submission to the Center Head and PSD

Chief for approval and consolidation.

How feedbacks are
processed

@us in the commentsection of

the Ctient Safr'sfacfio n Survey Form (DSWD - FO Caraga-

HRMDD 001-F-001) from the receiving admin staff of the

Section

How to file a comPlaint

ed every 30tn daY of

every month and will be part of the agenda during the

division and monthly center meetings.

How complaints are
processed

Center-Based SectionContact lnformation of
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CCB, PCC, ARTA 1"' Floor, Pahigayon Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-561 9 to 20 loc. 1 15
Telefax: (085) 81 5-91 73

HFG
Purok 4, Barangay Bonbon, Butuan City
E-mail: hfq.focro@dswd.qov.ph

ARTA : complaints@arta. gov. ph

PCC: 8888
CCB: 0908 -881-6565 (SMS

20. PROVISION OF STIPEND TO ELIGIBLE SOCIAL PENSION

BENEFICIARIES

Social Pension for lndigent Senior Citizens Program is in line with the fulfillment of the

government's obligation to the most vulnerable sector by providing a monthly stipend

amounting to Php 5OO.OO. This program aims to augment on the beneficiary's daily

subsistence and other medical needs. Stipends are released every semester using a

modality that is most cost-effective and efficient payment such as but not limited to direct

payment, door-to-door delivery scheme or through the use of cash card. lndigent Senior

Citizens of the program are qualified through the validation conducted by Social Pension

staff and guided by the eligibility criteria set by the Memorandum Circular No. 04 series of

201g or known as"Omnibus Guidelines in the tmplementation of Socra/ Pension for lndigent

Senlor Citizens Program". Below are the criteria to wit:

. Sixty (60) Years old and above;

. Frail, sickly or with disabilitY;

. No pension from the Government lnsurance System (GSIS), Social Security

System (SSS), Philippine Veterans Affairs Office (PVAO), Armed Foi'ces and

police Mutual Benefit Association, lnc. (AFPMBAI) or any other insurance

company;
. No permanent source of income; and

. No regular support from family or relatives for his/her basic needs.

Protective Services Division

G2C - Government to Citizens

ffia
P

-lBlG, LTO, BlR, PhilHealth,OSCA l.D. or a
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Office or
Division:
Classification: Simple
Type of
Transaction:
Who may avail:

-CnrcKLtsr 
oF REQUIREMENTS WHERE TO SECURE

DSWD FIELD OFFICE CARACA
Caetrgl COMPSUND BU?.,AN C .y

il_ASIER C0PYJ



mnsulla
CARAGA REGION

l.D. (1 oriqinal copv) Comelec, DSWD, LGU / BLGU
For beneficiaries with erroneous name
based on the OSCA lD or in the payroll:

Certificate of Oneness (1 original
copy)

Local Social Welfare and Development
Office (LSWDO) - LGU Focal Person for
Social Pension
Office of the Senior Citizens Affairs (OSCA)

- OSCA Head
Department of Social Welfare and
Develcpment - FielC Of,rice Caraga (DS\ /D".

FO Caraga) Social Pension Program
Manaqement Office (SPPMO)

Authorized Representative for Bedridden, Frail, Sickly or with Disability
Standard form of Authorization or
Pagtugot from the OSCA/LSWDO with
original signatures (1 original copy)

Local Social Welfare and Development
Office (LSWDO) - LGU Focal Person for
Social Pension
Office of the Senior Citizens Affairs (OSCA)

- OSCA Head
Department of Social Welfare and
Development - Field Office Caraga (DSWD-
FO Caraga) Social Pension Program
Manaqement Office (SPPMO)

OSCA lD or any valid government-issued
lD of the beneficiary (1 photocopy and 1

oriqinal copv)

OSCA, Pag-lBlG, LTO, BlR, PhilHealth,
Comelec, DSWD, LGU / BLGU

Valid government-issued lD of
representative (1 photocopy and 1 original
copv)

OSCA, Pag-lBlG, LTO, BlR, PhilHealth,
Comelec, DSWD, LGU i BLGU

For out-patients or under medication
beneficiaries only:

Medical Certificate with stipulated
license number issued within 3 months
before the date of the Social Pension
pay-out (1 photocopy and original
copv)

Medical Certificate from the hospital where
the beneficiary undergone medicaiion/check-
up

For confined or hospitalized beneficiaries
only:

Certificate of Confinement with
stipulated license number of the
attending physician (1 photocopy and
oriqinal copv)

Attending Physician where beneficiary is

confined/admitted

For beneficiaries who are not under
medical care but is not in a vigorous state
to personally claim the stipend only:

Certification issued by the Barangay
Midwife or Nurse attesting the
beneficiary's physical and health
condition with stipulated license
number (1 photocoPY and original
copy)

Assigned Barangay Midwife or Nurse where
beneficiary resides
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Nearest Kin of the Deceased
Local Social Welfare and Development
Office (LSWDO) - LGU Focal Person for
Social Pension
Office of the Senior Citizens Affairs (OSCA)

- OSCA Head
Department of Social Welfare and
Development - Field Office Caraga (DSWD-
FO Caraga) Social Pension Program

Filled-out Release of Warranty and
Liability Form from LSWDO or OSCA with
original signature (1 original copy)

Local Civil Registrar (LCR) or PhilippineDeath Certificate of the beneficiary (1

or Certified True
OSCA, Pag-lBlG, LTO, BlR, PhilHealth,

DSWD, LGU / BLGU
Representative's valid government-issued
lD (1 photocopy and 1

Paymaster
DSWD Field

Office Caraga

3 minutes1. Look for the
beneficiary's name
in the payroll and
fill-out payroll with
its corresponding
information
needed.

1. Present original
lDs with the
completed and
filled-out
documents
required to the

Paymaster
DSWD Field

Office Caraga

2. Secure the needed
information and
signature of

2. Sign the payroll
that corresponds
receipt of the

3. Provide the amount
of stipend due for

How to send feedback? Wrrte your feedback on the services provided through

the Client's Satisfactory Survey Form to be provided

by our SPPMO staff. A space below is provided for
you to write further comments. Return the fully

iccomplished Client's Satisfactory Survey Form to

the SPPMO staff for consolidation of feedback'

You may also provide feedback through our SPPMO

Hotline with numbers - 09094522711 i 09061211859
or e-mail at us focrg.socialpension@gmail.com.

,FFICE C
UND BUTI

R C(
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CLIENT STEPS A.GENCY ACTIONS
FEES
TO BE
PAID

PROCESSING
TIME

PERSON
KESH9NUIE Ltr

None

None 1 minute

3. Count received
stipend

None 1 minute Paymaster
DSWD Field

Office Caraga

TOTAL: No fees 5 minutes

FEEDBACK AND COMPLAINTS MECHANISM
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How feedback is processed?
Every sth day of the month, Administrative Officer lll
consolidates all Client's Satisfactory Survey Forms
within the Social Pension Program Management
Office (SPPMO) and results are reviewed by SPPMO
Focal Person. Approved monthly consolidation is

submitted to the Protective Services Division and to
be fonararded to the Human Resource and
Management Development Division Chief for further
review and consolidation in the regional level.

Feedback requiring responses are communicated to

concerned offices for appropriate action. Responses
are relayed to the citizen three (3) working days after
the receipt of the feedback.

How to file complaints? Cit'zen with complaints relative to Social Pension for
lndigent Senior Citizens Program may file their
respective complaints directly to the Social Pension

Program Management Office of DSWD Field Office
Caraga. They may also file complainUs through the
Office of Senior Citizens Affairs / Local Social Welfare
and Development Office for escalation of concern to

the abovementioned program using the Grievance /
Complaint Form.

Complaints can also be filed via SPPMO Hotline
(0909452271 1 / 09061211859) or e-mail
(focrg. social pension@gmail. com) with the followi ng

information:. Name of Complainant
. Address
. Name of Person/Entity being complained
. lssue/Concern
. Evidence

How complaints are
processed?

Complaints received by respective offices are

escaiated to the SPPMO Grievance Officer for
verification and veracity of complaint for at least 72

hours upon receiPt.

Grievance Officer shall send repcrt tc the SPPI'I4O

Focal Person for appropriate action

Contact lnformation For Social Pension Program concerns, you may

contact:
SPPMO Hotline - 09094522711 I 09061211859
SPPMO e-mail address -
focrg. socialpension@gmail. com
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WELFARE AND21. REGISTRATION OF PRIVATE
DEVELOPMENT AGENCIES (SWDAS)

within the of SocialWelfare and

FICE

The process of assessing the applicant organization to determine whether its intended purpose is

DSWD Field Office Caraga - Standards Section (Policy and Plans

All Private Organization that intends to engage in SocialWelfare and

. DSWD Field Office Caraga - Standards
Section

o httos://www.dswd.qov.ph/downloads-2/
Annex 1. DSWD-RLA-F11l Application

1. One (1) Duly AccomPlished and
Notarized Application Form

. Securities Exchange Commission
(SEC) - Company Registration and
Monitoring Department Secretariat
Building, PICC ComPlex, Roxas
Boulevard, Pasay CitY, 1307

. Any SEC Extension Office (Baguio City,
Tarlac City, Legazpi City, Cebu City, lloilo
City, Cagayan De Oro CitY, Davao CitY,

2. One (1) Updated Copy of Certificate of
Registration and latest Articles of
lncorporation and by-laws indicating that
the organization's primary purpose is

within the purview of social welfare and
development issued by SEC that gives a
juridical personality to a non-stock non -
profit organization to operate in the
Philippines

. https:l/www.dswd.qov.ph/downloads-2/
Annex 4. DSWD'RLA'F114 Manualof
Operation

. https://www.dswd.qov.ph/downloads-2/
Annex 5. DSWD'RLA-F111 Brochure

o https://www.dswd.qov.ph/downloads-2/
Annex 9. DSWD-RLA-F1l9 Work and
FinancialPlan

3. One (1) Copy of any of the following:

o Handbook or Manual OPerations of
its programs Policies and
procedures to attain its PurPoses

. Brochure

. Duly signed Work and Financial
Plan for at least two (2) Years
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Office or Division:

Classification: Complex (7 working days)
Tvoe of Transaction: Government to t (G2C)

Who may avail:

CHECKLIST OF REQUIREMENTS WHERE To SEcURE '

CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSING
TIME

(under normal
circumstance)

PERSON
RESPONSIBLE

A. Assessment Procedures for Walk-in Applicants
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SfEP 1: Secure
application form thru
the DSWD Website or
from the DSWD Field
Office Caraga

Provides client
application form, and
checklist of requirements

None *10 minutes Support Staff
Standards
Section- Field
Office Caraga

STEP 2:
1.1 Submit/ file

application and
supporting
documents.

1.2For applicant
organization with
complete
requirements,
shall have
acknowledgement
receipt of the
submitted
requirements.

1.3 For incomplete
requirements, the
applicant
organization shall
sign the
acknowledgement
of the returned
documents and
the checklist of the
lacking
requirements.

1.1 Receive the
documentary
requirements and
provide the applicant
organization with an
application reference
number for easy
tracking and
reference.

1.2 Determine whether
the submitted
documents are
complete.

1.3 lf complete, provide
the organization an
acknowledgement
receipt.

1.4 lf incomplete, return
all documents
submitted
accompanied by a
checklist of
requirements for
applicant
Organization's
compliance.

None *10 minutes
Support Staff in

charge of all
incoming
documents
(Standards
Bureau-Central
Office/ Standards
Section- Field
Office)

SIEP 3; lf ComPlete,
Settle the required
processing fee.

Prepare Billing
Statement and instructs
applicant to Proceed to
the Financial
Management Division for
the issuance of PaYment
Order and proceed to the
eashier for oavment.

None *20 minutes Receiving Statf -
Cash Division
Finance Service
Unit -
DSWD Field
Office Section-
Field Office)

Process payment and
issues Official ReceiPt.

F1,000.00 *10 minutes Receiving Staff -
Cash Division
Finance Service
Unit -
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DSWD Field
Office

SIEP 4; Provide the
DSWD Standards
Bureau the photocopy
of the Official Receipt
(oR).

Acknowledge the copy of
the Official Receipt from
the applicant
Organization.

None *10 Minutes Support Staff in
charge of all
incoming
documents
(Standards
Bureau-Central
Office/ Standards
Section- Field
Office)

Sfep 5: Accomplish
and drop the
Customer's Feedback
Form on the dropbox.

Provide the applicant
Organization the
Customer's Feedback
Form

None *5 minutes O..^^^* er^Gf\rL.PyUa t vl,.trr I

(Standards
Bureau-Central
Office/ Standards
Section- Field
Office)

Nofe; The DSWD will implement 4:00pm cut-off on the submitted complete documents which
includes the payment of processing fees. Applications received after 4:00pm shall be
considered as a next working day transaction.
SIEP 6; Wait for the
result of assessment.

1.1 Review the submitted
documents as to
completeness and
compliance. The
submitted complete
documents must satisfy
the following Criteria:

i. Applicant must be
engaged mainly or
generally in Social
Welfare and
Development
Activities.

ii. Applicant has
employed a sufficient
number of duly
qualified staff and/or
registered social
workers to supervise
and take charge of its
social welfare and
development
activities and/or
social work
interventions in

accordance with the
set standards.

None 2 working days Technical Staff
(Standards
Bureau-Central
Office/ Standards
Section- Field
Office)
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iii. Applicant must
submit a duly
certified financial
statement that at
least seventy percent
(70o/o0 of its funds
are disbursed for
direct social work
services while thirty
percent (30%) of the
funds are disbursed
for administrative
services.

iv. The SWDA must
have a financial
capacity to operate
for at least two (2)
years.

v. Applicant keePs
record of all social
development and/or
welfare activities it
implements.

Note: Criteria ii, iii and
v are only applicable for
those organizations that
are already in operation
prior to application for
Registration.

1.2 Once the aPPlicant
Organization satisfies the
prescribed requirements,
the Technical Staff
assessing the documents
shall prepare the
Confirmation RePort and
the Draft Certificate of
Registration.

Technical Staff/
Section Head/
Division Chief/
Bureau Director
(Standards
Bureau-Central
Office/ Standards

2 working daysReview and apProval of
the Confirmation Report;
endorsement for
approval of the
Reg istration Certificate.
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CL!ENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSING
TIME

(under normal
circumstance)

PERSON
RESPONSIBLE
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2 working days Undersecretary
Supervising the
Standards
Bureau (Central
Office)/
Regional Director

ield Office

Approval and Signing of
Reg istration Certificate

1 working day I Support Staff in-
(depending on I charge of
the choice of I outgoing
the applicant) | documents

(Standards
Bureau-Central
Officei Standards
Section- Field
Office)

Send the Confirmation
Report and notify the
availability of the
Certificate of Registration
for release through
various means Per
preference indicated in

the application form.
(direct pick-up or courier)

STEP 7; Receive the
Certificate and
confirmation letter.

TOTAL

For Complete and ComPliant:

receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 105

Telefax: (085) 81 5-9173

finOty accomplish the Client Safisfacfion Suruey Form
(DSWD - FO Caraga- HRMDD 001-F-007) from the

How to send feedback

@, yourfeedbacks are

consolidated and summarized by the designated Admin

Staff for onward submission to the Section Head and PPD

Chief for approval and consolidation.

How feedbacks are
processed

s in the comment section of

the Client Safisfacfio n Survey Form (DSWD - FO Caraga-

HRMDD OO1-F-001) from the receiving admin staff of the

Section

How to file a comPlaint

eomplaints received are consolidated every
month and rarill be part o'l!!e a

day of
; the

i/D FIELO CFFICE CAP r
ITOI COMPOUNO eU',lAt" .

u
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CLIENT STEPS AGENCY AGTIONS FEES TO
BE PAID

PROCESSING
T!ME

(under normal
circumstance)

. PERSON
RESPONSIBLE

Section- Field
Office\

None

None

P1,000.00 7 working
davs

For lncomplete Submission: None 20 minutes

FEEDB ACx aruo coMPLAINTS MEcHANISMI

How complaints are
orocessed
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Section and Division meetings.

Contact lnformation of
CCB, PCC, ARTA

Standards Section
2'd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc. 105
Telefax: (085) 815-91 73
E-mail: standardscaraoa@omail.com

ARTA : complaints@arta.gov. ph
PCC: 8888
CCB: 0908 -881-6565 (SMS)

22. REQUEST FOR STATISTICAL DATA

This service provides the national government agencies, development partners, and
social protection stakeholders, academe and researchers with statistical data on poor

households/ individuals in Caraga region based on the result of the 2nd round household
assessment, which was conducted in 2015. Statistical request shall be supported by a
letter citing the reasons for the request, enumerating the kinds of data needed and a
reasonable timeline for the expected release of the data.

Admin Assrstanf
Records Section

Affiaavtrtvv

FIELD OFFICE C
COMPOUNO IU'.

STER C(

(t

GZC|GZG- Government to Citizen/Government to Government

-NGAs;
-PIC/M/BLGUS;
-NGOs/CSOs;
-Private Foundation;
-Academe; and
-Researchers

l3minutes1. Sends request
letter through
emailadd
nhts.focrq@dswd.
gov.ph or submits
to the record
section

3. Receives and
check for
completeness

1.1 Forwards the
request to PPD Chief

2. Endorses the
request to RFC for

Admin Assisfanf ///
NHTS Office

1,03

Office or Division: National Household Taroetino Section/Policv and Plans Division
Glassification: Simple

Transaction:
Who may avail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE
Request Letter (Annex A) NHTS Office

CLIENT STEPS AGENGY ACTIONS
FEES TO
BE PAID

PROCESSING
TtME

PERSON
RESPONSIBLE

None

None 5 minutes OIC-PPD Chief
PPD Office

3.Records and torwarcl
the reouest to RFC

None 2 minutes
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4. Reviews and
endorse for statistical
qeneration

None 5 minutes RFC
NHTS Office

5. Facilitates statistical
request
5.1 Generates
statistical table
5.2Drafts reply
letter/memorandum

None
1 day RAS

NHTS Office

6. Reviews and
countersign reply
letter/memorandum

None 15 minutes RFC
NHTS Office

T.Endorses reply
memorandum

None 5 minutes OIC-PPD Chiet
PPD Office

8. Signs reply
memorandum

None 1 day Regional Director
Office of the Regional

Director
9. Tracks response
letter and send reply
letter along the
requested datasets to
the email address
provided by the
reouestinq oartv

None 10 minutes Admin Assistant lll
NHTS Office

10. Administer Client
Satisfactory Survey

None 2 minutes

TOTAL 2Day,57
Minutes

Kindly accomplish lhe Client Satisfaction Survey Form (DSWD -
FO Caraga- HRMDD 001-F-001,) from the receiving admin staff of
the Section

Tel. Nos.: (085) 342-5619 to 20\oc.247
Telefax: (085) 81 5-9173

How to send feedback

Every 1't week of the month, your feedbacks are consolidated and

summarized by the designated Admin Staff for onward submission
to the Section Head and PPD Chief for approval and consolidation.

How feedbacks are
processed

You can write your complainUs in the comment section of the
Client Satisfacfion Suruey Form (DSWD - FO Caraga- HRMDD
001-F-001) from the receiving admin staff of the Section

How to file a complaint

Complaints received are consolidated every 30'n day of every
month and will be part of the agenda during the quarterly/ special

How complaints are
processed

FEEDBACK AND COMPLAINTS MECHANISMS

DSWD FIELD OFFICE CARAGA
CAPITOI. COMPOUND BUTIJAN C ?Y

A$TER COPY

704



Contact lnformation of
CCB, PCC, ARTA

Concerned staff/requester may call the designated extension
number:

National Household Targeting Section
3'd Floor, Pahigayon Building
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20\oc.247
Telefax: (085) 81 5-91 73
E-mail : nhts.focrq@dswd. gov. ph

ARTA : complaints@arta. gov. ph
PCC:8888
CCB: 0908 -881-6565 (SMS)

,$nasffP
CARAGA REGION

23. RISK RESILIENCY PROGRAM - CLIMATE CHANGE ADAPTATION
AND MITIGATTON (RRP-CCAM) THRU CASH-FOR-WORK MODALITY
(cFW)

Thls refers to the provision of Cash-for-Work assistance to local government units identified

by the Field Office to implement projects relating to risk resiliency and climate change
adaptation and mitigation.

sreLo oFFICE CARAGI
COUPOUNO BUTI'AN C "'

STER C(}PY

Highly Technical
G2G - Government to Government

Sangguniang Bayan (SB) Resolution

* Duly notarized Specific lmplementation
Agreement (SlA)

. Certificate of Eligibility of Beneficiaries

* Project Proposal signed by the Local Chief
Executive or any authorized representative

Photos (Before, During and After) with specified
vantage point of the project area

Work Accomplishment Report with complete
signatories, to wit:

o Barangay Captain
. MSWDO

** Certificate of Eligibility (COE) for
Replacement

Office or Division Disaster Response Manaqement Division

Classification
Tvpe of Transaction
Who may avail Local Government Units

GHECKLIST OF REQUIREMENT WHERE TO SECURE

Client

Client

Client

Client

Clieni

a Mavor

Client

Client

105
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*** Waiver Client

Barangay Resolution Client

Minutes of Meeting and Attendance Sheets Client

Completion and Acceptance Certificate Client

Notarized MOA from the Land Owner (if the
land is owned by a private individual)

Client

* Client may coordinate with the office/division for the proper template of the documents.
** This requirement only applies ffsome of the beneficiaries are replacing the original beneficiaries
listed in the submitted Ceftificate of Eligibility
*** Ih,s requirement only applies ffsome of the project beneficiaries opt to waive fhe assisfance and
transfer it to other beneficiaries.

1. Submission of
required
documents

Receiving of the
document

None 2 minutes
Administrative
Assistant

Review the
completeness of the
submitted CFW
requirements

None 30 minutes RRP-CCAM Focal

Technical Review and
Approving of the
documents

None 2 days

DRRS Head,
DRMD Chief
and
Regional
Director/Approving
Officer

Preparation of Cash
Assistance Payroll
(CAP), Disbursement
Vouchers (DV), Cash
Advance (CA) and
Time Tally Sheets

None 30 minutes
Administrative
Assistant

Approving of CAP, DV
and CA to the Finance
and Management
Division and the
Regional
Director/Approving
Officer

None 9 working days

Finance and
Management
Division, Regional
Director/Approving
Officer

Coordinate with the
LGU thru the
C/MSWDO on the

None 15 minutes RRP-CCAM Staff
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CLIENT STEPS flIiAGENCY AGTIONS
FEES TO
BE PAID

PROCESSING
TIME

PERSON,:
RESioffi'16te
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schedule of payout

2. Assist in the
conduct of payout
to the
beneficiaries

Distribution of CFW to
the beneficiaries

None 1 day
DRMD Staff and
payout masters

Note: Step 2 will only resume once all the beneficiaries have already finished the 104ay work as required by the project
implementation.

TOTAL None

12 working
days,1 hour

and 17
minutes

Kindly accomplish lhe Client Safisfacfion Suruey Form (DSWD -
FO Caraga- HRMDD 001-F-001) from the receiving admin staff
of the Section

Disaster Response and Rehabilitation Section
Tel. Nos.: (085) 342-5619 to 20\oc.238
Telefax: (085) 81 5-91 73
E-mail: drmd.

How to send feedback

Every 1tt week of the month, your feedbacks are consolidated
and summ atized by the designated Admin Staff for onward
submission to the Section Head and DRMD Chief for approval
and consolidation.

How feedbacks are
processed

You can write your complainUs in the comment section of the
Ctient Safrsfacfion Suruey Form (DSWD - FO Caraga- HRMDD
001-F-001) from the receiving admin staff of the Section

How to file a complaint

Complaints received are consolidated every 30'n day of every
month and will be part of the agenda during the quarterly/
special meetings.

How complaints are
processed

Disaster Response and Rehabilitation Section
3'd Floor, Pag-amoma Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan CitY

Tel. Nos.: (085) 342-5619 to 20 loc. 238
Telefax: (085) 81 5-9173
E-mail: drmd.focro@dswd.qov.ph

ARTA : complaints@arta.gov. ph

PCC: 8888
CCB: 0908 -881-6565 (SMS

Contact lnformation of
CCB, PCC, ARTA
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24. STUDENT TRAINING SERVICES

Student Training Service is a component of the National Service Training Program

whose program of activities are contributory to the general welfare and betterment of life

for the members of the community, or the enhancement of its facilities, especially those
devoted to improving health, education, environment, entrepreneurship, safety,

recreation and morals of the citizenry.

FIELD OFFICE C
COMPOUND BUTI

c0PiTER

Buildinq Section (C

State & Private Universities and Col

DSWD
DSWD
Concerned School

Application Form
Memorandum of Agreement (with the School)

Section processes
on received student
training applications

Submits letter of intent,
endorsement letter
from academe and

Administrative
Assistant of CBS

Receives routed
pertinent documents

Validates the
application and
foruuards it to the
Student Training
Coordinator

Student Training
Coordinator

10 minutesReceives validated
application and
checks if the Field
Office can still
accommodate new
student trainees

Student Training
Coordinator

Conducts lnventory
of Agency's
Learning Resources

Receives letter stating
declination of
application (if there is
no available unit or

Student Training
Coordinator

10 minutesContacts applicant
and informs him/her
of the final
orientation schedule

Confirms attendance
to orientation

CBS Head

108
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Office or Division:
Classification: Simple
TVpe of Transaction: Government to Academe
Who Mav Avail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

CLTENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSING
TIME

PERSON "
RESPONSIBLE

none t hour Records Section

none t hour

none t hour

none

none t hour

none
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Attends orientation
scheduled

Conducts
orientation on the
DSWD Programs
and Services and
the Student Training
Services

none 4 hours Student Training
Coordinator

Fills-out Agreement
Form and other STP
requirements

Provides agreement
form to OJT

none t hour Student Training
Coordinator

Contacts Agency
Field lnstructors
needinq OJT

none 10 minutes Student Training
Coordinator

Deploys applicant to
Agency Field
lnstructor's
workplace

none 10 minutes Student Training
Coordinator

Accept student
trainees

none 10 minutes Agency Field
lnstructors

Get STP identification
card and handbook

lssues STP
identiflcation card
and handbook to
trainees

none 20 minutes Student Training
Coordinator

Encodes OJT
applicants in the
STP Portal

none 20 minutes Stucient Training
Coordinator

Render required OJT
hours

Validates number of
rendered OJT hours

none 10 minutes Student Training
Coordinator

Complies with initial
requirements for the
evaluation & fills-out
Student Trainee's
Evaluation form

Checks
requirements
according to
completeness

Php
500.00

t hour Student Training
Coordinator

Fills-out
Assessment of the
Student and Field
Placement or OJT
experience

none 30 minutes Agency Field
lnstructor

Prepares schedule,
venue and other
logistical
requirements for exit
conference

none 30 minutes Student Training
/- nnrr1inalnrvvvt vr, rk!vt

Approves and
attends exit
conference

none 10 minutes CBS Head

Attends exit
conference

Facilitates exit
conference

none 2 hours Student Training
Coordinator

109
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Receives certificate of
completion

Prepares certificate
of completion

none 15 minutes Administrative
Assistant of CBS

Updates STP Portal none 10 minutes Student Training
Coordinator

TOTAL Php 500 15 hours

How to send a feedback Answer the client feedback form and drop it at the designated
drop box in the Regional Learning Commons.
Contact information: (085) 342-5619 local 132

How feedback is processed Every end of OJT period, the Student Training Coordinator
opens the drop box and compiles and records all feedback
submitted.
Feedback requiring answers are iorwarded to the reievant
offices and they are required to answer within three (3) days
of the receipt of the feedback.
The answer of the office is then relayed to the citizen.
For inquiries and follow-ups, clients may contact the following
telephone number. (085) 342-56'19 local 132

How to file a complaint Answer the client Complaint Form and drop it at the
designated drop box at the Regional Learning Commons
Complaint can also be filed via telephone. Make sure to
provide the following information:

- Name of person being comPlained
- lncident
- Evidence

For inquiries and follow-ups, clients may contact the following
telephone number: (085) 342-5619 local 132

How complaint are processed The Student Training Coordinator opens the complaints box
on daily basis and evaluate each complaint.
Upon evaluation, the Student Training Coordinator shall start
the investigation and fonruard the complaint to the relevant
office for their explanation.
The Student Training Coordinator will make a report after the
investigation and shall submit it to the Head of Agency for
appropriate action.
The Student Training Coordinator will give feedback to the

client.
For inquiries and follow-ups, clients may contact the following
telephone number: (085) 342-5619local 132

Contact lnformation For inquiries and follow-ups, clients may contact the following
telephone number: (085) 342-5619 local 132
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26. TRAINING SERVICES FOR EXTERNAL PARTNERS

This covers the entire process of training development and management that covers
administration of learning needs assessment, development of training design, pre-

training preparations, training management and monitoring and evaluation of learning of
all training services implemented at the Field Office level or as requested by the local
government units.

Capacitv Buildinq Section (CBS)

Hiqhlv Technical
Government to Academe
All Students from any State & Private Universities and Colleges

Application Form
Memorandum of Agreement (with the School)
lnternship Agreement (with the Student)

DSWD
DSWD
Concerned School

Submits letter of intent,
endorsement letter
from academe and
personal information

Section processes
on received student
training applications

none t hour Records Section

Receives routed
pertinent documents
from applicant

none t hour Administrative
Assistant of CBS

Validates the
application and
foruvards it to the
Student Training
Coordinator

none t hour CBS Head

Receives validated
application and
checks if the Field
Office can still
accommodate new
student trainees

none 10 minutes Student Training
Coordinator

Receives letter stating
declination of
application (if there is
no available unit or
section for placement)

Conducts lnventory
of Agency's
Learning Resources

none t hour Student Training
Coordinator

Confirms attendance
to orientation

Contacts applicant
and informs him/her
of the final
orientation schedule

none 10 minutes Student Training
Coordinator

777

Office or Division:
Cld3sifiCation:
Tvoe of Transaction:
Who Mari,Avail,:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSING
TIME

PERSON
RESPONSIBLE

DSW- FIELD OFFICE EAR{G}
cipiror c-ouFouHo auruAN c'Y
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Attends orientation
scheduled

Conducts
orientation on the
DSWD Programs
and Services and
the Student Training
Services

none 4 hours Student Training
Coordinator

Fills-out Agreement
Form and other STP
requirements

Provides agreement
form to OJT

none t hour Student Training
Coordinator

Contacts Agency
Field lnstructors
needinq OJT

none 10 minutes Student Training
Coordinator

Deploys applicant to
Agency Field
lnstructor's
workplace

none 10 minutes Student Training
Coordinator

Accept student
trainees

none 10 minutes Agency Field
lnstructors

Get STP identification
card and handbook

lssues STP
identification card
and handbook to
trainees

none 20 minutes Student Training
Coordinator

Encodes OJT
applicants in the
STP Portal

none 20 minutes Student Training
Coordinator

Render required OJT
hours

Validates number of
rendered OJT hours

none 10 minutes Student Training
Coordinator

Complies with initial
requirements for the
evaluation & fills-out
Student Trainee's
Evaluation form

Checks
requirements
according to
completeness

Php
500.00

t hour Student Training
Coordinator

Fills-out
Assessment of the
Student and Field
Placement or OJT
experience

none 30 minutes Agency Field
lnstructor

Prepares schedule,
venue and other
logistical
requirements for exit
conference

none 30 minutes Student Training
Coordinator

Approves and
attends exit
conference

none 10 minutes CBS Head

Attends exit
conference

Facilitates exit
conference

none 2 hours Student Training
Coordinator

1.72
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Receives certificate of
completion

Prepares certificate
of completion

none 15 minutes Administrative
Assistant of CBS

Updates STP Portal none 10 minutes Student Training
Coordinator

TOTAL Php 500 15 hours

Answer the client feedback form and drop it at the designated
drop box in the Regional Learning Commons.
Contact information: (085) 342-5619 local 132

How to send a feedback

Every end of OJT period, the Student Training Coordinator
opens the drop box and compiles and records all feedback
submitted.
Feedback requiring answers are fonrvarded to the relevant
offices and they are required to answer within three (3) days
of the receipt of the feedback.
The answer of the office is then relayed to the citizen.
For inquiries and follow-ups, clients may contact the following

number: (085) 342-5619 local 132

How feedback is processed

Answer the client Complaint Form and drop it at the
designated drop box at the Regional Learning Commons
Complaint can also be filed via telephone. Make sure to
provide the following information:

- Name of person being comPlained
- lncident
- Evidence

For inquiries and follow-ups, clients may contact the following
one number: (085) 342-5619 local 132

How to file a complaint

The Student Training Coordinator opens the complaints box
on daily basis and evaluate each complaint.
Upon evaluation, the Student Training Coordinator shall start
the investigation and forward the complaint to the relevant
office for their explanation.
The Student Training Coordinator will make a report after the
investigation and shall submit it to the Head of Agency for
appropriate action.
The Student Training Coordinator will give feedback to the
client.
For inquiries and follow-ups, clients may contact the following
telephone number: (085) 342-5619 local 132

How complaint are processed

For inquiries and follow-ups, clients may contact the following

telephone number: (085) 342-5619 local 132
Contact lnformation
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1. ISSUANCE OF "CERTIFICATE OF NO PENDING CASE"

This service is offered only to those who are presently employed in the DSWD
Field Office -Caraga irrespective of their status of employment and area of assignment.

D FIELD OFFICE CARAGI
OI. COMPOUND BUTI-'AN C 7

Legal Unit

Simple

G2G - Government to Government

lnternal Staff

Request Form Legal Unit

7. Approach the
Administrative
Assistant of the
Legal Unit

7.1 Require the client to
fill-out the request
form

None 2 minutes Administrative
Assisfanf

2. Fill-out the
Request Form

2.l Provide guidance
and/ or answer
further queries about
completing the form

None 3 minutes Administrative
Assisfanf

3. Double check
the correctness
of the details/
information
reflected in the
Certificate

3.1Name match in the
lnventory of Cases

3.2 Prepare the
Certificate or Denial
Letter

3.3lmpress the DSWD
seal in the Certificate

None 5 minutes

10 minutes

Administrative
Assisfanf

Legal Officer

4. Receive the
Certificate or
the Denial
Letter

4.1 lssue the Certificate
of No Pending Case
or Denial Letter

None 5 minutes Legal Officer

Administrative
Assisfanf

5. Accomplish the
Client
Satisfaction
Survey Form

5. 1 Administer the Client
Satisfaction Survey
Form

None 5 minutes Administrative
Assisfanf

TOTAL No
Fees

30 minutes

115

Offi"4,,,o,
Division:
Classification:
Type of
Tithsaction:
Who mav avail:

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

CLIENT STEPS AGENCY ACTION
FEES
TO BE
PAID

PROCESSING
TIME

PERSON','.'
RESPONSIBLE
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How to send feedback? The client gives feedback through the Client Satisfaction
Survey (CSS) Form and is encouraged to make their
honest evaluation on service delivery.

A designated portion of the form is provided for client's
suggestion(s) or comment(s).

The client will then returns the fully accomplished CSS
Form and drop it to the designated CSS feedback box.
The attending Administrative Assistant (AA) assists the
client.

Every 30th day of the month, the AA of the Unit will
collect all the CSS form in the designated feedback box
and make a report out from the feedback of the clients
written in the CSS form.

The report shall be reviewed and signed by the Unit
Head before forwarding to the Administrative Assistant
at the Office of the Regional Director (ORD).

The AA in the ORD will make a consolidated report out
from the submitted reports from the different Units/
Sections.

The consolidated report will be submitted to the
Regional Director for signature, reference, and for
action. Every stn day of the following month is the
deadline of the consolidated report.

How feedback is processed?

The staff shall fill out a ComplainUs Form requiring the

followi ng information:
. Optional (Name of Complainant)
. Narration of Complaint/s

How to file complaints?

Cornptarnts received are consolidated every 25'n day of
every month and will be part of the agenda during the
monthly/ emergency meeting.

How complaints are
processed?

Concerned staff may call *126, the designated extension
number for the Office of the Regional Director.
ARTA : complaints@arta.gov.Ph
PCC: 8888
CCB: 0908 -881-6565 (SMS

Contact lnformation
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2. REQUEST FOR EMPLOYMENT CERTIFICATIONS

This service is offered to all employees of DSWD Field Office Caraga irrespective of
their status of employment and area of assignment. The following certifications are
available in the office, to wit:

Certificate of employment for resigned/ end of contract employees
Certificate of employment for current employees' request
Certificate of employment and compensation
Certificate of last salary received
Certificate of Available Leave Credits
Certificate of Good Moral Character
Certificate of Employment and Oneness for merging of Pag-lBlG records
Certificate of Employment for GSIS Educational Subsidy Program Application

STER

a.

b.

c.
d.

e.
f.
g.

h.

NI

Personnel Administration Section / HRMDD

G2G - Government to Government Em

Personnel Administration
Section

Employee

Certification Request Slip for walk-in clients

E-mail/ texU call requests

Employee / representativeAdditional Requirements:
For Pag-lBlG Certificate of Oneness

-1 photocopy of Employee's Statement of Accumulated

RepresentativeRepresentative
1 signed authorization letter and 1 photocopy of lD of the

2 minutes1. Greets clients and
gives the Certification
Request Slip

1. Ask for the Certification Request
Slip to the Public Assistance and
Complaint Center/Desk Officer
(PACC/DO) located in the entrance
gate for walk-in clients; or texUcall/
email your request

5 minutes2.1 Receives filled out
COE Request Slip and
requirements and
examines to determine
its completeness and
inform staff that the

2. Fills out and submits the
Certification Request SliP and
present Valid lD and other
applicable requirements

1.17

Office or Division:
ClassifiCation: Simple
Tvoe of,TrahbaCtion:
Who Mav Avail: All DSWD emplovees

GHECKLIST OF REQUIREMENTS WHERE TO SECURE

CLIENT STEPS AGENCY ACTIONS FEES
TO BE
PAID

PROCESS
ING TIME

PERSO
N

nEspd
NSIBLE

No fees PACC/D
Oor
COE
Focal

No fees PACC/D
Oor
COE
Focal
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provide the following information:
*Name
*Type of Request
*Purpose
*Contact 

N umber/Email-address

and send to 09485890907 or
personneldocs.focaraga@qmail. com

request needs to be
validated first.

2.2 Verifies the
information in the
request
slip/email/texUcall with
the payroll-in-charge
and the database/Per
16 and prepare the
certification

.lf the verification
process falls during
the payroll period, an
allowance of additional
1 day will be given to
give ample time to the
verifiers and the COE
focal who is a/so a
payroll-in-charge.

No Fees 2 days COE
Focal
and
Payroll-
in-
charge

2.3 Reviews and
initials in the
certification

No fees 2 hours PAS
Head

2.4 Records and
forwards the
Certification to HRMD
for signature

No Fees 3 minutes PAS
Admin
Staff

2.5 Reviews and signs
the certification

No fees 4 hours HRMDD
Chief

2.6 Receives the
signed Certification
and fonrvards to the
COE focal

No fees 5 mlnutes PAS
Admin
Staff

3. Receives notification 3. Notifies the
requester through
texUcall/email that the
Certification is
available for pick-up.

No fees 2 minutes COE
Focal
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4. Receives the Certification in the
logbook or confirm receipt of
scanned COE

4. Release/email
Certification to the
requester and gives
customer satisfaction
survey form

No fees 3 minutes PACC/D
Oor
coE
Focal

5. Accomplishes Customer
Satisfaction Survey Form

5. Receives the
Customer Satisfaction
Survey Form

No fees 5 minutes PACC/D
Oor
COE
Focal

TOTAL No fees 2 days, 6
hours and
25
minutes

Accomplish the C/renf Safisfacfion Survey Form (DSWD -
FO Caraga- HRMDD 001-F-001) from the receiving admin
staff of the Section (Table 1)

Telephone: (085) 342-5619 loc. 1 13
Cellphone Number: 09485890907
E-mail:

How to send feedback

Every 1tt week of the month, your feedbacks are
consolidated and summarized by the designated Admin
Staff for onward submission to the Section Head and
HRMDD Chief for approval and consolidation.

How feedbacks are
processed

You can write your complainUs in the comment section of
the Client Safisfacfion Survey Form (DSWD - FO Caraga-
HRMDD 001-F-001) from the receiving admin staff of the
Section (Table 1)

How to flle a complaint

Complaints received are consolidated every 30'" day of
every month and will be part of the agenda during the
quarterly/ special meetings.

How complaints are
processed

Personnel Adm inistration Section
2nd Floor, Pahigayon Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Telephone: Tel. Nos.: (085) 342-5619 to 20 loc. 113

Telefax: (085) 81 5-91 73
E-mail: personnel.focrg@dswd.gov.ph

ARTA : complaints@arta.gov. ph

PCC: 8888
CCB: 0908 -881-6565 (SM

Contact lnformation of
CCB, PCC, ARTA

IFFICE C
rLn ql ifl
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3. REQUEST FOR A CERTIFIED TRUE COPY OF STATEMENT OF
ASSETS, LtABtLtTtES AND NET WORTH (SALN)

A SALN is a public official or employees' declaration of his/her wealth. This service is
offered to all internal staff of DSWD FO Caraga either for application of fidelity bond,
requirements for educational subsidy, requirements for nominations and other work-
related purposes.

ELD OFF
n rro,.\r lrtf

(t

EC
Ir lTt

Personnel Administration Section / HRMDD

G2G - Government to Government Employee

SALN Request Form
(PERSONNEL FORM 1-SALN REQUEST

Personnel Administration Section

Valid ldentification Card (oriqin
RepresentativeRepresentative

1 signed authorization letter and 1 photocopy
of lD of the employee and the re

10 minutes Records
Custodian

1. Asks for the
SALN request form,
fills out the form and
submits it together
with the Valid lD

1. Receives fill out
SALN Request Form
and lD for verification,
examines to determine
its completeness and
tells client to take a
seat and wait

No fees

Records
Custodian

No Fees 30 minutes2. Takes a seat and
wait

2.1 Verifies the
availability of the
requested SALN from
the SALN database
and/or employee
Per16 files

* lf available, retrieves
SALN, photocopy and
certifies copy of SALN

*lf not available,
indicate non-

t20

Office or Division:
Glassification: Simple
Type of
Transaction:
rWho Mav AVail: All DSWD reqular and contractual employees

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

Emplovee

CLIENT STEPS AGENCY ACTIONS FEES TO
BE PAID

PROCESSI
NG TIME

PERSON
RESPONSIBL

.,.,,,. E ,,.
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availability of the SAIN
in the request form and
explain the reason
hereof and then return
the request form to the
client.

3.2 Routes the SALN
Request Form and
photocopied SALN to
Personnel
Ad m inistration Section
Head for siqnature

4. Waits for the
release of the SALN

4. Signs the certified
true copy of the SALN

No fees 5 minutes Personnel
Administration
Section Head

5. Receives certified
copy of the SALN in
the logbook

5. Release requested
copy of the SALN to
the client and reminds
client to accomplish
the customer
satisfaction survey
form

No fees 1 minute Records
Custodian

6. Accomplishes
Customer
Satisfaction Survey
Form

6. Receives the
Customer Satisfaction
Survey Form

No fees 5 minutes Records
Custodian

TOTAL No fees 51

minutes

Accomplish the C/ient Satisfaction Suruey Form (DSWD - FO
Caraga- HRMDD 001-F-001) from the receiving admin staff of
the Section (Table 1)

Telephone: (085) 342-5619 loc. 1 13
Cellphone Number: 094897 48507

How to send feedback

ffie month, your feedbacks are consolidated
and summ arized by the designated Admin Staff for onward
submission to the Section Head and HRMDD Chief for
approval and consolidation.

How feedbacks are
processed

You can write your complainUs in the comment section of the

Client Safisfacfion Survey Form (DSWD - FO Caraga-
HRMDD 001-F-001) from the receiving admin staff of the

How to file a complaint

L2L
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Section (Table 1)

How complaints are
processed

Complaints received are consolidated every 30In day of every
month and will be part of the agenda during the quarterly/
special meetings.

Contact lnformation of
CCB, PCC, ARTA

Personnel Adm inistration Section
2nd Floor, Pahigayon Building,
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
Telephone: Tel. Nos.: (085) 342-5619 to 20 loc. 113
Telefax: (085) 81 5-91 73
E-mail: personnel.focrq@dswd.qov.ph

ARTA : complaints@arta.qov. ph

PCC: 8888
CCB: 0908 -881-6565 (SMS)

II ASTER COPY
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l. List of Offices

Promotive Services Division
Office of the Promotive
Services Division Chief

2no Floor, Lumilihok
Building, DSWD Caraga, R.

Palma Street, Barangay
Daqohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 249 Telefax: (085) 815-9173

Pantawid Pamilyang
Pilipino Program
Program Management
office

3'o Floor, Lumilihok
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 1 19 Telefax: (085) 815-9173

Pantawid Encoding
Station

3'u Floor, Pahigayon
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 120 Telefax: (085) 815-9173

KALAHI CIDSS Program
Management office

2no Floor, Lumilihok
Building, DSWD Caraga, R.

Palma Street, Barangay
Daqohov, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 108 or 109 Telefax: (085)

815-9173

Sustainable Livelihood
Program Management
office

1" Floor, Lumilihok
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 125 Telefax: (085) 815-9173

Protective Services Division
Office of the Protective
Services Division Chief

1" Floor, Pahigayon
Building, DSWD Caraga, R.

Palma Street, BarangaY
Dagohoy, Butuan CltY

Tel. Nos.: (085) 342-5619 to 20
loc. 106 Telefax: (085) 815-9173

Community-Based
Section

Tel. Nos.: (085) 342-5619 to 20
loc. 106 Telefax: (085) 815-9173

Supplementary Feeding
Program Management
Office

Tel. Nos.: (085) 342-5619 to 20
loc. 106 Telefax: (085) 815-9173

Social Pension Program
Management Office

Tel. Nos.: (085) 342-5619 to 20

loc. 106 Telefax: (085) 815-9173

Adoption Resource and
Referral Unit

Tel. Nos.: (085) 342-5619 to 20
loc. 115 Telefax: (085) 815-9173

Minors Travelling
Abroad

Nos.: (085) 342-5619 to 20
1 15 Telefax: (085) 819€1Zq

Tel.
loc.

Center-Based Section Nos.: (085) 342-5619 to 20
1 15 Telefax: (085) 815-9173

Tel.
loc.

Capacity Building
Section

2no Floor, Pahigayon
Building, DSWD Caraga, R.

Palma Street, BarangaY
Dagohoy, Butuan CitY

Tel. Nos.: (085) 342-5619 to 20

loc. 131 Telefax: (085) 815-9173

Regional Learning
Commons

3'd Floor, Pahigayon
Building, DSWD Caraga, R

Palma Street, Barangay

Tel. Nos.: (085) 342-5619 to 20
loc. 132 Telefax. (085) 815-9173

723
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Tel. Nos.: (085) 342-5619 to 20
loc. 103 or24l Telefax: (085)
815-9173

1tt Floor, Pag-amoma
Building, DSWD Caraga, R.

Palma Street, BarangaY

Crisis lntervention
Section

and Plans Division
Tel. Nos.: (085) 342-5619 to 20
loc.244 Telefax: (085) 815-9173

Floor, Pag-amoma
Building, DSWD Caraga, R.

Palma Street, BarangaY

Office of the PPD Chief

Tel. Nos.: (085) 342-5619 to 20

loc.244 Telefax: (085) 815-9173
Floor, Pag-amoma

Building, DSWD Caraga, R.

Palma Street, BarangaY

Policy Development and
Planning Section

Tel. Nos.: (085) 342-5619 to 20

loc. 247 Telefax: (085) 815-9173
3to Floor, Pahigayon

Building, DSWD Caraga, R.

Palma Street, BarangaY
ohoy, Butuan Ci

National Household
Targeting Section

Tel. Nos.: (085) 342-5619 to 20

loc. 123 Telefax: (085) 815-9173
Floor, Pahigayon

Building, DSWD Caraga, R.

Palma Street, BarangaY

lnformation and
Communications
Technology Section

Tel. Nos.: (085) 342-5619 to 20

loc. 105 Telefax: (085) 815-9173
2no Floor, Pag-amoma

Building, DSWD Caraga, R.

Palma Street, BarangaY

Standards Section

Oisaster nes ponse Managem e!tp!y!g!on
1el. Nos.: (085) 342-5619 to 20

loc.244 Telefax: (085) 815-9173
Floor, Pag-amoma

Building, DSWD Caraga, R.

Palma Street, BarangaY
Dagohoy, Butuan CitY loc. 238 Telefax: (085) 815-9173

Tel. Nos.: (085) 342-5619 to 20Disaster Response and
Rehabilitation Section

Tel. Nos.: (085) 342-5619 to 20

loc. 238 Telefax: (085) 815-9173
Disaster Response
lnformation and

ement Section
Tel. Nos.: (085) 342-5619 to 20

loc. 238 Telefax: (085) 815-9173

Financial Management Divis'le4
Tel. Nos.: (085) 342-5619 to 20

loc. 104 Telefax: (0851 {l-glZ-9
Floor, PahigaYon

Building, DSWD Caraga, R.

Palma Street, BarangaY
Dagohoy, Butuan CitY

Office of the FMD Chief

Tel. Nos.: (085) 342-5619 to 20

loc. 104 Telefax. (085) 815-9173
Tel. Nos.. (085) 342-5619 to 20

loc. 104 Telefax: (085) !1! i-1-Z-9

Tel. Nos.: (085) 342-5619 to 20

loc. 1 18 Telefax: (085) 815-9173Building, DSWD Caraga, R

Palma Street, BarangaY

ltt Floor, Pahigayon

Adm in istrative Division

Daqohov, Butuan City

PPD)

Office of the DRMD
Chief

Regional Resource
Oneration Section

Accounting Section

Budget Section

Cash Section

L24

ffiffilto*
IIASTER COPY



Hn_s,..w.P
CARAGA REGION

Otfice of the Admin
Division Chief

2no Floor, Pahigayon
Building, DSWD Caraga, R

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 130 Telefax: (085) 815-9173

Property and Supply
Section

1tt Floor, Pag-amoma
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc.243 Telefax: (085) 815-9173

Reproduction Room Tel. Nos.: (085) 342-5619 to 20
loc.214 Telefax: (085) 815-9173

Records Management
Section

Tel. Nos.. (085) 342-5619 to 20
loc. 240 Telefax. (085) 815-9173

Dormitory Tel. Nos.. (085) 342-5619 to 20
loc. 122 Telefax: (085) 815-9173

Guard on Duty Main Entrance DSWD
Caraga, R. Palma Street,

Barangay Dagohoy, Butuan
City

Tel. Nos.: (085) 342-5619 to 20
loc. 124 Telefax: (085) 815-9173

Public Assistance and
Complaints Center

Tel. Nos.. (085) 342-5619 to 20
loc.245 Telefax: (085) 815-9173

Procurement Section 1"'Floor, Pahigayon
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 101 Telefax: (085) 815-9173

General Services
Section

Tel. Nos.: (085) 342-5619 to 20
loc. 1 17 Telefax: (085) 815-9173

Human Resource Management and Development Division
Office of the Division
Chief, HRMDD

2no Floor, Pahigayon
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 1 13 Telefax. (085) 815-9173

Personnel
Administration Section

Tel. Nos.: (085) 342-5619 to 20
loc. 1 13 Telefax: (085) 815-9173

Learning and
Development Section

Tel. Nos.: (085) 342-5619 to 20
loc. 1 13 Telefax: (085) 815-9173

Human Resource
Planning and
Performance
Manaqement Section

2no Floor, Pag-Amoma
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 114 Telefax. (085) 815-9173

Human Resource
Welfare Section

Tel. Nos.: (085) 342-5619 to 20
loc. 114 Telefax: (085) 815-9173

office of the Reg&le|_Qgg$gl
Office of the Regional
Director

3'o Floor, Lumilihok
Building, DSWD Caraga, R.

Palma Street, BarangaY
Daqohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 126,246Telefax: (085) 815-

9173

lnternalAudit Section 3'o Floor, Lumilihok
Building, DSWD Caraga, R.

Palma Street, Barangay
Daqohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 126 Telefax: (085) 815-9173

Social Marketing Section 2no Floor, Pahigayon
Building, DSWD Caraga, R.

Palma Street, Barangay
Daqohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 248 Telefax. (085) 815-9173

Leqal Services Section 2'o Floor, Pahigayon Tel. Nos.: (085) 342-5619 to 20
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Building, DSWD Caraga, R.
Palma Street, Barangay
Dagohoy, Butuan Citv

loc. 1 10 Telefax: (085) 815-9173

lnternal Quality Audit 3'o Floor, Lumilihok
Building, DSWD Caraga, R.

Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20
loc. 126 Telefax: (085) 815-9173

Approved by:

DSWD FIELD OFFICE CARAGA
CAPITOI, COMPOUNO BUTUAN C'"Y

[{ASTER COPY

L26


