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QUALITY POLICY

We, at the Department of Social Welfare and Development
(DSWD), commit to:

Deliver, coordinate, and monitor social protection programs and services

to the poor, vulnerable and disadvantaged population towards a fair, just
and peaceful society;

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

Work with integrity and adhere to ethical standards for customer

satisfaction and quality service by complying with the DSWD mandates,
and other pertinent laws; and

Demonstrate genuine concern for the poor, prompt compassionate
service, and free from any form of corruption.
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The Department of Social Welfare and Development (Filipino: Kagawaran ng
Kagalingan at Pagpapaunliad 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.

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

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.

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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1. Issuance of Gate Pass for Service Providers and Suppliers

Issued for properties that are to be used outside of DSWD premises, for properties to
be brought outside of DSWD premises for repair or replacement by the supplier, for properties
that are to be disposed through sale/transfer/other mode of disposition.

R e

~ ! Administrative Division — Property and Supply Section (AD-PSS)

Simple

| G2C - Government to Citizen; G2G - Government to Government; G2B -
& Government to Business Entities

Department of Social Welfare and Development (DSWD) Employees
¥ who are:

a. DSWD employees and officials
b. DSWD service providers
DSWD suppliers

1. Three (3) orlgmal coples of duly 1. To be prepared by the client OBSUs
accomplished Gate Pass Designated Property and Supply Custodian

(DPSC) through the Property Records and

Equipment Monitoring Inventory System

(PREMIS) with prescribed format

2. Number of Property/ies to be brought 2. To be prepared by the client without any

outside prescribed format
3. Two (2) copies of duly accomplished 3. To be prepared by the client OBSUs’ DPSC
Equipment Borrower Slip/ printed email through PREMIS with prescribed format

from accountable person authorizing the
borrower to bring the property
4. One (1) photocopy of Special Order for
order of succession 4. Administrative Division-Records Management
Section(AD-RMS)

1. Submit duly 1. Receive and review None 15 Minutes PSS staff
accomplished submitted duly
gate pass with accomplished gate pass
attachments and attachments vis-a-vis
and present property presented
property for
checking

1.1 Update the Property
Records and
Equipment Monitoring
Inventory System
(PREMIS) regarding
the gate pass through
scanning the barcode
of the Gate Pass to

2
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record the time of
receipt of request in
and endorse the same
to the PSS Head for
approval.

1.2 Approve Gate Pass

None

5 Minutes

PSS
Head

1.3 Scan the Gate Pass
barcode to record the
time of approval.

1.4 Forward copy of the
approved Gate Pass
to:

a. Original copy —
Security Guard

b. Duplicate copy —
Person who shalil take
the equipment out of
DSWD premises to
present to Security
Guard On-
Duty/Property Officer

c. Triplicate — PSS copy

None

None

2 Minutes

5 Minutes

PSS Staff

PSS Staff

2. Present
property
together with
the duplicate
copy of the
approved Gate
Pass to the
security guard

2.1 Review the presented
property vis-a-vis the
duplicate copy of the
approved Gate Pass
a. With discrepancy —

Return gate pass the
borrower/person who
shall take the
equipment out of the
DSWD premises and
instruct the latter to
secure new gate pass
reflecting the correct
details of the property
to be borrowed/brought
outside the DSWD
premises

b. Without discrepancy —
Security Guard On-
Duty shall sign the gate
pass, both the original
and duplicate copy,
return signed duplicate
copy to the
borrower/personnel

None

10 Minutes

Security
Guard
On-Duty
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2.2 Scan the barcode of the None 2 Minutes Security
Gate Pass to record the Guard
time of bringing out of the On-Duty
equipment in the PREMIS.

. Upon return of 3. Review and validate None 10 Minutes Security
property brought returned property vis-a-vis Guard
outside the signed duplicate copy of On-Duty
DSWD gate pass
premises, a. With discrepancy — Go
present to the to AD-PSS and inquire
Security Guard on how to proceed
On-Duty signed
duplicate copy b. Without discrepancy —
of gate pass sign the gate pass,
together with the both the original and
property duplicate copy and

indicate the date of
return
3.1. Scan the barcode in None 2 Minutes Security
the Gate Pass to Guard on
record the time of Duty —
return of equipment
3.2 Surrender original None 5 Minutes Security
copies of gate pass for Guard on
returned property to Duty
AD-PSS
3.3 Update record of gate None 10 Minutes PSS staff
pass in PREMIS
indicating the actual
the date of return of the
property
3.4 File gate pass for safe None 10 Minutes PSS staff
keeping and future
reference
TOTAL: | None 1 HOUR, 16 MINUTES

tray

| Customer Feedback Form may be provided to the client upon
| request or from the designated location of Customer Feedback Form
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| Duly accomplished customer feedback forms shall be consolidated

| once a month, identify issues and concerns of the clients which shall
| be discussed for appropriate action. Status on the identified issues

{ and concerns shall be monitored on a monthly basis.

| Requesting OBSU, Satellite/Cluster Offices may submit an appeal

| for the request that have been denied or may send a complaint letter

! to the Administrative Division — Property and Supply Section DSWD

FO Caraga, R. Palma Street, Capitol Site, Butuan City with email
address: property. focra@dswd cov oh Tel No. 342-5619 local 243

1 Upon receipt of complaint the concerned section shall make
necessary evaluation and investigation to create a report for
information and appropriate action of the concerned officials.
Feedback shall be provided to the client.

For inquiries and follow-ups, clients may contact AD-PSS through
342-5619 local 243 or through email address:
} property focrg@dswd.gov.ph

email address: property.focrg@dswd.gov.ph
contact number: 342-5619 local 243
ARTA : complaints@arta.gov.ph
| PCC. 8888

| CONTACT CENTER NG BAYAN:

SMS : 0908 881 6565

| Call - 165 56

"' P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

| Email : email@contactcenterngbayan.qgov.ph

| Facebook  : https://facebook.com/civilservicegovph/
| Web : https://contactcenterngbayan.gov.ph/
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2. Issuance of Property Clearance for Separated Officials and
Employees

Property Clearance is issued to DSWD employees who are retired/transferred to
another government agency/detail separation from the service,
promotion/reassignment/transfer from one organizational unit within the Department.
Approved Property Clearance shall be issued immediately upon cancellation of
property accountability.

Administrative Division — Property and Supply Section (AD-PSS)

Simple

§ G2C - Government to Citizen

Department of Social Welfare and Development (DSWD)
| Employees who are:

Resigned

Transferred to other Government Offices
Non-renewal of Contract

Terminated

D WwN

. Without Propertyccountablhty A. WlthoutPropertyAccountablhty

1. Three (3) copies of Clearance 1. Personnel Administration Section
Form through PORTAL with prescribed
format.

B. With Property Accountability
1. Three (3) copies of Clearance B. With Property Accountability

Form 1. Personnel Administration Section
2. One (1) Original Copy of Duly through PORTAL prescribed format
Accomplished Furniture and 2. To be prepared by the client OBSUSs’
Equipment Transfer Slip (FETS) Designated Property and Supply
to transfer/turnover of property Custodian through the Property
accountabilities Records and Equipment Monitoring
3. With request for relief from Inventory System (PREMIS) with
property accountability due to prescribed format
loss - one (1) copy of COA 3. DSWD Commission on Audit without
decision any prescribed format

4. With request for replacement of
lost property - One (1) photo

copy of request for replacement 4. Property and Supply Section without
approved by the Regional any prescribed format
Director
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Submit duly 1. Receive and record | None 15 Minutes PSS Staff
approved the submitted duly
request for approved request
transfer, for transfer,
resignation/ resignation and/or
retirement or retirement
approved reply
letter from 1.1 Review and None 1 Hour, 30 PSS Staff
HRPPMS 2 validate recorded Minutes
months before accountability/ies
the effectivity of on file using
retirement, 30 Property Records
days of and Equipment
resignation or Monitoring
transfer Inventory System
(PREMIS) and
individual folder
1.2No None 15 Minutes PSS Staff
Accountabilities
Process the
clearance by
affixing initial and
forward to the
Division Chief for
approval
With
Accountabilities
Inform OBSU of the
applicant on the
remaining
accountabilities to
process
cancellation of
accountabilities
through
Memorandum
Submit 2. Receive and None 30 Minutes PSS Staff
documents and validate submitted
other documents and
requirements other requirements
as proof of as proof of
cancelled
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property cancelled property
accountability accountability

2.1. If property None 5 Minutes PSS staff
accountability
were cancelled,
initial clearance
and forward to
the PSS Head
for signature

2.2. Sign Clearance | None 5 Minutes
PSS Head

2.3. Scanand None 10 Minutes Incoming /
record signed Outgoing PSS
clearance in Staff
iogbook and
forward to the
next office
concerned

24. Upload None 10 Minutes PSS staff
scanned signed

clearance in
PREMIS

TOTAL: | None 3 HOURS

|
| Customer Feedback Form may be provided to the client upon request or
| from the designated location of Customer Feedback Form tray

| Duly accomplished customer feedback forms shall be consolidated once
a month, identify issues and concerns of the clients which shall be
discussed for appropriate action. Status on the identified issues and
concerns shall be monitored on a monthly basis.

Requesting OBSU, Satellite/Cluster Offices may submit an appeal for
the request that have been denied or may send a complaint letter to the
Administrative Division — Property and Supply Section DSWD FO

| Caraga, R. Palma Street, Capitol Site, Butuan City with email address:
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B L operty focra@dswd.gov.ph Tel No. 342-5619 local 243

Upon receipt of complaint the concerned section shall make necessary
evaluation and investigation to create a report for information and
appropriate action of the concerned officials. Feedback shall be provided
to the client.

For inquiries and follow-ups, clients may contact AD-PSS through 342-
5619 local 243 or through email address: property.focrg@dswd.gov.ph

email address: property.focrg@dswd.gov.ph

contact number: 342-5619 local 243

ARTA : complaints@arta.gov.ph
PCC: 8888

CONTACT CENTER NG BAYAN:

SMS - 0908 881 6565

Call - 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email - email@contactcenterngbayan.gov.ph

| Facebook : https://facebook.com/civilservicegovph/

‘ Web : https://contactcenterngbayan.qgov.ph/
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1. PROCESSING OF RELIEF AUGMENTATION REQUEST BY
DSWD FIELD OFFICES

This procedure applies to processes to be undertaken in providing relief augmentation
to LGUs during disaster operations and other calamities and the pandemic. it covers
receipt of the Field Office requests until the delivery or release of welfare goods.

Office or Division Disaster Response Management Division
Classification Simple
Type of Transaction G2G — Government to Government
Who may avail Local Government Units
CHECKLIST OF REQUIREMENT RESPONSIBLE PERSON
Disaster Report using the prescribed DROMIC
Forms or any substantial report that reflects the
total number of affected families and individuals.
These includes but are not limited to the
following:

« Situational report

e Assessment report

« Disaster Incident report
Request Letter signed by Local Chief
Executives or any authorized representative
FEES
CLIENT TO | PROCESSING PERSON
STEPS o O B TIME RESPONSIBLE
PAID

Client

Client

1. Submit | Receive the request
request letter and IOgS the DRMD
with pertinent | documents and route | None 5 minutes Administrative
attachments | LGU request to DRMD Staff
Chief
Review the request
and endorses to | None | 10 minutes DRMD Chief
DRRS Head
Review, validate and
assess the request by
the concerned Section
Head through the
LDRRMC of
requesting LGUs, or
through review of the
following reports, if | None | 2 hours DRRS Head
available;
« latest DROMIC
Report
« RDANA Report
e« DSWD
Predictive
Analytics

2.

11
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Coordinate with the
RROS Head/ Staff on
the availability of FNI
resource for
augmentation to LGUs
and to determine other
logistics requirements

None

30 minutes

DRRS
Head/Staff

If FNIs are not
available, prepare
Request Letter for
augmentation of FNI
Resources from
OUSDRMG, attention
DRMB

None

30 minutes

RROS Head

Prepare RIS/IHF (%
RROS) and Response
Letter (% DRRS) to
LGUs

None

1 hour

DRRS
Head/RROS
Head

Review all documents,
provide
recommendation and
endorse to ARDO for
review and
recommendation

None

1 hour

DRMD Chief

Review all documents
and provide
recommendation;
Signs/initials all
pertinent documents
and endorse to
Regional Director for
approval

None

1 hour

Assistant
Regional
Director
Operations
(ARDO)

for

Review all documents
for approval/
disapproval

None

1 hour

Regional
Director

Send response letter
to LGUs (% DRMD
admin) and forwards
RIS/IF, Assessment
Report, LGU Request
Letter to RROS Head/
Staff for the release of
goods

None

1 Hour

DRMD Chief

Facilitate the following;
e Coordination
with LGUs on
the schedule of
delivery/hauling
of goods from
DSWD

None

2 hours

DRRS/ RROS
Head/Staff

12
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warehouse to
LGUs (%
DRRS)
Facilitate
preparation and
signature of

Delivery
Receipt (%
RROS)
Facilitate
release of
goods to LGUs
and ensure
signed receipt
of RIS/IF and
Delivery
Receipt by
receiving
LGUs.

Submit any of the
following report
reflecting release of
goods to the DRMD
Head and DROMIC,;

Summary
Report
Feedback None | 1 hour RROS/ DRMD
Report Staff
Signed RIS
Delivery
Receipt

FNI
Augmentation
and  Delivery
Report

TOTAL

11 hours and

None 15 minutes

Note: If the submitted documents of the LGU were lacking, the office will inform the LGU on the needed
documents thru formal communic: ca ext. Processing of the request will commence once the
LGU has already complied with the requirements.

FEEDBACK AND COMPLAINTS MECHANISMS

How to send feedback

Accomplish the Client Satisfaction Survey Form) from the
receiving admin staff of the Section

Disaster Response and Rehabilitation Section
Tel. Nos.: (085) 342-5619 to 20 loc. 238
Telefax: (085) 815-9173

Regional Resource Operation Section:

13
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Tel. Nos.: (085) 342-5619 to 20 loc. 238
Telefax: (085) 815-9173

E-mail: drmd.focrg@dswd.gov.ph

How feedbacks are
processed

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 DRMD Chief for approval
and consolidation.

How to file a complaint

You can write your complaint/s 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 30" day of every
month and will be part of the agenda during the quarterly/
special meetings.

Contact information of
CCB, PCC, ARTA

Disaster Response and Rehabilitation Section
3" Floor, Pag-amoma Building,

DSWD Caraga, R. Paima Street,

Barangay Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20 loc. 238

Telefax: (085) 815-9173

E-mail: crivd focro@dswd . gov.ph

Regional Resource Operation Section
3 Floor, Pag-amoma Building,

DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20 loc. 238
Telefax: (085) 815-9173

E-mail: drmd.focrg@dswd.gov.ph

ARTA : complaints@arta.gov.ph

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : ail@contactcenterngbayan.gov.ph
Facebook : https://facebook.com/civilservicegovph
Web : https: actcenterngbayan.gov.ph

14
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1. PROCESSING OF BIR FORM 2311 (CERTIFICATE OF
DONATION)

This covers the request of Donor's Certificate of Donation / Deed of donation or
any document showing proof of donations.

"’“ Accounting Section — Regular Program

Complex

Processing of Certificate of Donations

Donors of cash and in-kind donations

CURIET . Lt ‘é,i% 8 ] B % A TN G L ol S S R SR =
Electronic or hard copy of request form for Certificate | 1.1 The Donor may download and print
of Donation (GFMDASRP-RF-0002) the request form from

https://caraga.dswd.gov.ph/catego
ry/downloadables/ select Request
form for Certificate of Donation;
_or_
1.2 Personally visit the Accounting
Office to fill-up and submit the
request form.
Schedule of request:
Monday — Friday, 9:00 AM - 5:00 PM
Note: Online requests beyend 5 PM
will be responded/acknowledge the
following working day.
Electronic copy of the supporting documents: Requesting Party/Donor
1. Signed and Notarized Deed of Donation;
2. Official receipt for cash donations; or
3. Acknowledgement receipt and delivery receipt for
Donations in Kind.

1.1 The Donor may None None 5 minutes- Donor
download and print the walk-in/email
request form
(GFMDASRP-RF-0002)
from
https://caraga.dswd.gov.
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ph/category/downloadab
les/ (select Request

Form for Certificate of
Donation);

_or_

1.2 Personally visit the Accounting Office None Accounti
Accounting Office to fill- | shall issue the request ng Staff
up and submit the form
request form

2.1 Scan the filled-up form For E-mail - The None 15 minutes Accounti
and email together with | Accounting staff shall ng Staff
the supporting acknowledge and
documents to review the received

ounting.foc d documents as {o
h; completeness and
request for original
-or- copy upon claiming.
For Walk-in- The
Accounting Staff shall
receive and check the

Personally submit the filled- | completeness of the
up form together with | request form and
the supporting required supporting
documents to documents
Accounting Office.

Note: Only request
with complete
requirements will be
accepted and
processed. All
requests with
incomplete
requirements shall be
returned to client.

3. Wait for the | The Accounting Staff | None 6 minutes Accounti

acknowledgement receipt | shall record the walk-infemail | ng Staff

through email or ask for the | details of donation

claim stub for walk-in | and indicate the

requests with schedule to | schedule of release of

claim the certificate BIR Form 2322:

Certificate of
Donation.

) Schedule:
Preparation of Six (6) days

Certificate of Donation
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for Signature of the and seven (7)
Regional Director or hours
the Authorized
Representative
1. Present the The Accounting | None 10 minutes Accounti
following: Staff shall update ng Staff
(Walk in) Claim stub the status of request
(Email) printed Email of for certificate on the
Acknowledgement monitoring file. All

Receipt and original certificates that are
copy of supporting ready for release

documents. shall be issued to
the requesting
party/ies
2. Accept the requested | The Accounting Staff | None 2 minutes Accounti
certificate and sign the | shall issue and assist ng Staff
logbook for | the requesting party
acknowledgement to receive the

certificate and sign
the logbook  for
acknowledgement of
the BIR Form 2322:

Certificate of

Donation.
6. Provide Customer )
Feedback Form to the | The Accounting staff | None 2 minutes | Accounti
requesting party shall  provide the ng Staff

customer feedback to
the requesting party
for the service
provided.

TOTAL 6 days, 7 hours and 30
minutes

The chent gives feedback through the Client Satlsfactlon Survey (CSS) Form
and is encouraged to make their honest evaluation on service delivery.

How to send a
feedback A designated portion of the form is provided for client's suggestion(s) or
commeni(s).

18
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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.

How feedback is
processed

Every 30" 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 5" day of the following month is
the deadline of the consolidated report.

How to file a
complaint

The donor shali fill out a Complaint/s Form requiring the following information:
=  Optional (Name of Complainant)
= Narration of Complaint/s

How complaints
are processed

Complaints received are consolidated every 25" day of every month and will
be part of the agenda during the monthly/ emergency meeting.

Contact
Information

Accounting Section

2" Floor, Pahigayon Building, DSWD Caraga, R. Palma Street, Barangay
Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20 loc. 104

ARTA : ¢ .gov.ph
PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call - 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email g ent

Facebook

Web
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2. PROCESSING OF REQUEST FOR ACCOUNTING
CERTIFICATION OF FORMER DSWD EMPLOYEES
This covers the processing of requests by DSWD separated employees for the

certifications in the Accounting e.g., certifications of remittances to the government agencies
for the mandatory deductions such as GSIS, HDMF and Philhealith.

DRI e e I 2E o o >

Accounting Division — Regular Program

| Complex to Highly Technical

s Processing of Request for Accounting Certification of Former
| DSWD Employees

i Former employees of the Department; or His/Her authorized
{ representative

1.1 . The former DSWD employee or

1. Electronic or hard copy of the request form his/ he authorized re i
) ‘ _ presentative
for Accounting Certification of Former DSWD mav download and print the request
Employees (GFMDASRP-RF-0001) fon¥1 P a via

https://caraga.dswd.gov.ph/categor
y/downloadables/ (select Request
Form for Accounting Certification of
the Former DSWD Employees);

1.2. Personally visit the Accounting
Office of Central Office and/or Field
Offices and submit the request form

Schedule of request:

Monday — Friday, 9:00 AM — 5:00 PM

Note: On-line requests beyond 5 pm will
be responded/acknowledge the
following working day.

2. Supporting documents: Former DSWD employees of the
a. Former DSWD employee must | Department; or
submit:

« Filled-up request form: His/Her authorized representative

» Photocopy of the former employee
government-issued ID (1 copy)
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b. Authorized representative must
submit:
* Filled-up request form:

» Authorization letter for the
representative, if claimed by person
other than the former employee;

» Photocopy of the former employee
government-issued ID and the
authorized representative (1 copy)

2.3. Upon claiming of the certification:

Clam Stub or Printed Email
Acknowledgement Receipt must be
presented;

« |dentification card (ID) of the former
employee or authorized representative;

« Authorization letter for representative, if
claimed by person other than the former
employee, together with the photocopy of
the latter’s ID.

1. A. The former DSWD
employee or his/ he
authorized representative
may access, download
and print the request form
(GFMD-ASRP-RF-0001)
via
https://caraga.dswd.gov.p
h/category/downloadable
s/ (select Request Form
for Accounting
Certification of the Former
DSWD Employees);

_or_

1. B. Personally visit the
Accounting  Office of
Central Office and/or Field
Offices and submit the
request form

Accounting
Certifications

1.1 Cost of Service
(COS) worker:

None

5 minutes

Former

employees
of the
Department
;or

His/Her
authorized

representati
ves

Accounting
staff
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oLast Cost of
Services
Processed:;
1.2 Permanent,
Casual and
Contractual
employee:
-Last Salary
Processed;
+Pag-IBIG Loan
Amortization
Withheld at mga
Remittances;
« GSIS Loan
Amortization
Withheld and
Remittances
° Philhealth
Contribution and
Remittances

(maximum of one
year)

2. A

The former
employee of the
Department; or
his/her  authorized
representative may
send the scanned
form and supporting
documents to
Accounting Section
address
(accounting focrg@d
swd.gov.ph) or
(fo_@dswd.gov.ph
for Field Offices)

B. Personally submit

the filled-up form
together with the
supporting

documents to the
Accounting Office of
Central Office and/or
Field Offices
concerned.

Email) - The
accounting staff
shall acknowledge
and review the
received
documents as to
completeness and
request for original
copy or print the
emailed scanned
documents;

(Walk-in) - The
Accounting Staff
shall receive and
secure the
completeness of
the request form
and required
supporting

documents.

Note:

None

5 minutes

Former
employees
of the
Department
;or

His/Her
authorized
representati
ves

Accounting
staff
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Only request with
complete

requirements  will
be accepted and

processed. All
requests with
incomplete

requirements shall
be returned to the

client.
3. Wait for the | The Accounting Staff | None 15 minutes — | Accounting
acknowledgement shail record to the walk-in/ email | staff

receipt through email or | monitoring sheet the
ask for the claim stub for | details of the request
walk-in  requests with | and indicate the
schedule to claim the | schedule to claim the
certificate certificate with
control number.

The accounting staff
shall respond to the
email of the former
DSWD employee for
the schedule of the
release with
reference number of
the document or
claim stub for the

walk-in

Preparation of | None 6 days and 35 | Accounting,
Certificate for minutes

Accounting Cash and
Certification for HR-PAD
former DSWD Staff
Employees:

The Accounting Staff
shall collect the data
to the concerned
Division/Section/Unit
(Cash and HR-PAD)
and prepare the

request for
Accounting
Certification of
Former DSWD-
Employees.
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The Unit Head shall
review the
certification and the
Head of Accounting
shall sign the
reviewed
certification.
4. Present the foilowing:
1.1 Former DSWD | The Accounting Staff | None 15 minutes Accounting
Employees: shall update the Staff
Claim stub or Printed | status of request for
Email certificate on the
Acknowledgement monitoring file. All
Receipt certificates that are
ready for release and

12 The Authorized | shall be issued to the

representative must | requesting party/ies

present the following:

Authorization letter for the

representative, if claimed

by person other than the

former employee,

together with the

photocopy of the latter's

government- issued ID (1

copy)

5. Accept the requested | The Accounting Staff | None 5 minutes Accounting
certificate and sign | shall issue and assist Staff
the logbook for | the requesting party
acknowledgement to receive and sign in

the logbook for
acknowledgement of
the Certificate for
Accounting

Certification of
Former DSWD
Employees.

6. Provide Customer | The Accounting staff | None 2 minutes Accounting
Feedback Form to the | shall provide the Staff
requesting party customer feedback

to the requesting
party for the service
provided.

TOTAL

6 days, 1 hour and 27
minutes

24




“J DSWD § ’ o
FIELD OFFICE
CARAGA

Department of Social Waeltare and Development

“Katidad na Serbisyo, Naided ne Bubey Sigureda™

How to send a
feedback

The client gives feedback through the Cl|ent 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.

How feedback is
processed

Every 30" 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 5" day of the following month is
the deadline of the consolidated report.

How to file a
complaint

The former DSWD employee shall fill out a Complaint/s Form requiring the
following information:

» QOptional (Name of Complainant)

= Narration of Complaint/s

How complaints
are processed

Complaints received are consolidated every 25" day of every month and
will be part of the agenda during the monthly/ emergency meeting.

Contact
Information

Accounting Section
2" Floor, Pahigayon Building, DSWD Caraga, R. Paima Street, Barangay

Dagohoy, Butuan City
Tel. Nos.: (085) 342-5619 to 20 loc. 104

ARTA : complaints@arta.gov.ph

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56
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P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : email@contactcenterngbayan.gov.ph

Facebook . https://facebook.com/civilservicegovph/

Web : https://contactcenterngbayan.gov.ph/
26
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1. PROCESSING OF 8888 CITIZENS’ COMPLAINT HOTLINE
CONCERNS

This service is provided to ensure the efficient and effective, concrete and specific
response and actions on concerns, complaints and requests for assistance
referred to the Department of Social Welfare and Development through 8888
Citizen’s Complaint Hotline in compliance with the 72-hour directive of the
President

Concerns:

1. Referral Letter/Reference number
from 8888 Citizen’s Complaint Center | Agency Operating Center- 8888 Action Center

2. Client's Information if any (Name,
Address, Telephone Number, E-mail

Address)

1. 8888 Citizen’s
Complaint Hotline
refer/send the
referral letter to
DSWD through the
8888 web system

| Human Resource Planning and Performance Management Section

Simple

Government-to-Citizens (G2C); Government-to-Government (G2G)

Person who has concerns and complaints to the Department of Social
Welfare and Development received thru 8888 Citizen's Complaint

“ 8888 Citizen’s Complaint Hlie

3. mplet etai of

S S S

S e I h o e 3 2 e e e s L ] AL
1. Receive, assess, None 20 Minutes AQC Technical Staff

record, and endorse
the ticket to the
concerned OBSU,
FOs and AA.

28



@ DSWD 9230

Department of Social Welare and Developmant

“Wadad o Sorbisyo, Kaiidad na Buhay Sigurada”

2. Hotline 8888 client
to receive
response/action on
the concern.

2.1. Designated
OBSU, FOs and AA
receive, review and
send ticket requests
to their designated
Division/Unit for
action

2.2 The Division/Unit
act on the concern of
the client

2.3 The concerned
office to provide a
signed official
document/proof of
action on the ticket
request to AOC-
DSWD 8888 Action
Center

None

71 Hours and
10 Minutes

8888 FO Technical
Staff

Designated
Division/Unit in
DSWD (OBSU/FO/
AA)

3. 8888 Citizen's
Compiaint Center to
receive response/
update/ feedback.

3.1 DSWD AOC
receive, review and
acknowledge the
signed official
document of
responses

3.2 For not concrete
and specific
response- return the
letter to the
concerned office and
inform them to act on
the concern

3.3 For concrete and
specific response-
request the closure
of the ticket to
Hotline 8888
Administrator

None

25 Minutes

Technical Staff
(AOC- 8888 Action
Center)

4, Update the
database and mark it
as closed

None

5 Minutes

Technical Staff
(AOC- 8888 Action
Center)

TOTAL

None

72 Hours

FEEDBACK AND COMPLAINTS MECHANISM

How to send feedback?

The client gives feedback through the Client Satisfaction
Measurement (CSM) Form and is encouraged to make their
honest evaluation on service delivery.
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A designated portion of the form is provided for client’'s
suggestion(s) or comment(s).

The client will then returns the fully accomplished CSM Form
and drop it to the designated CSM feedback box. The
attending Administrative Assistant (AA) assists the client.

How feedback is processed?

Every 17" day of the month, the AA of the Section will collect
all the CSM form in the designated feedback box and make a
report out from the feedback of the clients written in the CSM
form.

The report shall be reviewed and signed by the Section Head
before forwarding to the Administrative Assistant of the Office
of the HRMDD Chief.

The AA in the HRMDD will make a consolidated report out
from the submitted reports from the different Units/ Sections.

Every 25! day of the month is the deadline of the consolidated
report.

How to file complaints?

The client shall fill out a Complaint/s Form requiring the
following information:

= Optional (Name of Complainant)

= Narration of Complaint/s
They can also write their complaints in the CSM Form

How complaints are
processed?

Complaints received are consolidated every 25" day of every
month and will be part of the agenda during the monthly/
emergency meeting.

Contact Information

Anti-Red Tape Authority:
complaints@arta.gov.ph,

8-478-5093

Contact Center ng Bayan:
SMS : 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : email@contactcenterngbayan.gov.ph
Facebook : hiips: ivilservicegovph
Web > https actcer gbayan.gov.ph

Presidential Complaint Center:
pcc@malacanang.gov.ph
8888

Agency Operating Center:
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aoc@dswd.gov.ph
(+02)89318101 Voip. 10212, 10212, 10214, 10206

DSWD Caraga, R. Palma Street,

Barangay Dagohoy, Butuan City

Telephone: Tel. Nos.: (085) 342-5619 to 20 loc. 113
Telefax: (085) 815-9173

E-mail: personnel.focrg@dswd.gov.ph

ARTA : complaints@arta.qov.ph
PCC: 8888
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2. ISSUANCE OF COMPLETED CENTRAL OFFICE CLEARANCE
CERTIFICATE FROM MONEY, PROPERTY AND LEGAL
ACCOUNTABILITIES (CO CLEARANCE) TO SEPARATED

OFFICIALS AND EMPLOYEES

The CO Clearance Certificate is being provided to Officials and employees who were
separated from the Department which certifies that the former Official/lemployee no
longer has money, property and legal accountabilities. The provision of the CO
Clearance Certificate may be requested by separated Officials and employees if the

CO Clearance Certificate initially-issued

to them was lost, damaged, etc., or the

Official/employee was not able to secure the duly-accomplished CO Clearance
Certificate at the time of their separations.

Office or Division:

Personnel Administration Section

Classification: Complex

Type of
Transaction:

G2C — Government to Transacting Public

Who may avail:

Certificate on file/sub

Separated Field Office (FO) Officials and Employees (regular and
Contractual) who already has a duly-accomplished FO Clearance

mitted to PAS and without any money,

property, and legal accountabilities.

CHECKLIST OF REQUIREMENTS WHERE TO SECURE
Document Request Form (DSWD-HRMDS- PAS Receiving Area
GF-015) or formal letter or email request Client
Letter of Separation and its acceptance Client or if none, 201 File or Per 16
Special Power of Attorney or authorization
letter with attached photocopy of the 1Ds of Client
the separated employee/officials and his/her
representative (if authorized representative)
FEES
PROCESSING PERSON
CLIENT STEPS AGENCY ACTION TIgAIBDE TIME RESPONSIBLE
2. Fill-out the 1. Receive the None 10 minutes Incoming /
document request Request form and Outgoing Clerk
form or send requirements and or Guard on Duty
mail/email request forwards the
and submit to PAS request to the
together with authorized
complete personnel
supporting handling the Per
documents 16 records
2. Wait for advice of | 2.1. Review the None | 6 days, 4 hours PAS Focal
the assigned PAS | documents submitted and Person
Focal Person and check the 201 30 minutes
file / PER 16 to
retrieve the FO/CO
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clearance certificate
on file.

2.2. lf there is an
extra original copy of
the CO clearance
Certificate on file,
provide the original
copy to the client. if
there is only one (1)
original copy of the
CO Clearance
Certificate on file
have it photocopied
then put a “Certified
True Copy” stamp on
it

None

PAS Focal
Person

2.3. Certifying
authority shall certify
the copy of the CO
clearance

None

2 hours

PAS Head or
HRMDD Chief

3. Inform PAS of
preferred method of
receiving the
original/CTC of the
CO clearance
Certificate

3. Inform the client
that the original/CTC
of his/her CO
Clearance Certificate
is ready for releasing
via
email/SMS/call/chat
and ask for the
preferred method of
receiving

*for pick-up proceed
to step 4.2

*for courier service
proceed to step 4.1

None

5 minutes

Incoming /
Outgoing Clerk
or PAS Focal
Person

4.1. If the
original/CTC of the
CO clearance
certificate is to be
sent via courier
service, wait until the
parcel is sent to the
given address

4.1.1. Prepare and
print the transmittal
letter with information
on how to return the
Client Satisfaction
Measurement Form
and attach
original/CTC copy of
the CO Clearance
and one (1) CSM
accomplishment form

None

4.1.2. Authorized
Certifying Authority
sign the transmittal
letter

None

4 .1.3. Encode

None

1 hourand 5
minutes

PAS Focal
Person

PAS Head

incoming /
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tracking details in the Outgoing Clerk
applicable document
tracking system or
thru logs
4. 1.4 Forward the None Incoming /
document to the Outgoing Clerk
Records Section for
courier service
4.2. If the 4.2.1. Provide one None 10 minutes Incoming /
original/CTC of the duly signed/CTC of Outgoing Clerk
CO clearance the CO Clearance to or PAS Focal
certificate is for pick- | the client and request Person
up, proceed to PAD the client to
and get the accomplish the Client
requested document. | Satisfaction
Measurement Form
to be submitted via
dropbox, email or
google form.
TOTAL No 7 days May be
Fees extended
depending on
the volume of
transactions
handled

FEEDBACK AND COMPLAINTS MECHANISM

How to send feedback?

The client gives feedback through the Client Satisfaction
Measurement (CSM) 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 CSM
Form and drop it to the designated CSM feedback box.
The attending Administrative Assistant (AA) assists the
client.

How feedback is processed?

Every 17t day of the month, the AA of the Section will
collect all the CSM form in the designated feedback box
and make a report out from the feedback of the clients
written in the CSM form.

The report shall be reviewed and signed by the Section
Head before forwarding to the Administrative Assistant of
the Office of the HRMDD Chief.

The AA in the HRMDD will make a consolidated report
out from the submitted reports from the different Units/
Sections.
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Every 25" day of the month is the deadline of the
consolidated report.

How to file complaints?

The staff shall fill out a Complaint/s Form requiring the
following information:

=  Optional (Name of Complainant)

= Narration of Complaint/s
They can also write their complaints in the CSM Form

How complaints are
processed?

Complaints received are consolidated every 25" day of
every month and will be part of the agenda during the
monthly/ emergency meeting.

Contact Information

Personnel Administration Section

2" Floor, Pahigayon Building,

DSWD Caraga, R. Palma Street,

Barangay Dagohoy, Butuan City

Telephone: Tel. Nos.: (085) 342-5619 to 20 loc. 113
Telefax: (085) 815-9173

E-mail. personnel.focrg@dswd.gov.ph

ARTA : complaints@arta.qov.ph

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : email@contactcenterngbayan.gov.ph
Facebook : https://facebook.com/civilservicegovph/
Web : https://contactcenterngbayan.gov.ph/
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3. ISSUANCE OF SERVICE RECORD TO SEPARATED OFFICIALS
AND EMPLOYEES

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

' Office or Division:

Personnel Administration Section

Classification:

Complex

Type of
Transaction:

G2C - Government to Transacting Public

Who may avail:

Separated FO Officials and Employees

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE

Document Request Form (DSWD-HRMDS-
GF-015) or formal letter or email request

PAS Receiving Area
Client

FO or CO Clearance Certificate

Client or if none, 201 File or Per 16

Special Power of Attorney or authorization
letter with attached photocopy of the IDs of

the separated employee/officials and his/her L=l
representative (if authorized representative)
FEES
PROCESSING PERSON
CLIENT STEPS AGENCY ACTION TPOAIBDE TIME RESPONSIBLE
3. Fill-out the 1. Receive the None 10 minutes Incoming /
document request Request form and Outgoing Clerk
form or send requirements and or Guard on Duty
mail/email request forwards the
and submit to PAS request to the
together with authorized
complete personnel
supporting handling the SR
documents issuances
2. Wait for advice of | 2.1. Review the None 6 days, PAS Focal
the assigned PAS | request based on 2 hours and 30 Person
Focal Person purpose minutes
2.2Review/Check the | None PAS Focal
Service Card, copy of Person
FO/CO clearance if
available, and other
data/information filed
at Per 16 as
reference
2.3 Draft or prepare None PAS Focal
the SR Person
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2.3. Certifying
authority sign/initial
the SR

None

2 hours

PAS Head and
HRMDD Chief

3. Inform PAS on
method of receiving
the duly-signed SR.

3. Inform the client
that the SR is ready
for releasing via
email/SMS/Call/chat
and ask for the
preferred method of
receiving

*for pick-up proceed
to step 4.2

*for courier service
proceed to step 4.1

None

10 minutes

Incoming /
Outgoing Clerk

4.1. If the SR is to be
sent via courier
service, wait until the
parcel is sent to the
given address.

4.1.1. Prepare and
print the transmittal
letter with information
on how to return the
Client Satisfaction
Measurement Form
and attach original
copy of the SR and
one (1) CSM
accomplishment form

None

4.1.2. Authorized
Certifying Authority
sign the transmittal
letter

None

4.1.3. Encode
tracking details in the
applicable document
tracking system or
thru logs

None

4 .1.4. Forward the
document to the
Records Section for
courier service

None

1 hour and 5
minutes

PAS Focal
Person

PAS Head

incoming /
Outgoing Clerk

Incoming /
Outgoing Clerk

4.2. If the SR is for
pick-up, proceed to
PAS and get the
requested document.

4.2.1. Provide one
duly signed SR to the
client and request the
client to accomplish
the Client
Satisfaction
Measurement Form
to be submitted via
dropbox, email or
google form.

None

10 minutes

Incoming /
Outgoing Clerk
or PAS Focal
Person

TOTAL

No
Fees

6 days 6
hours and 5
minutes

May be
extended
depending on
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the volume of
transactions
handled

FEEDBACK AND COMPLAINTS MECHANISM

How to send feedback?

The client gives feedback through the Client Satisfaction
Measurement (CSM) 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 CSM
Form and drop it to the designated CSM feedback box.
The attending Administrative Assistant (AA) assists the
client.

How feedback is processed?

Every 171 day of the month, the AA of the Section will
collect all the CSM form in the designated feedback box
and make a report out from the feedback of the clients
written in the CSM form.

The report shall be reviewed and signed by the Section
Head before forwarding to the Administrative Assistant of
the Office of the HRMDD Chief.

The AA in the HRMDD will make a consolidated report
out from the submitted reports from the different Units/
Sections.

Every 25" day of the month is the deadline of the
consolidated report.

How to file complaints?

The staff shall fill out a Complaint/s Form requiring the
following information:

= Optional (Name of Complainant)

= Narration of Complaint/s
They can also write their complaints in the CSM Form

How complaints are
processed?

Complaints received are consolidated every 25" day of
every month and will be part of the agenda during the
monthly/ emergency meeting.

Contact information

Personnel Administration 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) 815-9173

E-mail: gersownel,focrq@dswd gov.ph
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ARTA : complaints@ gov.p

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS - 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email :email@ actcenterngbayan.gov.pn
Facebook : htf] ivilservicegovph
Web - https:// , bayan.gov.

4. ISSUANCE OF CERTIFICATE OF EMPLOYMENT TO
SEPARATED OFFICIALS, EMPLOYEES AND COST OF SERVICE
WORKERS

The COE is issued to separated Officials and employees in the Field Office who have
been cleared of money, property, and legal accountabilities, which certifies their
services rendered in the Depariment.

Office or Division: Personnel Administration Section
Classification: Complex
F_l"_ype o 3o G2C — Government to Transacting Public
Transaction:
Who may avail: Separated Field Office (FO) Officials and Employees (regular and
Contractual) who already has a duly-accomplished FO Clearance
Certificate on file/submitted to PAS and without any money,
property, and legal accountabilities.
CHECKLIST OF REQUIREMENTS WHERE TO SECURE
Document Request Form (DSWD-HRMDS- PAS Receiving Area
GF-015) or formal letter or email request Client
CO Clearance Certificate Client or if none, 201 File or Per 16

Special Power of Attorney or authorization
letter with attached photocopy of the IDs of

the separated employee/officials and his/her Client
representative (if authorized representative)
FEES
PROCESSING PERSON
CLIENT STEPS AGENCY ACTION TI?AIBI:)E TIME RESPONSIBLE
1. Fill-out the 1. Receive the None 10 minutes Incoming /
document request Request form and Outgoing Clerk
form or send requirements and or Guard on Duty
mail/email request forwards the
and submit to PAS request to the
together with authorized
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complete
supporting
documents

personnel
handling the COE
requests

2. Wait for advice of
the assigned PAS
Focal Person

2.1. Review the
documents submitted
as to purpose and
review/check the
Service Card, 201 file
{ PER 16 as
reference.

None

2.2. Draft/Prepare
and print the COE

None

6 days,
4 hours and 30
minutes

PAS Focal
Person

PAS Focal
Person

2.3. Certifying
authority shall
sign/initial the COE

None

2 hours

PAS Head or
HRMDD Chief

3. Inform PAS of
preferred method of
receiving the COE

3. Inform the client
that the COE is ready
for releasing via
email/SMS/call/chat
and ask for the
preferred method of
receiving

*for pick-up proceed
to step 4.2

*for courier service
proceed to step 4.1

None

5 minutes

Incoming /
Outgoing Clerk
or PAS Focal
Person

4.1.Ifthe COE isto
be sent via courier
service, wait until the
parcel is sent to the
given address

4.1.1. Prepare and
print the transmittal
letter with information
on how to return the
Client Satisfaction
Measurement Form
and attach original
copy of the COE and
one (1) CSM
accomplishment form

None

4.1.2. Authorized
Certifying Authority
sign the transmittal
letter

None

4.1.3. Encode
tracking details in the
applicable document
tracking system or
thru logs

None

4.1.4. Forward the
document to the
Records Section for
courier service

None

1 hour and 5
minutes

PAS Focal
Person

PAS Head

incoming /
Outgoing Clerk

Incoming /
Outgoing Clerk
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4.2. Ifthe COEis for |4.2.1. Provide one None 10 minutes Incoming /
pick-up, proceed to duly signed COE to Outgoing Clerk
PAS and get the the client and request or PAS Focal
requested document. | the client to Person

accomplish the Client
Satisfaction
Measurement Form
to be submitted via
dropbox, email or
google form.

TOTAL

No 7 days May be
Fees extended
depending on
the volume of

transactions

handled

FEEDBACK AND COMPLAINTS MECHANISM

How to send feedback?

The client gives feedback through the Client Satisfaction
Measurement (CSM) 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 CSM
Form and drop it to the designated CSM feedback box.
The attending Administrative Assistant (AA) assists the
client.

How feedback is processed?

Every 17" day of the month, the AA of the Section will
collect all the CSM form in the designated feedback box
and make a report out from the feedback of the clients
written in the CSM form.

The report shall be reviewed and signed by the Section
Head before forwarding to the Administrative Assistant of
the Office of the HRMDD Chief.

The AA in the HRMDD will make a consolidated report
out from the submitted reports from the different Units/
Sections.

Every 25" day of the month is the deadline of the
consolidated report.

How to file complaints?

The staff shall fill out a Complaint/s Form requiring the
following information:

= Optional (Name of Complainant)

= Narration of Complaint/s
They can also write their complaints in the CSM Form
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How complaints are
processed?

Complaints received are consolidated every 25 day of
every month and will be part of the agenda during the
monthly/ emergency meeting.

Contact Information

Personnel Administration Section

2" Floor, Pahigayon Building,

DSWD Caraga, R. Palma Street,

Barangay Dagohoy, Butuan City

Telephone: Tel. Nos.: (085) 342-5619 to 20 loc. 113
Telefax: (085) 815-9173

E-mail: personnel.fo d.gov.ph

ARTA : complaints

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : email@contactcenterngbayan.gov.p
Facebook : hiip ok.com/civilservicegovp
Web > hitp actcenterngbayan.gov.p

5. ISSUANCE OF CERTIFICATE OF LEAVE WITHOUT PAY (LWOP)/
NO LWOP TO SEPARATED OFFICIALS AND EMPLOYEES

The Certificate of Leave Without Pay (LWOP)/No LWOP is issued to separated Officials and employees
in the Central Office who have been cleared of money, property, and legal accountabilities, which
certifies that they have/do not have Leave Without Pay (LWOP) for a certain period.

FOffice or Division:

Personnel Administration Section

¥ Classification:

Complex

Type of
Transaction:

G2C — Government to Transacting Public

Who may avail:

Separated Field Office (FO) Officials and Employees (regular and
Contractual) who already has a duly-accomplished FO Clearance
Certificate on file/submitted to PAS and without any money,
property, and legal accountabilities.

CHECKLIST OF REQUIREMENTS WHERE TO SECURE
Document Request Form (DSWD-HRMDS- PAS Receiving Area
GF-015) or formal letter or email request Client
CO Clearance Certificate Client or if none, 201 File or Per 16

Special Power of Attorney or authorization
letter with attached photocopy of the IDs of
the separated employee/officials and his/her
representative (if authorized representative)

Client
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courier service, wait
until the parcel is sent
to the given address

letter with information
on how to return the
Client Satisfaction

FEES
PROCESSING PERSON
CLIENT STEPS AGENCY ACTION TIS\IBDE TIME RESPONSIBLE
8
1. Fill-out the 1. Receive the None 10 minutes Incoming /
document request Request form and Outgoing Clerk
form or send requirements and or Guard on Duty
mail/email request forwards the
and submit to PAS request to the
together with authorized focal
complete person
supporting
documents
2. Wait for advice of | 2.1. Review if the None | 6 days, PAS Focal
the assigned PAS | client has an 4 hours and 30 Person
Focal Person encoded ELARS minutes
(Electronic Leave
Administration and
Recording System)
*if none, encode the
ELARS
*if with ELARS
review vis-a-vis
Leave Card
*if ELARS was
already reviewed,
encode the details to
the Certificate and
print
2.2. Certifying None 2 hours PAS Head and
authority shall HRMDD Chief
sign/initial the
Certificate
3. Inform PAS of 3. inform the client None 5 minutes Incoming /
preferred method of | that the certificate is Outgoing Clerk
receiving the ready for releasing or PAS Focal
Certificate of via Person
LWOP/no LWOP email/SMS/call/chat
and ask for the
preferred method of
receiving
*for pick-up proceed
tostep 4.2
*for courier service
proceed to step 4.1
4.1. If the certificate 4.1.1. Prepare and None 1 hourand 5 PAS Focal
is to be sent via print the transmittal minutes Person
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Measurement Form
and attach original
copy of the
Certificate and one
(1) CSM
accomplishment form
4.1.2. Authorized None PAS Head
Certifying Authority
sign the transmittal
letter
4.1.3. Encode None Incoming /
tracking details in the Outgoing Clerk
applicable document
tracking system or
thru logs
4.1.4. Forward the None Incoming /
document to the Outgoing Clerk
Records Section for
courier service
4.2 If the Certificate | 4.2.1. Provide one None 10 minutes Incoming /
is for pick-up, duly signed Outgoing Clerk
proceed to PAS and | Certificate to the or PAS Focal
get the requested client and request the Person
document. client to accomplish
the Client
Satisfaction
Measurement Form
fo be submitted via
dropbox, email or
google form.
TOTAL No 7 days May be
Fees extended
depending on
the volume of
transactions

FEEDBACK AND COMPLAINTS MECHANISM

How to send feedback? The client gives feedback through the Client Satisfaction
Measurement (CSM) 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 CSM
Form and drop it to the designated CSM feedback box.
The attending Administrative Assistant (AA) assists the
client.
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How feedback is processed?

Every 171" day of the month, the AA of the Section will
collect all the CSM form in the designated feedback box
and make a report out from the feedback of the clients
written in the CSM form.

The report shall be reviewed and signed by the Section
Head before forwarding to the Administrative Assistant of
the Office of the HRMDD Chief.

The AA in the HRMDD will make a consolidated report
out from the submitted reports from the different Units/
Sections.

Every 25" day of the month is the deadline of the
consolidated report.

How to file complaints?

The staff shall fill out a Complaint/s Form requiring the
following information:

« Optional (Name of Complainant)

= Narration of Complaint/s
They can also write their complaints in the CSM Form

How complaints are
processed?

Complaints received are consolidated every 25" day of
every month and will be part of the agenda during the
monthly/ emergency meeting.

Contact Information

Personnel Administration Section

2" Floor, Pahigayon Building,

DSWD Caraga, R. Palma Street,

Barangay Dagohoy, Butuan City

Telephone: Tel. Nos.: (085) 342-5619 to 20loc. 113
Telefax: (085) 815-9173

E-mail: personnel.focrg@dswd.gov.ph

ARTA : complaints@arta.gov.ph

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email - email@contactcenterngbayan.gov.ph
Facebook : hitps: book.com/civilservicegovph/
Web : htips: centerngbayan.gov.ph
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Frontline Services
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1) Technical Assistance on Social Marketing for the
Institutionalization of Completed Social Technologies (STs)

Refers to request for technical assistance to institutionalize (i.e., adopt or replicate) completed
Social Technologies (ST). Technical assistance may include orientation on completed STs as
part of social marketing activities, capability building activities,advocacy and lobbying with policy
making bodies.

Social Technology Unit (STU) Field Office Caraga

i Complex

% G2C - Government to Citizen

2G — Government to Government

ational Government Agencies (NGAs), Local
overnment Units (LGUs), Non-Government
Organizations {NGOs), Civil Society Organizations
| (CSOs), and academe

1. Written and signed request letter with Requesting Office
complete contact details (name and
contactinformation) of the requesting
party,

2. Details of the technical assistance
needed.

Designated

1) The Local 1) Receive the Signed None 30 minutes
Government Document on the Staff
Units,NGOs, Request for TA,;

Academe, and Review attachments
other National and signatures; Tag
Government as priority ISO/EODB
Agencieswrite document; Affix

an official routing slip; and
request through Record the document
email or other in the Tracking
electronic System.

RISHpIDs 2) Forward the document

to the Head of Office
viaemail or printed

copy

o}

DSWD-Field
Office Caraga
through Social
Technology Unit
(STU)
requesting for
technical

47




@DSWD 9

Department of Social Welfare and Development

DSWD

FIELD OFFICE
CARAGA

“Kahdiad na Serbisyo. Katidad na Buhay Sigurado”

assistance and
provide the
details of the TA
being requested
from the
bureau.

For Fieid
Offices where
STUs are under
the ARD for
Operations the
ARDOs will be
copy furnished
with therequest.

None

3) Assess the requested
assistance and identify
the concerned
division/staff who will
take action on the
request.

For Field Offices where
STUs are under the ARD
for Operations, the
ARDOs will be copy-
furnished withthe request.

None

4 hours

Head of Office

None

4) Review the document,
provide instructions
and assign to
Technical Staff who
will act onthe request,
and forward the
document to the
Designated Staff to
record the instruction
through hard or
electronic copy in the
TrackingSystem

If the office has a
separate Document
Tracker, copy furnish
him/her for updating
and tracking.

None

4 hours

Division Chief/
Section / Unit
Head

None

5) Review the request
and its attachment.

None

1 hour

Technical Staff

None

6) Coordinate with the
requesting or the
needed technical
assistance

None

3 hours

Technical Staff
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None 7 Prepare response tothe None 2 hours Technical Staff
request to include
result of coordination
with respective offices;
7.1 Insert the Client
Satisfaction Survey
Form / Link in the
response if the
requested service was
already provided
through the response.
7.2 Insert schedule of
follow through activities
and actual conduct of
meetings, orientation or
capability building
activities, if the
requested service
requires.
None 8 Review the responseto None 4 hours Division Chief /
the requesting office: Section / Unit
8.1 If approved,submit to Head
the Regional Director,
copyfurnished the
Document Tracker for
recording.
8.2 If not approved,go
back to number 7.
None 9. Forward the document None 30 Designated
to the Head of Office, minutes Staff
review completenessof
attachments and affix
e-signatures/initials,proper
use of templates
None 10.) Review the None 4 hours Head of Office

response

10.1. If approved, sign the
document andforward
to outgoing staff,copy
furnishedthe
Document Tracker for
recording in the
Tracking System
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If not approved, goback to

number 8.

None

11) Forward the
SignedDocument
Response to the
requesting office,
through email or
mail, record in the
monitoring/tracking
tool

None

30 minutes

Designated
Staff

None

12.) Keep a copy
of thefile in the
Records /Filing
System

None

30 minutes

Designated
Staff

None

13) As may be
needed and
agreed with the
requesting party,
conduct actual
technical
assistanceactivity
(meeting,
orientation and
capability building
activity), either via
face-to-face or
online means.
Administer the
Client Satisfaction
Survey.

None

2 days

Technical Staff

None

14.) Keep a copy
of the CSS and
include inthe
periodic
preparation of
CSMR (refer to the
DSWD Client
Satisfaction
Measurement
Survey and
Continual
Improvement
System Procedure
Manual)

None

1 hour

Designated
Staff

TOTAL

None

5 days. 2 hours
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2) Technical Assistance along Social Technology Development or

Sectoral Concerns
Refers to requests for technical assistance on social technology development processes,
ongoing projects that the bureau is pilot testing, and/or on specific issues/sectors which the
bureau is responding to.

Social Technology Unit (STU) Field Office Caraga

Complex

G2C - Government to Citizen

G2G — Government to Government
DSWD-Offices, Bureaus, Services, Units (OBSUs), DSWD-
Field Offices, National Government Agencies (NGAs),
Local Government Units (LGUs), Non-Government
| Organizations (NGOs), and academe

S TS S S e

. The Local 1.1. None 30 minutes Designated
Government Units, Receive the Signed Staff
NGOs,Academe, Document on the
and other National Request forTA,;

Government Review attachments
Agencies write an and signatures; Tag
official request aspriority
through emailor ISO/EODB
other electronic document; Affix
platforms to STU routing slip; and
requesting for record the
technical assistance document in the
and providethe Tracking System
details ofthe TA
beingrequested
from theunit.
Forward the
For Field Offices document/email to the
whereSTUs are Head of Office via
under the ARD for email or printedcopy.
Operatlon§, the 1.2. Assess the None 4 hours Office Director
ARDOs will be copy requested
furnished withthe assistance if itis
request. within the scope
of the Bureau,
or if there are
existing ST
projects for TA
being
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requested.
Identify the
concerned
division/ staff
who will take
action on the
request.

1.3. Record the note
of the Unit Head and
forward the
document/ email to
the concerned
division.

None

1 hour

Designated Staff

1.4. Review the
document, assign
staff who will acton
the requestand
provide instruction/s.
Forward the
document/ email to
the staff assigned.

None

4 hours

Division/Section/
Unit Head

1.5. Review the
request for
technical
assistance and
prepare areply
relative to the TA
being requested on
available data.
Coordinate with the
requesting office as
necessary. If the TA
being requested
only needs written
technical
assistance, actual
TA must be
provided by
officially
communicating it to
the requesting
office.

Ensure inclusion of
the Client
Satisfaction Survey
link in the
memorandum/letter.

None

2 working
days

Technical Staff
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1.6. Review and None 2 hours Division/Section/
approve the official Unit Head

reply and its

attachments.

If with comments
forrevision, return
o step1.4.

If approved,
proceed to step
1.7

1.7. Forward the None 30 minutes Designated
document tothe Staff

Head of Office,
reviewcompleteness
of attachments and
affixed e-signatures/
initials, properuse of
templates.

1.8. Review and None 2 hours Office Director
sign the
document or
affix
e-signature ona
PDF copy ofthe
document
prepared by the
technical staff.

If with
comments for
revision, refurn
to step1.6.

If approved,
proceed to
step 1.8.

1.10. Record the None 15 minutes Designated staff
signed document
in theTracking
System. Send the
reply to the
requesting office,
either viaemail or
courier.
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1.11. As may be
needed and agreed
with the requesting
party, conduct
actual technical
assistance activity
either via

face-to-face or
online means.
Administer the
Client Satisfaction
Survey.

None

2 days Technical Staff

TOTAL

None

5 days, 6 hours 15 minutes
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3) Sharing of Data, Information, and Knowledge Products
on SocialTechnologies (STs)

Refers to request to share data, information, and knowledge products regarding
completed Social Technologies. The data or information may include reports on
completed Social Technology, disaggregated data, and other knowledge
products such as manual, training modules on Social Technologies.

The service aims to provide accurate and relevant data, and knowledge
products on social technologies that respond to the emerging needs of the poor,
vulnerable, and disadvantaged sectors that the DSWD and other
intermediaries ought to serve. The requested data may be used for policy,
program formulation, and implementation.

Social Technology Unit (STU) Field
Office Caraga

Compiex

G2C - Government to Citizen

G2G — Government to Government
DSWD-Offices, Bureaus, Services,
Units (OBSUs), DSWD-Field Offices,
National Government Agencies (NGAs),
- Local Government Units (LGUs), Non-
' Government Organizations (NGOs),
| Civil SocietyOrganizations (CSOs), and
. academe

Request Letter From the requesting NGAs, LGUs or

CSOs

Template of data  requirement (ifapplicable)

The Local Government 1) Receive the Signed None | 45 Designated
Units, NGOs, Academe, Document or minutes Staff
and other National accomplished Request

Government Agencies Form (request for data,

write an official request information, andother

through email or other knowledge products);

electronic platforms to Review attachments

STB requesting for data, and signatures; Tag as

information, and priority ISO/EODB

knowledge products document; Affix routing

regarding completed slip; andrecord the

Social Technologies. document in the

For Field Offices where Tracking System

STUs are under the ARD

for Operations, the 2) Forward the
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ARDOs will be copy
furnished with the
request.

Lahat ng mga sulat parasa
mga kabhilingan ay
mangyaring ipadala via
email sa:

soctech focrg@dswd gov.ph.

document/email to the
Head of Office via
emailor printed copy.

None

3) Assess the request and
provide instruction and
forwardthe document to
the Division Chief
concerned, copy
furnished the Document
Tracker for recording/
tracking

3.1) For FieldOffices
where STUs are under the
ARD for Operations, the
ARDOs will be
Copy-furnished with the
request.

None

4 hours

Head of Office

None

4) Review the document,
provide instructions
and assign to
TechnicalStaff who will
act on the request,and
forwardthe document
tothe Administrative
Staff to record the
instruction through
hard or electronic

copy

If the office has a
separate Document
Tracker, copy furnish
him/her for updating and
tracking.

None

4 hours

Division
Chief/
Section /
Unit Head

None

5) Review the request
anddetermine source
and method of sharing
data

5.1) If available in the
website,include the
link from theSTB
website or FO

website.

None

8 hours

Technical Staff
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5.2) If not available,
coordinate with the
requesting party if
necessary to ensure that
data tobe shared are not
privileged and sensitive
information in adherence
to the Data Privacy Act
(DPA); with the Program
Focal Person/s to
generate the data needed;
and with the PDPS for
regional data

5.3) If not compliant with
the Data Privacy Act and
DSWD Research Protocol,
inform the requesting
party following theDSWD
DataPrivacy Manual or
endorse to the Policy
Development and
Planning Bureau (PDPB)
or Field Office Policy and
plans Division (PPD)

None

6. Prepare response to
the requesting party;
Include Client
Satisfaction Survey

None

1 hour

Technical staff

None

7. Review the
response to the
requesting office:

7.1. If approved, submit to
the Head ofOffice,
copy furnished the
Document Tracker for
recording.

7.2. If not approved,go
back toNumber 6

None

2 hours

Designated
Division
Chief/
Section /
Unit Head

None

8. Review the
response

8.1. If approved, sign the
document and
forward to outgoing
staff, copyfurnished
the DocumentTracker
forrecording

8.2. If not approved,go
back toNumber 7

None

2 hours

Head of Office
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None 9. Forward the None | 30 Designated
response to the minutes Staff
requesting
office,through
email or mail,
record in the
monitoring/tracki
ng tool

TOTAL None | 2 days, 6 hours and 15

minutes

How to send
feedback
and/or
complaints

: After prowsnon of every Servnce the Attending Actlon Offlcer or STUSta shall ask

the Customer to answer the Customer Satisfaction Survey (CSS) via Google Form
or printed version as deemed appropriate.

if the CSS was administered via printed form, the Customer shali dropthe CSS in a
designated drop box near the door of the Social Technology Bureau if applicable.

Verbal or written feedbacks may also be channeled through thefollowing contact
information:

v" For verbal feedbacks: Customer may call Field Office Landlineslocated
below.

v For written feedbacks/complaints: Customer may email theconcerned Field
Office listed below.

How
feedbacks are
processed

The designated STU - Anti-Red Tape Unit (ARTU) opens daily thesuggestion box
and compiles and records all feedback submitted

Every end of the Month, the designated member of STU - Anti-Red Tape Unit
(ARTU) consolidates and analyzes the results of the Customer Satisfaction Survey
(CSS) administered via Google Form andthe Feedback received via suggestion
box. The consolidated CSS Report shall be submitted to the Regional Director and
the Committee on Anti-Red Tape (CART).

The Regional Director shall forward to the STU all feedback/complaintsrequiring
answers. The STUs are required to answer within three (3) days of the receipt of
the feedback/complaint. The answer of the Field to the feedback/complaint is
then relayed to the citizen.

The results of feedback are reported during the General Staff Meetingand/or
Management Committee (ManCom) meetings for improvementof systems and
processes, and/or staff behavior.

For inquiries and follow-ups, customers may also contact the RegioalOffice listed
beiow.

How to file a
complaint

The Complaints may be filed through the following channels:

e Formal channel: Email addressed to Regional Director via(please
use as subject “Complaint”)

e Informal channels: through phone calls to concernedRegional
Office listed below (085) 303-8620
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e Complaint box: Drop a complaint in the STB Complaints Boxthat
shall also be made available near the door of the Social
Technology Bureau.

Concerned citizens or complainants are requested to include thefollowing
information in their complaint:

v Staff/Person/s involved
v Incident and other facts

v"  Evidence

How
complaints
are
processed

Compilaints received through telephone and dropbox shall be processed
immediately by the designated Grievance Focal Person of the Bureau. Said
focal shall then forward the complaint for processing and evaluation by the
Grievance Committee composed of the Management Committee (ManCom),
led by the Bureau Director.

Upon careful investigation of the Complaint, the Grievance Committeeshall
prepare a response letter to the Complainant.

A report shall also be forwarded to the Cluster Head on the complaintsas well
as the actions taken and recommendation/s by the Grievance Committee.

Complainants may also follow-up the actions taken by the Bureau through
telephone numbers (02) 8931-8144 / (02) 8951-7124 and emailat

soctech@dswd.qov.ph.
Contact Information of CCB, PCC, ARTA

e Anti-Red Tape Authority (ARTA) complaints@arta.gov.ph8-478-
5093

e Presidential Complaint Center (PCC) pcc@malacanang.gov.ph8888

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

e before CSC (Civil Service Commission)
0908-881-6565
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1. PANTAWID GRIEVANCE INTAKE AND RESPONSE (WALK-IN)

Intake and response refers to the recording of a grievance in a grievance form
and providing the client an initial response, which usually involves an explanation
about how the grievance will be processed by the DSWD and other actors.

The grievance form is an instrument where to record valid grievance transactions.
It may come in a physical paper or in an electronic form, uploaded in an official
website for download, or opened immediately from a website. For quick and easy
recording of grievances, the grievance form is designed to record only the type,
subtype and details of the grievance in easily understandable codes and keywords.
But supporting documents can be requested and attached to the grievance form.

As general rule, anyone may accept a grievance from various channels but only
the City/Municipality Link and grievance officers may ascertain its validity and
thereafter intake the grievance. To ‘accept’ a grievance is to receive the
transaction but to ‘intake’ is to record the transaction in a grievance form of the
Grievance Information System after ascertaining its validity. Intake and response
require technical know-how about the GRS, particularly on the procedures in
resolving the specific types and subtypes of grievances.

4Ps Division

Simple

— Government to Citizens

G2C

= |f 4Ps benéeficiary, 4Ps ID; lssued by the aSS|gned City/Municipal L|nk
= |f non4Ps beneficiary, none. Community Facilitators
TO | PROCESSING PERSON

CLIENTSTEPS | AGENCYACTION | —-ro10 | PROZESSING | op oponsiBLE
1. Log-in at the | 1.1. Ensure that the None 2 minutes Guard on duty

visitors’ log client fills out the

book located logbook and

at the office direct him/her to

lobby and the 4Ps

present  the Assistance Desk.

4Ps Id if a 4Ps

beneficiary.
2. Proceed to the | 2.1. Receive the client, None 5 minutes Officer-of-the-

4Ps inquire  what the Day / Assigned
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Assistance grievance is all about, Focal Person
Desk for | and verify the identity
verification of | of the client.

identity.

Refer to the Grievance
Redress System Field
Manual for the
guidance on the intake

of grievances.

3.1 Encode the None 20 mins. Officer-of-the-
grievance Day / Assigned
correctly and Focal Person

completely in the
GRS Information
System / Tracker.
3.2 If the client is a
beneficiary or a
former
beneficiary, check

. Provide details the status of the

about the
i concerned
grievance and _ .
supportin beneficiary in the
i Pantawid Pamilya
documents, if :
available Information
depending on System (PPIS).
P g 3.3 Check the
the type of '
i supporting
grievance
; documents
reported.  Fill ' -
provided, if
out a v
rievance available.
- 3.4 Assess all the
form.
data and
information
available and

discuss with the
beneficiary  the
findings and next
steps to take.
3.4.1. If all information
is readily available
to resolve the
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case, resolve the
grievance and
provide feedback
to the client.

3.4.2. if other
information is
needed and the
grievance cannot

be resolved
immediately,

explain to the
client the process
that will be
undertaken in
processing the
grievance, and

inform the client
that he / she will
be contacted thru
his / her mobile
number.

4. None

4.1 Administer the
client Satisfaction
Measurement
Survey

4.2 Analyze the data

and include it in the

Client Satisfaction

Measurement

Report.

None

5 minutes

Officer-of-the-
Day / Assigned
Focal Person

5. Proceed to the
exit area for
dismissal.

5.1 Dismiss the client
gracefully.

If the grievance is
already resolved,
proceed to Step 6.1.4.

None

1 minute

Guard on Duty

6. None

6.1. If the grievance is
not yet resolved,
endorse the

grievance to the

None

7 hours and 7
minutes

Officer-of-the-
Day / Assigned
Focal Person
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concerned  office
(FMD, PSD and/or
other Field Office
OBSU) for
processing and
feedback within
three (3) working

days.

6.1.2. Monitor the None 2 working days Officer-of-the-
status of grievance Day / Assigned
and receive Focal Person

feedback report
from the concerned

office.

6.1.3. Provide the None 10 minutes Officer-of-the-
client an update / Day / Assigned
feedback about the Focal Person

status of his / her
grievance  either
thru text messaging

or phone call.
6.1.4. Update the None 10 minutes Assigned Focal
status of the Person

grievance in the
GRS Information
System / Tracker.

Total if grievance is resolved outright None 33 minutes
Total if grievance is referred to OBSU/s
for resolution and feedback is provided None 3 working days
to the client.

Wnte yourfeedback on the services provnded through
the Client’s Satisfaction Measurement Form to be
provided by our attending Pantawid Pamilya staff. A

’How to send feedback’?
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space below is provided for you to write further
comments. Return the fully accomplished Client's
Satisfaction Measurement Form to the attending
Pantawid Pamilya staff for consolidation.

How feedback is processed?

Every 5 to 10t day of the month, the assigned staff
consolidates all accomplished Client’s Satisfaction
Measurement Forms within the Division and results are
reviewed by the Division Chief. Approved monthly
consolidation is submitted to the Human Resource and
Management Division 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 complaint/s through the
Provincial/Municipai Operations Offices for escalation
of concern to the abovementioned program using the
Grievance / Complaint Form.

Complaints can also be filed via Pantawid Hotline
(09658354188) or e-mail
(pantawid focrg@dswd.gov.ph) with the following
information:
= Name of Complainant
= Address
= Name of Person/Entity being complained
= Issue/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
least 72 hours upon receipt of the complaint.
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Grievance Officer/s shall send report to the Regional
Grievance Officer / Regional Program Coordinator for
appropriate action.

Contact information

For Pantawid Pamilyang Pilipino Program concerns,
you may contact:

Pantawid Hotline - 09658354188

Pantawid e-mail address —
pantawid.focrg@dswd.gov.ph

ARTA : complaints@arta.gov.ph
PCC: 8888

CONTACT CENTER NG BAYAN:

SMS : 0908 881 6565

Call : 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : email@contactcenterngbayan.gov.ph

Facebook : https://facebook.com/civilservicegovph/

Web : https://contactcenterngbayan.gov.ph/
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2. 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
Information System (PPIS) is used as main tool for status verification of applicants
categorized as active, inactive, appealable, graduated and even delisted beneficiaries.

Reglonal Program Magement
Request Form (RPMO) - Pantawid Pamilyang Plllpmo
Program
Pantawid Pamilya ID Requester/s or Authorized Representative/s
Representative

Authorization to Inquire Status with original
signature (in line with Republic Act 10173 | Person being represented
or Data Privacy Act of 2012)

Pantawid ID or any valid government- DSWD, Pag-IBIG, LTO, BIR, PhilHealth,
issued IDs (1 original and 1 photocopy) Comelec
Regional Program Management Office
Request Form (RPMO) — Pantawid Pamilyang Pilipino
Program

FEES TO | PROCESSING |  PERSON

CLIENT STEPS AGENCY ACTION BE PAID TIME RESPONSIBLE
2. Approach the | 1. Attending staff to None 2 minutes PACC Desk
Public ask the client's Officer and/or
Assistance purpose clerk
Complaints
Center

(PACC) and | 1.1 Issue referral slip

present  the . .
purpose 1.2 Direct the client/s
to Pantawid
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Pamilyang
Pilipino Program
Office

and answer
further
questions  if
there is.

Pantawid Pamilya
Information System
(PPIS) to
determine the
membership status
of the household.

4.1 Issue
acknowledgement slip
to client once the

3. Attending staff to None 3 minutes PDO 1/
check the Regional
requirements Systems Focal
based on the Person
checklist

3.1 Issue

1. Submit  the|  Acknowledgement
requirements Slip to client once
to the checked
attending staff

NOTE: Additional

documents may be

required under special

circumstances.

3. Attending Staff None 5 minutes PDO I/
conducts interview Regional

with the client/s Systems Focal
Person

4. Interview with
the Atteqdmg 4.1 Conduct interview
staff / Regional p

to client/s and
Systems Focal .
Person/s _records ' pertinent

information

4.2 Answers further
queries, issues or
concerns

5.Fill up the|4. Check the details of None 10 minutes PDO |/ Regional
Request Form the clients in the Systems Focal

Person
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accomplished form is
processed.

6. Check the | 5. Prepare the None 5 minutes PDO |/ Regional
correctness of Certification Systems Focal
the  details/ Person
information
reflected in the
Certification Regional

Program
X i Coordinator/
5.1 Facilitate its Asst. RPC/
approval Alternates
5.2 Give to the client
the certification
once approved

7. Accomplish 6. Administer the None 5 minutes PDO ! / Regional
the Client Client Satisfaction Systems Focal
Satisfaction Survey Form to Person
Survey Form clients and issues

acknowledgement
receipt as proof
that the transaction
is successfully
done.
30 minutes
TOTAL: No Fees

Write your feedback on the services provided through
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 Client’'s Satisfactory Survey Form to
the attending Pantawid Pamilya staff for consolidation.

Ho to send feedback?

How feedback is processed? Every 5" day of the month, Administrative Assistant Il|
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
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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 complaint/s 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
(09658354188) or e-mail
(pantawid.focrg@dswd gov.ph) with the following
information:
= Name of Complainant
= Address
= Name of Person/Entity being complained
= Issue/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
least 72 hours upon receipt of the complaint.

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

Contact Information

For Pantawid Pamilyang Pilipino Program concerns,
you may contact:

Pantawid Hotline - 09658354188

Pantawid e-mail address —

p focrg@dswd.gov.p
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CONTACT CENTER NG BAYAN:

SMS
Call

Email
Facebook

Web

: 0908 881 6565
: 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

: email@contactcenterngbayan.gov.ph

- https://facebook.com/civilservicegovph/

. https://contactcenterngbayan.gov.ph/
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Frontline Services
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1. DATA SHARING — LIST OF DATA SUBJECTS

Generation of data sets with Personal Information (PI) and Sensitive Personal
Information (SP!) with a Memorandum of Agreement (MOA).

Office or | National Household Targeting Section/Policy and Plans Division
Division:

Classification: | Highly Technical

Type of | Government to Government (G2G), Government to Citizen (G2C)
Transaction:

Who may avail: | All NGAs, GOCCs, NGOs, CSOs, and Private Foundations for the
purpose of utilizing the data for social protection programs.

CHECKLISTOF REQUIREMENTS WHERE TO SECURE

1. Letter of request (including reasons for
the request)

2. Original Copy of Resolution of
Governing Board authorizing head of
ahead of agency to enter into data
sharing MOA with DSWD (for NGOs,
CSOs, Private Foundations)

3. Electronic copy of the Data
requirements

4. Designated Data Protection Officer
(DPO)

5. Valid Proof of Identified of the agency
head and DPO

Provided by the requesting party

o

Memorandum of Agreement NHTS PDO and ITO
Certificates; (a) Certificate  of
orientation on the DPA, (b) Certificate
on Acknowledgement Receipt of the
copy of the law, IRR and its issuances,
(c) Physical Setup Certification and (d)
Organizational, Technical, and
Security Setup Certification.

~

CLIENT STEPS | AGENCY ACTIONS FEES TO | PROCESS PERSON
BE PAID TIME RESPONSIBLE

1. Endorse the 1.Receive and record None 5 minutes Administrative
letter of the request in the Assistant
request with document
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attached e-
copy of the
data
requirements
to NHTS .

transaction/tracking
system.

1.1Advise the
requesting party that
they will receive an

email or call after 1
working day on the
approval of their request
and the expected
schedule of release of
the results.

1.2Forward the request

to the Director for

approval

2.Input comments and None 4 hours Regional

decide if the request is fo Director

processing or not then

endorse it to the Policy af

Plans Division Chief.

3.nput comments a None 10 PPD Chief

endorsed it to the RFC. minutes

4 Inform the client on the; None 30 RFC/Project

approval or disapproval o minutes Development
Officer

the data request base on
the DSWD MC 12 s 2017

o If approved-the orientatio
will be scheduled includin
preparation of documente
requirements for
submission.

¢ |f disapproved-inform the
requesting party of the
disapproval.

End Process.
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2. Requesting 5.0rient the requesting| None 2 hours NHTS
party will attend | party on Listahanan, Data inspection
the scheduled Privacy, data sharing Team
orientation with | policy and requirement
the NHTS
inspection team
3.Compliance 6.Review all | None 2 hours NHTS
and documentary Inspection
submission of | requirement including Team
signed MOA submitted by the
Memorandum requesting party
of Agreement
Alld 6.1Make a schedule with
docqmentary the requesting with the
requirements )
to the NHTS .request.mg partY on the
£S5t FEVIEW B inspection meeting
completeness
4. Requesting 7.Inspection of IT|{ None 1 day IT Inspection
party will facilities of the Team
present their requesting party and
IT facilities to issuance of
the NH_TO Certifications (Physical
Inspection Setup Certification and
Team Organizational,
technical and Security
Setup Certification)
8.Certifications  will None 2 hours RFC
attached to the MOA 4
endorsed by the NH]
Director to the Departmer
Data Protection Officer
9.Assess the MOA, None 1 day DSWD Data
purpose, and attachmer Protection Officer
Once approved, the Di
will endorse the MOA for {
Department Secretar
signature
10.Review and sign None 3 days Information
MOA. The sighed MOA ¥ Technology
be endorsed to the NHTS Officer

data processing.
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11. Process the request | None 3 days Information
Technology
Officer
12.Review result of the | None 1 day Information
data generation Technology
Officer
13.Secure the data by None 1 day Information
adding password Technology
protection to the file. Officer
13.1Prepare Data
Release Form (DRF),
draft memo reply and
burn results in a
compact disc (CD).
e Other storage
device may apply as
long as it is
approved by the IT
Head and the
storage device is
provided by the
requesting party
13.2 Countersigning the
DRF.
13.3 Finalize the memo
attach the Data Release
Form (DRF) and secure
data the forward it to the
Administrative unit.
RFC
RFC
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14. Track and scan the
documents before
releasing the result to the

requesting party.

None

5 minutes

Administrative
Assistant

15.Give the password of
the file to the requesting
party thru phone upon
inquiry. And administer
the CSMS form per CART
guidelines.

None

5 minutes

Information
Technology
Officer

*With possible extension on the actual dafa minutes
processing depending on the volume of
data requirements, number of names
required, and the compliance and
submission of the documentary
requirements by the requesting party

TOTAL No 11 days,
Fees 2 hours ,
55

FEEDBACK AND COMPLAINTS MECHANISMS

How to send
feedback

Kindly accomplish the Client Satisfaction Survey Form from the
receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173
E-mail: nhts.focrg@dswd.go

How feedbacks are

Every 1t week of the month, your feedbacks are consolidated

processed 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 You can write your complaint/s in the comment section of the

complaint Client Satisfaction Survey Form from the receiving admin staff

of the Section

How complaints are
processed

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

Contact Information of
CCB, PCC, ARTA

Concerned staff/requester may call the designated extension
number:
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National Household Targeting Section
3 Floor, Pahigayon Building

DSWD Caraga, R. Paima Street,
Barangay Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173

E-mail: nhts focrg@dswd.gov.ph

ARTA : complaints@arta.gov.ph
PCC: 8888

CONTACT CENTER NG BAYAN:

SMS : 0908 881 6565

Call : 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : email@contactcenterngbayan.gov.ph

Facebook : https://facebook.com/civilservicegovph/

Web : https://contactcenterngbayan.gov.ph/

2. DATA SHARING — NAME MATCHING

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

1 National Household Targeting Section/Policy and Plans Division

| Highly Technical

Government to Government (G2G) Government to Business (G@B),
| Government to Citizen

| -All NGAs, GOCCs, NGOs, CSOs, and Private Foundations for the
purpose of utilizing the data for social protection programs

&%n‘:ﬁmm.

1. Letter of Re
matching)
2. Electronic copy of the names to be matched

ns for name-

uest (indicating reaso
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Original copy of the resolution of Governing
Board authorizing head of agency to enter into
data sharing MOA with DSWD (for NGOs,
CSOs, Private Foundations)

Designated Data Protection Officer (DPO)
Valid Proof of Identities of the agency head and
DPO

Memorandum of Agreement

1

The unesting

Certificates; (a) Certificate of orientation on the
DPA, (b) Certificate on Acknowledgement
Receipt of the copy of the law, IRR and its
issuances, (c) Physical Setup Certification and
(d) Organizational, Technical, and Security
Setup Certification.

Party
will endorse their letter
of request with attached
e-copy of names for
name matching to
NHTS.

1. Receive and record
the request in the
document
transaction/tracking
system

1.1 Endorse request
for approval to the
PPD Chief

Note: Administrative
staff will advise the
requesting party that
they will receive an
email or call after 1
working day on the
approval of their
request and the
expected schedule of
release of the resuits

b LRI

NHTS PDO and ITO

) i s R 5 i e T
5 minutes Administrative

Assistant

None

2.Decide if the request
is for processing of not.

¢ The PPD Chief
input comments
and decisions and
endorse to the
NHTS-PDO/RFC

None 2 hours PPD Chief

3.Inform the requesting
party on the
approval/disapproval

Project
Development
Officer

None 10 minutes
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of the data request
based on the DSWD
MC 12, s 2017

o/f approved ~the
inspection  meeting
will be scheduled
including preparation
of documentary
requirements for
submission.

e [f disapproved-
inform the
requesting party of
the disapproval

2. Requesting party will 4. Orient the None 2 hours NHTS
attend the scheduled requesting party on Inspection
orientation with the PDO Listahanan and Team
discussion of the
Salient Provision of
the Data Privacy Act
4.1 Hand-over of the
copy of the law, its
IRR and the
issuances of the NPC
5. Review all None 2 hours RFC
3. Compliance and submitted
Submission of signed documentary
Memorandum of requirements
Agreement and including MOA
documentary requirements | submitted by the
to NHTS requesting party.
Information
5.1 Make a schedule Technology
with the requesting Officer
party on the
inspection meeting.
4 Requesting Party will 6. Check on the None 1 day NHTS
present their IT facilities to capability of the Inspection
the NHTS inspection team second party to Team

protect the
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Listahanan data

¢ Inspect the IT
facilities of the
requesting party

e Collection of
documentations
based on data
requirements

*Note-NHTS conduct
signing of the
certifications of the
inspection completion
and exit conference

7.Certification will be | None 35 minutes RFC
attached to the MOA

and endorsed to the

Department’s Data

Protection Officer

8. Assess the MOA, None 1 day DSWD Data
its purpose and Protection
attachments. Officer

9. Review and sign None 3 days DSWD Data
the MOA. The signed Protection
MOA will be Officer
endorsed to the

NHTO for data

processing

10. The approved None 1 hour Information
request is endorsed Technology
to the ITO to assess Officer

if the attached
electric copy of
names is in
accordance with the
template required.

« if not in accordance
with the required
template-inform the
requesting party for
revision

e If in accordance-ITO
shall inform the
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administrative staff of
the schedule of
release of the results

11. Process the
request on a set
deadline, depending
on the volume or
number of names to be
matched.

None

1 day
(maximum
5,000
names)

Information
Technology
Officer

12. Review result of
name matching

None

3 days

Information
Technology
Officer

13. Secure the data by
adding password
protection to the file

13.1 Prepare Data
Release Form (DRF),
draft memo reply and
burn results in a
compact disc (CD).

Other storage device
may apply as long as it
is approved by the IT
Head and the storage
device is provided by
the requesting party

13.2 Counter sign the
DRF

13.3 Finalize the
memo, attach the Data
release Form (DRF)
and secure data then
forward it to the
administrative unit.

None

1 hour

Information
Technology
Officer

RFC

RFC

14. Sign the memo/
endorsement letter

None

1 hour

Regional
Director

15. Track and scan the
documents before
releasing the resuit to
the requesting party

None

5 minutes

Administrative
Assistant
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16. Give the password | None 5 minutes Information
of the file to the Technology
requesting party thru Officer
phone upon inquiry.
And administer CSMS
form per CART
guidelines.

*With possible extension | TOTAL: None 10 days, and 2 hours.

on the actual data
processing depending
on the volume of data
requirements, number of
names required, and the
compliance and
submission of the
documentary
requirements by the
requesting party

FEEDBACK AND COMPLAINTS MECHANISMS

How to send feedback

Kindly accomplish the Client Satisfaction Survey Form from the
receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173

E-mail: nhts focrg@dswd.go

How feedbacks are
processed

Every 15t 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 complaint/s in the comment section of the
Client Satisfaction Survey Form from the receiving admin staff of
the Section

How complaints are
processed

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

Contact Information of
CCB, PCC, ARTA

Concerned staff/requester may call the designated extension
number:

National Household Targeting Section
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3 Floor, Pahigayon Building

DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173

E-mail: nhts.focrg@dswd.gov.ph

ARTA : complaints@arta.gov.ph
PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines
Email : email@contactcenterngbayan.gov.ph
Facebook : https://facebook.com/civilservicegovph/

Web : https://contactcenterngbayan.gov.ph/

3. DATA SHARING - STATISTICS / RAW DATA REQUEST
Generation of source date, unprocessed anonymized data or numerical processed
data as requested by the client.

| National Household Targeting Section/Policy and Plans
| Division

| Complex

’ Government to Government (GZG) Government to
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1. Letter of Request (specify purpose
and data requested)

el DA S A SR G i |

1. The requesting | 1. receive andrecord | None | 10 Administrative
party (NGAs, the request in the minutes assistant
CSO0s / NGOs, document
LGUs, academe transaction/ tracking
etc.) sends a system.
communication
letter addressed
to the Regional 1.1 Forward the
Director for request to the PPD
request of Chief
statistical data/
raw data
generated from
Listahanan.
2. Review, input None | 5hours PPD Chief
comments and
approval in the request
based on MC 12, s.
2017 then endorse to
the NHTS RFC.
3.Review the None | 5 hours Regional Field
request, if the Coordinator
request is:

a. Notclear—In
case of vague data
request will
coordinate with the
data users to ciarify
the data
requirements. He/
She shall provide
recommendations on
other possible data
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that can be
requested if the
requested data is not
available in the

Listahanan database.

b. Clear-Endorse
request to the
Associates
Statisticians for data
generation

4. Generate the
requested data from
the Listahanan
database. The
generated statistical/
raw data can be in
excel or in the any
format available.

4 1. Draft reply letter/
memorandum

4.2. Submit to RFC

None

1 day

Associate

Statistician

5. Review generated
statistical/ raw data.

if the Statistical/ raw
data. If the
statistical/raw data is:

a. Not accurate-
Return the generated
statistical/ raw data
will be to the
associate
Statisticians for
revisions.

None

5 hours

Regional Field
Coordinator
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b. Accurate — Submit
the generated
statistical/raw data to
the PPD Chief.

6. Review facilitated
data, countersign
reply letter/
memorandum and
endorse to the NHTS
Regional Director for
approval and
release.

None

5 hours

PPD Chief

7. Further review the
facilitated data
request for approval
to release.

If the generated

statistics/ raw data is:

a. Not accurate and
acceptable — Return
the facilitated data
request to the
Statistics section for
revisions.

b. Accurate and
acceptable — Sign
the reply letter/
memorandum.

The facilitated data
request will be
approved for release.

None

5 hours

Regional

Director

2. Receive the
data requested

8. Facilitate the
release of the

None

10
minutes

Administrative
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approved data
request to the

requesting party.

e Administer the
CSMS form per
CART guidelines.

Assistant

Associate

Statistician

None | 4 days, 1 hour, 20 minutes

Total:

FEEDBACK AND COMPLAINTS MECHANISMS

How to send feedback Kindly accomplish the Client Satisfaction Survey Form
from the receiving admin staff of the Section
Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173
E-mail: s focrg@ds ov.ph

How feedbacks are Every 1%t week of the month, your feedbacks are

processed 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 complaint/s in the comment section of
the Client Satisfaction Survey Form from the receiving
admin staff of the Section

How complaints are Complaints received are consolidated every 30" day of
processed every month and will be part of the agenda during the
quarterly/ special meetings.
Contact Information of Concerned staff/requester may call the designated
CCB, PCC, ARTA extension number:
National Household Targeting Section
3" Floor, Pahigayon Building
DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City
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Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173
E-mail: nhts focrg@dswd.gov.ph

ARTA : complaints@arta.gov.ph
PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines
Email : email@contactcenterngbayan.gov.ph
Facebook : https:/facebook.com/civilservicegovph/

Web . https://contactcenterngbayan.gov.ph/

4. WALK-IN NAME MATCHING DATA PROCESS
Provision of data corresponding to the individual/s name matching request to
determine if a household is in the Listahanan database and its corresponding

poverty status.

~ | National Household Targeting Section/Policy and Plans Division

Simple

| G2G-Government to Citizen

1 -Any member of the household 18 years old and above

-Any household member below 18 years old, with written authorization

letter or government-issued ID of any adult HH member

In instances where the household is composed of minor members, only
he eldest member may file the grievance.)

. (Philhealth, SSS,LTO,BIR, Pag-ibig,
Comelec)

2. National Household Targeting

Section-Administrative Assistant
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Assistance Complaints
Center and present the
purpose.

?DSWD

Department of Social Weltare and Daovelopment

1. Attendi staff to ask
the client’'s purpose

1.1 Issue referral slip

1.2 Direct the client/s to
NHTS office

None

FIELD OFFICE
CARAGA

“Kakidad na Sorbisyo, Nalided na Buhay Siguredo”™

Officer and/or
clerk

2. The requesting party
will fill out the walk-in
name matching form

2. Receive and record
the request in the
document
transaction/tracking
system

2.1 Endorse request to
the Project
Development Officer
(PDO)

None

5
minutes

Administrative
Assistant 1]

3.Interview the client to
evaluate the validity of
the request as to its
purpose

rlf not valid-The PDO will
inform the client on the
grounds for the denial of
the request based on the
DSWD MC 12, s.2017.
End of process.

o I/f valid-Forward the
request to the
Information Technology
Officer for matching

Note: *In case, the ITO is
on official travel, the
client shall leave his/her
contact details.

None

10
minutes

Project
Development
Officer
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4. Process the name None 5 Information
matching request minutes Technology
Officer

Manual verification
Running of name
matching application

*Note: 1 day
processing time if the
ITO is on official

travel
5. Review and archive None 5 Information
result. minutes Technology
Officer
5.1 Endorse resuit to
the PDO
3. Receive Name 6. Present and explain | None 5 Project
Matching Result the result of name minutes Development
matching and Officer
administer the CSMS
form (per CART
Guidelines )
TOTAL None 45 minutes

FEEDBACK AND COMPLAINTS MECHANISMS

How to send feedback

Kindly accomplish the Client Satisfaction Survey Form from
the receiving admin staff of the Section

Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173
E-mail: s focrg@dswd.gov.ph

How feedbacks are
processed

Every 15t 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 complaint/s in the comment section of the
Client Satisfaction Survey Form from the receiving admin staff
of the Section.
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How complaints are
processed

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

Contact Information of
CCB, PCC, ARTA

Concerned stafffrequester may call the designated extension
number:

National Household Targeting Section
3 Floor, Pahigayon Building

DSWD Caraga, R. Palma Street,
Barangay Dagohoy, Butuan City

Tel. Nos.: (085) 342-5619 to 20 loc. 247
Telefax: (085) 815-9173

E-mail: nhts focrg@ds ov.ph

ARTA : complaints@arta.gov.ph
PCC: 8888

CONTACT CENTER NG BAYAN:

SMS - 0908 881 6565

Call : 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email . email@contactcenterngbayan.go
Facebook : : ook.c ilservicegovp
Web - https://contactcenterngbayan.gov.ph/
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1. Approval tor the conduct of research studies in DSWD Offices,
Centers, and Institutions

Aporoval is issued to inlernal and external researchers whoe intenc 1o conduct research
studtes related 1¢ o Invoiving the Department. The processing of requests 1o conguct
research studies in DSWE Oftices, Centers, and insttutions particulariy applies to
researchers who wash 1o acguere pnimary data through first-hard investigation, e.g..
face-lo-face intenviews, survey questonnaires. focused groun discussions, case study
among others from the DSWO inciuding chients benelicianes currently at s
Centers/Institutions. and or-going DSWD programs, projects and services wherein
therr mam subject 0! research study involves DSWD as an organization Beques! o
conduct such activities need to undergo research orotocol. Research in which target
respondents involve more than one (1) region shall seek the approvai of the PDPB
LCrector. Research requasts must be submitted to PDPB Director at least one (1)
marth before the projected start of data gathering activity.

On the other hand research reguests for the ‘oilowing need not go through the
protocol and may be approveu and provided by submilting a fefter of request
addressod to the head of the: concerned office, bureau, service or unit
e Observations andior photuvideo audio shoots at DSWD premises, except
those involving DSW2's chenls or benelciaries 1t a photo, audio or video of
client of beneliciary s essenbal tor the study, rescarcher shall secure th
nsent of the Center Head ChentBaneficiary
e Briebnginlerview onentalion sessions with key foca’ persons in the Central
CHice on genera! information about DSWD programs . policies and projects.
The Department however discourages requests for “practice interviews”™ of
DSWD personnel tor the scie purpose ot students zcquistion of interview
skl i consideraton of the valuable ime taken away from the personne! when
accornrogating student researchers
o Concuct o surveys with DSWD employees abhout subject malters that do not
drectly concern ine OUepariment or not related 1o the Departiment's program
aperanons
e Studies conducted by consultants researchers under the Technicai Assistance
Facitty (TAF) grant portiolio. The researchers. however shal! adhere on the
policies n undertakmny research and evaluation studies as stipulated in the
Guigelnas for the Conduct ot Research ana Evaluation in the DSWD.

Oftice or Division: Policy Developmen: and Planning Bureau (PDPB) -
~ Research and Evaluation Division (RED)
Classification: Highly Technical
Type of Transaction: G2C - Guvernmenrt to Citizen
' : | G2G - Government to Government
Who may avail: Imerna: rescarchers (e 9., DSWD pearsonnet

researching to pursue higher acadermic education)
and external researchers (e.g.. students, academe,
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other govarnment agences including members of
otner branches of government, lacal and
imternational organizanons or research institutions.
ang other independent researchers) who intend 1o
conduct research stuaies reiated to or involving the
Department .
CHECKLIST OF REQUIREMENTS | WHERE TO SECURE
If request shall not undergo
Research Protocol:
Roques! leller Researcher
if the request shall undergo
Research Protocol:

1. Reguest ietter Researcher

2 Research Request Form POPB-RED

3. Research Brief ~DPB-RED

4  Research Instruments | Researcher

e ' RESPON-
CLIENT TO PROCESSI |
STEPS AGENCY ACTION aE NG TIME | P?RBSL(EN
. - PAID

1. Submitthe 1. Hocawe requesl
roQue Rocoive the reques! None 4 hours Administra
eter citer addressed to hve ctaff
and/or th the BOPRE Diroelor PDPB
researct and’or the research
request request gocuments
documents

and encoge he
aetais n the ofhce's
racking system o
incoming documents
2 Furnmish researcher

wilh a recenving copy
of tne request letter
if request s received
through email, reply
and acknowledge
receimn:

1.3.Endorse to the
Divisicn Chiet
(PDPB-RED: for
assignment and
further instructions (f
any) 1o the concerned
technical staff
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AGENCY ACTION

14

o

1.6.

Seview the request
and assign o
avallable 1echnical
staff

.Review tne request

as to arearegon of
coverage (refor to
MC 10. s 2019
Section VI ltem No
4) 10 ensure that 1t is
sent 1o the correct
oftce. Otherwise
andorse 10 the
correct oftice
Assess the research
reguest i the reguest
shail undergo
asgarch protocol
e approval of ¢
OPB Director) usi
tre Chockhist |
RBeviewing Resadarch
and SWUD Data
Requests
1.6.1 Forrequests
that need not go
through the
protocol
endorss
researcher 1o the
concerned
DSWD
Othices/Burnaus
Sections: Units
(OBSUs) using
the Endorsement
0! Research and
SW Data
FRaques! Form
(either hard copy
Qf SOf Copy via
omail) then

95

FEES
7o processi  RESPON-
BE NG TIME PERSON
PAID |t
None 4 hours Owision
Chief or
OIC
PDPB-RED
None 4 hours r Technical
- Staff
POPB-RED

| None 4 houts Technical

Statt
PDPB-RED

None 2-4 days | Technical
Staf!
POPB-RED



CLIENT
STEPS

Suhmit
campliete
documoen
tary
require-
ments
(Request
letter
Acconmip
hshed
Research
Request

@ DSWD =
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AGENCY ACTION

request the
researcher to Hill
up the Chent
Siatslaction
Measuremen!
Survey leither
anline or paper-
based) and
proceed to step
3
1 6.2 Forrequests
‘hat need to go
through the
protocol review
subrmitted
docaments as o
HNPIetoNess
¢ documents
nplete
cesd
Othervase,
ass:s! the
esearcher in the
completon ¢
dcoccumentary

requrements and

frovige

nrentanon on the

research
Protoco:
7. Review of research
reques! with concerned

OBSUs ana Fuzld Othces

FCs)

2 1 Review and assess
the submilled
documents in
consultation vath the
concerned CBSUs
and FOs
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- RESPON-

SIBLE
PERSON

Technica

Staft
POPE-RED

Technica
Stafi
PDPB-RFD

Concerned
DSWD
0OBSUs and
FOs
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research
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FEES ;
' RESPON-
AGENCY ACTION TO | PROCESSL] “gip p
BE NG TIME PERSON
- PAID |
2.2.Receive the | None = 2days Techmical
commentsinputs and - Staft
recommendalions POPB-RED
from other ofthces
These shall be the
nasis for decsion o
approve; gisapprove
the request
2 3.To recommend Non 1 day Technical
Approval? Stalf and
Yes - Srepar insmn
scommenda Chie
PDPR-RED

r tor approval
ising the Outhng
Memorandum of
Rocommenda-
non on the
Resoarch
RKequest or
revicw ang nitial
of the Dvis.on
Chiet This shall
include the
consohdated
recommenda
ticns from the
concerned
08SuUsF0s

2.3.2. No
Communicate
adecsion to the
researcher and
ntorm them ot
rclevant revisions
‘hat are reeded
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FEES

. PAID

1o be made. Two
(2) days wili be
given to the
researcher (o
officrally respond
through a letter f
they will continue
or terminate theu
request I
puUrsung rouest,
ASk e
researcner o re
submil the
revised request
based on
DSWD
comments. thon
30 DACK 1 steg
- (therwise

queas! th
researcher to il
up the Chent
Sanstaction
Measurement
Survey (enther
onling or paper
tased) anc
proceed 10 step
3.

approve disapprove
request based on
recommendatons

10 approve?

111 Yes -intorm

researcher and
endorse to the
concerned

ORSUs F0s
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' RESPON-
SIBLE
PERSON

1.1.PDPB Director 10 None 1 day Director

PDPB

Technical
Staft
POPE-RED



CLIENT
STEPS

A

th

oMmpi
C Cl

Satisfa
tron
Measure
ment
Survay

1

2

FEES |

T0

AGENCY ACTION

Receiwve the

BE

PAID |

Coordinate with
theé: concorned
oltoe where the
resedreh regquest
was endorsed
and assist the
researcher in
matiers in
matters related to
conduct of aata-
gathernng
activities, then
request the
researchar to bl
up the Clent
Sansfacton
Measurernient
Survey (githe

nking paper

g d

proceed o step

None

accompished Chont
Saustaction
Moasurement Survey
teither onine ol papaor

based;

Total

None

nG e ¢ e
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|
PROCESSI | -
NG TIME 32
PERSON
15 minutes | Technica
Adminstra
tive Staff
PDPB RED
6 days and .
15 minutes
or 15 days
and 15
minutes'
r the iatter, I the roquest would not
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1. Obtaining Social Welfare and Development (SWD) Data and

Information

The SWD cata ana informaton is provided to internal and external rasearchers who
are requesting current and secondary SWD data and statstics from the Department
Request for SWO data and information need not go througn the protoco and may be
approved and provided by submiting a lofter ol request addressed to the head of the
concerned office. bureau, service or urit. Secondary SWD data refers 1¢ dala that has
alreacy been consolidated and or published by DSWD and readily availabie as public

document.
' Office or Division

' Classification

Type of Transaction

Who may avail

CHECKLIST OF
REQUIREMENTS

Reques! leter

 CLIENT STEPS |

1. Submi the
requiresd
gocumeant
(request
letter

K

AGENCY ACTION

| Pulicy Development anc Planning Bureau (PDPB)
|- Planning and Montoring Division {PMD)
L Simple

G2C - Guvernment to Ciizen

| G2G - Government to Government

CSWD personnel conducting research for the
purpose ol pursuing tigner academic education
and external researchers such as students,
acageme. other government agencies including
members of other branches ot government local
and internatonal orgarnizations or research
stitutions and other independont researchers who |
are requesting current ana seconcary SWD data

and statstics from tne Department.

WHERE TO SECURE

Requesting party

F$gs PROCES | RESPON-
BE SING SIBLE
_ PAID TIME PERSON
Recaive ara None 1h Administra-
acknowledge request minutes | tive Staft
for SWD data PDPB

1 1. Receawe the request
lerter then reques!
the requosting party
1 jogin intn the
Researcher's
_ogbook and
provide the
reguesting pany
with receiving copy
ol requast. it walk-t

Hent or print out
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AGENCY ACTION

tha request 'elier
ana acknowledye
receipt. it request s
received via ematl

12 Chack the
completenass of
information i the
request (e,
specitic data.
SCOpe coverage.
and year)

1.3 Encode the details
in the office's
fracking system for
ncoming
documen's

1 4. Endorse 10 the
Divisign Chief
PDP8 DMDI for
assignment and
firther nstruction
(1* any) 10 the
concerned technica
stall

1.5 Assign gata request
0 concernad
technical staff

1.6 Assess the data
reques! if the
data’intormation are
avanabic within the
office

Data avalable

within DSWD?

1.0 1. Yos, witnin
POPH
Prepare the
requested data
ntormaton
then proceed o
step 17
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F%s PROCES RESPON-
A SING | SIBLE
oap  TME | PERSON
| None | 5minutes | Administra-

tive Stat!

‘ POPB
Non 5 mmutes  Administra
live Staft
PDPA
Nore | 5 minutes  Division
Chie! or OIC
POPB-PMD
None 10 Technical
minules  Staft
PDPB FPMD
None Singie Technical
data: 1-3 Staf!
hours PDPE PMD
Muttple
data: 1
day
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AGENCY ACTION

162 Yes, wthin
other OBSUs
Endorse the
request 1o the
concerned
OBSU using
the
Endorsement of
Research and
SwoD D('”a
Reques! Form
nen reques!
the requeslting
party to hlt up
tre Chent
Sausfachon
teasuremen!
Survey (eithe
online or papet
based) and
vrocead 1o ste

NG
ntorm the
queshng
parly ot other
sources ot gata
nen request
the requesting
party o il gp
tre Chent
Satistaction
Moasurement
Survey (oither
anhne or paper-
Hased) and
proceed (o step
z
1 7 Prepare response
letter with the
requesled data tor
submission to the
Division Chied for
review, approval
and imitial
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FEES ' proOCES

10 RESPON-
B- SING SIBLE
PAID TIME | PERSOVN

None 30 Technical
minules  Statt
POPB-PMD
None 30 Techrica
minutes | Staf!
POPB-PMD
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d 555 PROCES  RESPON-
CLIENT STEPS AGENCY ACTION BE SING | SIBLE
: e PAID TIME PERSON
1.8 Review. approve. None 20 ' Division
ang endorse minutes | Cnief or QIC
response lefter with ! PDPB FPNM[D

lhe raquested data
1o the PDPB
Drrector tor
approval and
signature !
1.9 Approve and sign None 4 hours ‘ Director

the response letter PDPB
with the requested
dale . |

1.10. Send the None 30 Administra-
signed approved minuies  tve
response letter with Technica
ihe requested gata Stait
10 the requesting PDPB

party then request
the data user to til
n the Chent
Satistacthon

Moz uramaon!
Survey (sdhar
onkne or paper-
based) and proceed
10 step 2

Accomplish Receve the Naon 10 Admimstra-
the Client accompiushed Clent minutes | lives
Satislaction Sausfaction Technical
Measure- Measurement Survoy taf!
meni Survey (ether onling Or paper- PDF8-PMD
pased) . |
Total None 1 day, 1
hour, 10
minutes
or 1 day,
6 hours,
40
 minutes®
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FEEDBACK AND COMPLAINTS MECHANISM

How to send
' teedback

' How feecbacks are
processed

How 1o file a
compla:n®

How compiaints are
processed

nlact intormation
CR PCC ARTA

ResearchersiRequesting parties are requested 10 accomphish
the Client Satistaction Measurement Survey 1o be provided by
FDPB to monitor the mplernentation of tne research pratocol.
The ‘eedback torm shall be accomplisned after the processing
_of the requesl.

' Feedbacks are monttored and consolidaled hy the assigned
PDP3 Technica' Stati. Resoonses are analyzed and will form
par: of the Chent Satistaction Measurement Repor! The
recommenaations trom the researchers requesting partigs are
_considered 1o improve service delivery,
=eedback'remarks, inclucing complaints, may be indicated in
the Chent Satisfaction Measurement Survey and vail be
coursed through the assigned technical staff's emati for
appropriate responsae:action

Ir case of an appeal, the rescarchenreguesting parly may hie
a wntten appeal within 10 working days tron® receip! of the
nctice of disapproval.
PDPRB Technical Statt to recawe the appeal and endorsa
recommendation with the Division Chee!'s initials 10 the PDPE
Drrecior. Ar official response letter will be communicated to
the researcherirequesting pany intorming of the decision
Anti-Hed Tape Authority [ARTA;

R ; irtss i
8-478-5093
1-ARTA (2782)

Presidential Complaint Center (PCC)
o 1173 Fist

8888

Cunldu Center ng bayan (CCB

SERNC DAECICon e s;»{m_]\

(3‘%06 88°-6565 (SMS)

165 56 (caiu
ips ranebogk Lo evilsarvicegovphl (Facebook)
o Atact anie; lt gyan.aov pr (Web)
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3. Issuance of Certificate of Authority to Conduct Fund-Raising
Campaign to Individual, Corporation and Organization: Regional
Temporary Permit During State of Emergency/Calamity

The process of assessing the applicant person, groups. corporation, organization or
association's eligibility for Solicitation Permit to conduct Regional Fund Raising Campaign
during State of Emergency/Calamity.

Office or Division: Standards Section — DSWD Field Office

Classification: Complex Transaction

Type of Transaction: Government to Client (G2C)

Who may avail: Person/s, group/s, corporations whether profit or non-profit,
organizations or associations desiring to solicit or receive
contributions for charitable, social and public welfare purposes

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

A For Person/s desiring to solicit or receive contributions for response to victims of
state of emergency/calamity

1. One (1) Duly Accomplished Application | « Standards Section (SS) of the concerned DSWD
Form signed by the Agency Head or his/her | Field Office
authorized representative

e https://www.dswd.qgov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 2 - DSWD-SB-PSF-002: Application Form

2. Project Proposal including the Work and | e https://www.dswd.gov.ph/downloads-forms-
Financial Plan (WFP) for the intended public [ downloads-public solicitation forms/
solicitation. approved by the Head of Agency

Annex 5 - DSWD-SB-PSF-003: Project Proposal
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3. Undertaking to comply with the remaining
requirements during the validity of the issued
solicitation permit

» https://www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 7 - DSWD-SB-PSF-006: Undertaking

4. Fund Utilization Report for those applying
for renewal of their solicitation permit (Annex 12).

» https://www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 12 - DSWD-SB-PSF-011. Fund Utilization

Report

5. Additional Requirements for Persons e Applicant
a. Two vald government issued

Identification Cards

b. Barangay Certification attesting to the

applicants integrity and capability to launch a

fund raising activity

6. Official Receipt as proof of payment of e Applicant

processing fee issued by the concerned DSWD
CO-FO Finance Management Unit (FMU)
Applicant

For Person/s representing an unorganized/unregistered group

1. One (1) Duly Accomplished Application Form
signed by the applicant person or head of agency
or his/her authorized representative

° Standards Section (SS) of the concemed
DSWD Field Office

° https.//'www dswd gov.ph/downloads-forms-

Annex 2 - DSWD-SB-PSF-002: Application Form

2. Project Proposal including the Work and
Financial Plan (WFP) for the intended public
solicitation, approved by the Head of Agency

. hitps:/www.dswd.qov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 5 - DSWD-SB-PSF-Q03: Project Proposal

3. Undertaking to comply with the remaining
requirements during the validity of the issued
solicitation permit

. https://www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 7 - DSWD-SB-PSF-006: Undertaking
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4. Additional  Requirements for  Persons
representing an informal/unorganized group

a. Two valid government issued Identification
Cards

b. Barangay Certffication attesting to the
applicant’s integrity and capability to launch a fund
raising activity

¢. Endorsement Letter from the group the person
Is representing with

° Applicant

5. Official Receipt as proof of payment of
processing fee issued by the concemed DSWD
CO-FO Finance Management Unit (FMU)

° Applicant

6. Fund Utillization Report for those applying for
renewal of their solicitation permit (Annex 12).

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

Annex 12 - DSWD-SB-PSF-011: Fund Utilization
Report

C. For Corporations, Organizations or Associations including SWDAs and Religious

Organizations

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

. Standards Section (SS) of the concerned
DSWD Field Office

® https://www. dswd.qgov. ph/downloads-
forms-downloads-public solicitation forms/

Annex 2 - DSWD-SB-PSF-002: Application
Form

2. Project Proposal including the Work and
Financial Plan (WFP) for the intended public
solicitation, approved by the Head of Agency

. hitps://www.dswd.qov.ph/downioads-
forms-downloads-public solicitation forms/

Annex 5 - DSWD-SB-PSF-003: Project Proposal

3. Undertaking to comply with the remaining
requirements dunng the validity of the issued
solicitation permit

. https://www.dswd.gov.ph/downloads-
forms-downioads-public solicitation forms/

Annex 7 - DSWD-SB-PSF-006: Undertaking

4. Fund Utilization Report of proceeds and
expenditures.

. https://www.dswd.gov.ph/downloads-
forms-downloads-public solicitation forms/

Annex 12 - DSWD-SB-PSF-010: Fund Utilization
Report

5. Official Receipt as proof of payment of
processing fee issued by the concerned DSWD
CO-FO Finance Management Service/Unit
(FMS/U)

® Applicant
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6. Sample of additional specific requirements
for each methodology to be used. such as:

a. Ticket. Ballots, Cards and similar forms

b. Donation Boxes. Coin Banks and other similar
forms

c. Benefits show such as fashion show. concert
and similar activities

d. Photo or Painting Exhibits and similar activities
e. Written request such as envelops. letters of
appeal, greeting cards and similar forms

f. Text message. e-mall. online post and other
types of solicitation using electronic devices

g. Mass media campaign through radio. television,
cinema, magazines, newspapers. billboards and
other similar forms

h. Sport activities for a cause such as fun run.
marathon. cycling and similar activities

i. Rummage sale. garage sale. sale of goods and
other similar forms

° Applicant

D. For Regional Offices of Government Agencies (GAs), government owned and
controlled corporations (GOCCs), and Local Government Units (LGUs) desiring to solicit

funds

1. One (1) Duly Accomplished Application Form
signed hy the Agenry Head or his/her authonzed

representative

. Standards Section (SS) of the concerned
DSWD Field Office

L] hilps /www dswd.gouv. ptivdow! oads-forms-
downloads-public solicitation forms/

Annex 2 - DSWD-SB-PSF-002: Application Form

2. Project Proposal including the Work and
Financial Plan (WFP)} for the intended public
solicitation, approved by the Head of Agency

. - 5 -

downloads-public solicitation forms/

Annex 5 - DSWD-SB-PSF-003: Project Proposal

3. Undertaking to comply with the remaining
requirements during the validity of the issued
solicitation permit

. https://www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/
Annex 7 - DSWD-SB-PSF-006: Undertaking

4. Official Receipt as proof of payment of
processing fee issued by the concerned DSWD
CO-FO Finance Management Unit (FMU)

. Applicant

5. Fund Utilization Report for those applying for
renewal of their solicitation permit (Annex 12).

. https:/www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 12 - DSWD-SB-PSF-011: Fund Utilization
Report
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6. Sample of additional specific requirements
for each methodology to be used. such as:

a. Ticket, Ballots, Cards and similar forms
b. Donation Boxes. Coin Banks and other similar

Applicant

forms

c. Benefits show such as fashion show. concert
and similar activities

d. Photo or Painting Exhibits and similar activities
e. Wnitten request such as envelops, letters of
appeal, greeting cards and similar forms

f. Text message. e-mail. online post and other
types of solicitation using electronic devices

g. Mass media campaign through radio. television,
cinema, magazines, newspapers. billboards and
other similar forms

h. Sport activities for a cause such as fun run,
marathon. cycling and similar activities

i. Rummage sale. garage sale. sale of goods and
other similar forms

Note to Applicant. The acceptance of applcation documents does not imply that the application is already
approved. The applicant must satisfy the assessment indicators based on DSWD Memorandum Circular No. 05

Series of 2021.

CLIENT
STEPS

AGENCY ACTIONS

FEES TO
BE PAID

PROCESSING
TIME

PERSON
RESPONSIBLE

A Facilitation Procedures for the Issuance of Temporary Regional Public Solicitation Permit

at the Standards Section of the concerned DSWD Field Office (Walk-in)

Step 1:] 1. Determine whether the submitted PhP500.00| 30 minutes Standards
Submission of | documents are complete. Section Support
Application Staff

if complete. receive the documentary
requirements and provide the
organization an acknowledgement
receipt and log the receipt of application
documents into the Document Tracking
System.

1.1.  Prepares billing statement for the
payment of the processing fee to Cash

Section

1.2.  Instruct the applicant to settle the
processing fee at the DSWD Field Office
- Cash Unit.

If incomplete. return ali documents
submitted accompanied by a checklist of
requirements for applicant Organization’'s
compliance.

Note: Application documents received after 3:00 PM shall be considered as a next working day transaction.
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Step 2: Awaits | Review and conduct assessment of the { None 4 hours NFRC Focal

the result of| submitted application documents for Person -

Assessment | ehlgibility and compliance to documentary Standards
requirements: Section - DSWD

May conduct validation  activities. e

collateral interview and/or agency visit, if

necessary.

Step 2a - If found compliant to

eligibility and documentary

requirements

1. Prepare Solicitation

Permit/Certificate and confirmation letter

of Authority to Conduct National Fund

Raising Campaign for endorsement to the

Office of the Secretary

2. 3ign and endorse the assessment

report. complete application documents

and Solicitation Permity Certificate of

Authority to Conduct Fund Raising Activity

to the Division Chief for endorsement to

the Office of the Bureau Director

Step 2: Awaits | Step 2b - If found non-compliant to | None 2 hours NFRC Focal
the result of | eligibility and documentary Person ~
Assessment | requirements Standards

1. Retum application documents to the g;?g%’,;cgswo
applicant with a letter citing reasons
for disapproval with  technical
assistance on how to rectfy non-
complhance and/or submit lacking
requirements.

2. Review and Sign the letter ciing | None 3 hours Standards
reasons for disapproval with technical Section  Heaad/
assistance on how to rectify non- Division
compliance and/or submit lacking Chiet/Regional
requirements. Director

4.1 Review and Sign assessment report | None 3 hours Standards

Step 3: Awaits
the result of
application

with complete appiication documents

4.2 Piepaied Ceilificate of Authorily o
Conduct Regional Fund  Raising
Campaign

4.3 Endorse to the Office of the Division
Chief Supervising the Standards Section

Section Head
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Step 4: Awaits | 5.1 Review and Sign assessment report | None 3 hours Duvision Chief
the result of | with complete application documents and
application Certificate of Authorty to Conduct
Regional Fund Raising Campaign
5.2 Endorse the same to the Office of the
Regional Director with recommendation
for approval and signing  of
Permit/Certificate of Authority to Conduct
Reqgional Fund Raising Campaign
Step §: Awaits | Approve and  sign Sohicitation  Permit/ None 5 hours NSWnN Regional
the resuit of | Certificate of Authornty to Conduct Director or
application Regional Fund Raising Campaign Authorized
Representative
Step 6: | Release/ transmits the approved/signed | None 30 minutes | Standards
Receive the | permit to the applicant with a letter of Section—- DSWD
Certificate instruction to  provide  orientation Field Office
conforming to the standard operating
procedures (SOP) in the inventory.
monitonng and utilization of solicited
funds
TOTAL
Complete and Compliant: | P500.00 Two (2) working days
Complete but Non-Compliant
and/or Incomplete Submission: | #500.00 6 hours
incomplete Submission: | None 30 minsites

B. Processing Procedures of Applications submitted at Field Office through Mail/Courier

STEP 1: Send the | Logreceiptintothe Document
Application Form together | Tracking System. This shall
with the prescribed | be route to the Assigned

documentary requirements
through Mail or Courier to
the concerned DSWD Field
Office who has jurisdiction
on the area for Solicitation.

Technical Staff.

None

Standards
Section Support
Staff in-charge
of incoming
documents

*10 minutes

Note: Application documents received after 3:00 PM shall be considered as a next working day transaction.
Step 2: Awaits the result | Review and conduct None 4 hours NFRC Focal
of Assessment assessment of the submitted Person —
application documents for Standards
eligibility and compliance to Section—- DSWD
Field Office

documentary requirements;

May conduct  validation
activities. collateral interview
and/or agency wvisit. if
necessary.

Step 2a - If found compliant
to eligibility and
documentary requirements
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1. Prepare Solicitation
Permit/Certificate  and
confirmation  letter  of
Authority to  Conduct
National Fund Raising
Campaign for
endorsement to the
Office of the Secretary

2. Sign and endorse the
assessment report,
complete apphcation
documents and
Solicitation Permit/
Certificate of Authorty to
Conduct Fund Raising
Activity to the Diision
Chief for endorsement to
the Office of the Bureau

Director
Step 2: Awaits the result | Step 2b - If found non-| None 2 hours NFRC Focal
of Assessment compliant to eligibility and Person —
documentary requirements Standards

3. Retun application STl

d Field Office

documents to the
applicant with a letter
citing reasons for
disapproval with
technical assistance on
how to rectify non-
comphance and/or
submit lacking
requirements.

4. Review and Sign the | None 3 hours Standards
letter citing reasons for Section Head/
disapproval with Division
technical assistance on Chief/Regional
how to rectify non- Director
compliance and/or
submit lacking
requirements.

Step 3: Awaits the result | 4.1 Review and Sign None 3 hours Standards
of application assessment report  with Section Head
complete application

documents
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4.2 Prepared Certificate of
Authonty to Conduct Regional
Fund Raising Campaign

4.3 Endorse to the Office of
the Division Chief Supervising
the Standards Section

Step 4: Awaits the result

of application

51 Review and Sign
assessment report  with
complete apphcation
documents and Certificate of
Authority to Conduct Regional
Fund Raising Campaign

5.2 Endorse the same to the
Office of the Regional
Director with
recommendation for approval
and signing of
Pemit/Certificate of Authority
to Conduct Regional Fund
Raising Campaign

None

3 hours

Division Chief

Step 5: Awaits the result

of application

Approve and sign Solicitation

Permit/ Certificate of Authority
to Conduct Regional Fund

Raising Campaign

None

5 hours

DSWD Regional
Director or
Authorized
Representative

Step 6:
Certificate

Receive the

Release/  transmits  the
approved/signed permit to the
apphlcant with a letter of
instruction to provide
orientation conforming to the
standard operating
procedures (SOP) in the
inventory. monitoring and
utilization of solicited funds

None

30 minutes

Standards
Section—-DSWD
Field Office

TOTAL

Complete and Compliant:

£500.00

Two (2) working days

Complete but Non-Compliant
and/or Incomplete Submission:

£500.00

6 hours

Incomplete Submission:

None

30 minutes

Note 1: If the concerned FO is affected by the Emergency situation. the application can be filed
directly at the DSWD Standards Bureau — DSWD Central Office

Note 2: Applications for Regional Temporary Solicitation Permit is waived during Disasters/

Calamities armidst State of National Emergency shall follow the same faciitation procedures.

However. during these instances. the payment of the processing fee is waived in favor of the Applicant
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4. Issuance of Certificate of Authority to Conduct Fund-Raising
Campaign to Individual, Corporation, Organization and Association:
Regional Regular Permit

The process of assessing the applicant person. corporation, organization or
association's eligibility for Solicitation Permit to conduct Regional Fund Raising Campaign
in Norma! Situation.

Office or Division: Standards Section - DSWD Field Office

Classification: Complex Transaction

Type of Transaction: Government to Client (G2C)

Who may avail: Person/s whose child. relative or friend ailing of chronic ailments

as endorsed by the LSWDO or a SWDA; non-stock, non-profit
organizations; regional offices of government agencies (GAs),
GOCCs and LGUs; and. SWDAs with updated/valid Certificate
of Registration. License to Operate and/or Accreditation

CHECKLIST OF REQUIREMENTS | WHERE TO SECURE

A. For Person/s whose child, relative or friend ailing of a chronic ailment as endorsed by
the Local Social Welfare and Development Office (LSWDO)

1. One (1) Duly Accomplished Application Form | e  Standards Section (SS) of the concerned
signed by the Agency Head or his/her authorized | DSWD Field Office
representative

e  https://www dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 2 - DSWD-SB-PSF-002:
Application Form

2. Project Proposal including the Work and Financial | «  hitps:/www.dswd . gov.ph/downloads-forms-

Plan (WFP) for the intended publc solicitation, | downloads-public solicitation forms/

approved by the Head of Agency
Annex 5 - DSWD-SB-PSF-003: Project

Proposal

3. Notarized Written Agreement or any similar { ¢  Applicant
document signifying the intended beneficiary's
concurrence as recipient of the fundraising activity.

For children beneficiaries. only the parent/s of the
child/children or matemal/paternal relative/s may sign
the document in behalf of the child.

4. Duly signed Social Case Study Report and | ¢ Applicant
endorsement from the Local Social Welfare and
Development Office (LSYWDQO)

5. Medical Certificate/Abstract and/or Treatment| ¢ Applicant
Protocol signed by the attending physician or the
hospltal's records section

6. Signed Memorandum of Agreement (MOA)| e« Applicant
between the DSWD and the LSWDO of the concemed
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LGU stating therein their commitment to monitor the
applicant’s solicitation activities and to submit post-
reportorial requirements to the issuing DSWD Office.

7. Pledge of Commitment (Annex 11)

https://www dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 11 - DSWD-SB-PSF-010: Pledge of
Commitment

8. Official Receipt as proof of payment of processing
fee issued by the concerned DSWD CO-FO Finance
Management Unit (FMU)

Applicant

9. Fund Utilization Report for those applying for
renewal of their solicitation permit (Annex 12).

e https./www.dswd.gov.ph/downloads-forms-

downloads-public solicitation forms/
Annex 12 - DSWD-SB-PSF-011: Fund Utilization
Report

B. For Person/s whose child, relative or friend ailing of a chronic allment as endorsed by

a registered, licensed and/or accredited Social

Welfare and Development Agency (SWDA)

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

e Standards Section (SS) of the concerned
DSWD Field Office

hitps.//www dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 2 - DSWD-SB-PSF-002: Application Form

2. Project Proposal including the Work and Financial
Plan (WFP) for the intended public solicitation,
approved by the Head of Agency

httgs://vwvw,dswd.gov.gh/downloads-forms-
downloads-public solicitation forms/

Annex 5 - DSWD-SB-PSF-003: Project Proposal

3. Notarized Written Agreement or any similar
document signifying the intended benefictary’'s
concurrence as recipient of the fundraising activity.

For children beneficiaries. only the parent/s of the
child/children or maternal/paternal relative/s may sign
the document in behalf of the child.

Applicant

4. Endorsement or Certification from Licensed and
Accredited SWDA allowing an individual to solicit
funds under theirr name or responsibility

Applicant

5. Board Resolution or any document authorizing
the conduct of public solicitation

downloads-public solicitation forms/

Anncx 10 D3SWD 3B PGF 008: Board

Resotulion

6. Official Receipt as proof of payment of processing
fee issued by the concerned DSWD CO-FO Finance
Management Unit (FMU)

Applicant

7. Fund Utilization Report for those applying for
renewal of their solicitation permit (Annex 12).

s  hitps://www . dswd.gov.ph/downloads-forms-

downloads-public solicttation forms/
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Annex 12 - DSWD-SB-PSF-011: Fund Utilization
Report

C. For Non- Stock, Non-Profit Corporations, Organizations or Associations

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

e Stancards Section (SS) of the concemned
DSWD Field Office

»  hitps./www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 2 - DSWD-SB-PSF-002: Application Form

8. Project Proposal including the Work and Financial
Plan (WFP) for the intended public solicitation,
approved by the Head of Agency

e hitps.//www.dswd.gov.ph/downioads-forms-
downloads-public solicitation forms/

Annex 5 - DSWD-SB-PSF-003: Project Proposal

9. Certified True Copy (CTC) of Certificate of
Registration with SEC which has jurisdiction to
regulate the endorsing SWDA, and Articles of
Incorporation and By-Laws. if new applicant

e Applicant

10. Updated Certificate of Good Standing. or Updated
Certificate of Corporate Filing/ Accomplished SEC
General Information Sheet (GIS) from any of the
above-mentioned regulatory government agency that
has junsdiction to regulate the applying organization
or agency.

e Applicant

11. Updated Profile of Govermning Board or its
Equivalent in Government Organizations

e hitps.//www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 6 - DSWD-SB-PSF-004: Profile of
Governing Board

12. Board Resolution or any document authorizing
the conduct of public solicitation

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

Annex 10 - DSWD-SB-PSF-008: Board

Resolution

13. Notarized Wrtten Agreement or any similar
document signifying the intended beneficiary/ies
concurrence as recipient of the fundraising activities.
For children beneficianes. only the parent/s or
maternal/paternal relative/s may sign the document in
behalf of the child.

14. Pledge of Commitment

e Applicant

s  hitps://www dswd gov ph/downloads-forms-
downloads-public sglicitation forms/

Annex 11 - DSWD-SB-PSF-009: Pledge of
Commitment

15. Endorsement or Certffication from any but not
himited to the following agencies that allow/s applicant
to undertake solicitation activities in their agency's
jurisdiction. as applicable:

a. Director of Private Schools

e Applicant
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b. Schools Superintendent of Public School

c. Head or authorized representative of National
Government Agencies (NGAs)

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

e. Bishop/Parish Priest/Minister or Head of Sect or
Denomination

f. Others

16. Fund Utlization Report of and

expenditures.

proceeds

e https.//www.dswd gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 12 - DSWD-SB-PSF-010: Fund Utilization

Report
17. Official Receipt as proof of payment of processing | e  Applicant
fee issued by the concerned DSWD CO FO Finance
Management Service/Unit (FMS/U
18. Sample of additional specific requirements for| «  Applicant

each methodology to be used, such as:

a. Ticket, Ballots. Cards and similar forms

b. Donation Boxes. Coin Banks and other similar
forms

c. Benefits show such as fashion show. concert and
similar activities

d. Photo or Painting Exhibits and similar activities
e. Wnitten request such as envelops. letters of
appeal, greeting cards and similar forms

f. Text message. e-mail. online post and other types
of solicitation using electronic devices

g. Mass media campaign through radio. television.
cinema. magazines, newspapers. billboards and
other similar forms

h. Sport activities for a cause such as fun run,
marathon, cycling and similar activities

1. Rummage sale. garage sale, sale of goods and
other similar forms

D. For Regional Offices of Government Agencies (GAs), government owned and
controlled corporations (GOCCs), and Local Government Units (LGUs) desiring to solicit

funds

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

e Standards Section (SS) of the concerned
DSWD Field Office

« https://www. dswd.gov.ph/downloads-forms-
downlioads-public solicitation forms/

Annex 2 - DSWD-SB-PSF-002: Application Form

8. Project Proposal including the Work and Financial
Plan (WFP) for the intended publc solicitation.
approved by the Head of Agency

e« htips.//www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 5 - DSWD-SB-PSF-003: Project Proposal
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9. Whntten authorization from Head of Government | e  Applicant
Agency for the intended solicitation activity that also

ensure strict compliance to the standard ratio of funds

utilization

10. Official Receipt as proof of payment of processing | «  Applicant

fee issued by the concerned DSWD CO-FO Finance
Management Unit (FMU)

11. Fund Utilization Report for those applying for
renewal of their solicitation permit (Annex 12).

«  https://www.dswd .gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 12 - DSWD-SB-PSF-011: Fund Utiization
Report

12. Sample of additional specific requirements for
each inwlhodulogy o be used. such as.

a. Ticket, Ballots, Cards and similar forms

b. Donation Boxes, Coin Banks and other similar
forms

c. Benefits show such as fashion show. concert and
similar activities

d. Photo or Painting Exhibits and similar activities
c. Written request such as envelops. letters of
appeal, greeting cards and similar forms

f. Text message. e-mail. online post and other types
of solicitation using electronic devices

g. Mass media campaign through radio. television,
cinema, magazines, newspapers. billboards and
other similar forms

h. Sport activities for a cause such as fun run,
marathon, cycling and similar activities

i. Rummage sale. garage sale. sale of goods and
other similar forms

e Applicant

E. For Social Welfare and Development Agency (SWDA) with updated/valid registration,

licensing and/or accreditation

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

e Standards Section {SS) of the concerned
DSWD Field Office

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

Annex 2 - DSWD-SB-PSF-002: Application Form

2. Project Proposal including the Work and Financial
Plan (WFP) for the intended public solicitation,
approved by the Head of Agency

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

Annex 5 - DSWD-SB-PSF-003: Project Proposal
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3. Notarized Wntten Agreement or any similar
document signifying the intended beneficiary's
concurrence as recipient of the fundraising activity.

For children beneficianes, only the parent/s of the
child/chitdren or maternal/paternal relative/s may sign
the document in behalf of the child.

s Applicant

4. Endorsement or Certification from Licensed and
Accredited SWDA allowing an individual to soficit

funds under their name or responsibility

e Applicant

5. Board Resolution or any document authornzing
the conduct of public solicitation

e htips./www.dswd.gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 10 - DSWD-SB-PSF-008: Board
Resolution

6. Official Receipt as proof of payment of processing
fee issued by the concerned DSWD CO-FO Finance
Management Unit (FMU)

= Applicant

7. Fund Utilization Report for those applying for
renewal of their solicitation permit (Annex 12).

e https://'www . dswd gov.ph/downloads-forms-
downloads-public solicitation forms/

Annex 12 - DSWD-SB-PSF-011: Fund
Utilization Report

8. Sample of additional specific requirements for
each methodology to be used. such as:

a. Ticket, Ballots. Cards and similar forms

b. Donation Boxes, Coin Banks and other similar
forms

c. Benefits show such as fashion show. concert and
similar activities

d. Photo or Painting Exhibits and similar activities

e. Wntten request such as envelops. letters of
appeal. greeting cards and similar forms

f. Text message. e-mail. online post and other types
of solicitation using electronic devices

g. Mass media campaign through radio. television.
cinema, magazines, newspapers. billboards and
other similar forms

h. Sport activities for a cause such as fun run,
marathon, cycling and simifar activities

1. Rummage sale, garage sale. sale of goods and
other similar forms

e Applicant

Note to Applicant. The acceptance of application documents does not imply that the
application is already approved. The applicant must satisfy the assessment indicators based
on DSWD Memorandum Circular No. 05 Series of 2021.

CLIENT AGENCY ACTIONS

STEPS

PERSON
RESPONSIBLE

PROCESSING
TIME

FEES TO
BE PAID
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A Facilitation Procedures after receipt of compiete application documents from the applicant
of Regional Public Solicitation Permit at the concerned DSWD Field Office

Step 1:
Submit
Application

Applicant submits application documents
to the Standards Section of the
concerned DSWD Regional Office.
Applications could be  submitted
personaily or sent thru e-mail or courier.
And wait for the response of the of the
concerned DSWD Regional Office
a. Standards Section concerned
Technical Staff reviews the
completeness and correctness of
the submitted application
documents based on the
checklist received either
personally. thru couner or e-mail

If complete. forward  application
documents to the Standards Section
Support Staff. for tracking

If incomplete. the Technical Staff of
Standard Section of the concerned
DSWD-FO shall then provide the
applicant with the necessary technical
assistance to rectify the gap and/or
submit lacking requirements. Provides
applicant with checklist of requirements

None

2 Hours

Applicant

Standards
Section
Technical Staff

Step 2:
Receives
reference
number for
tracking

a. Receives application documents and
logs its receipt into the document
tracking system

b. Provides the applicant with document
reference number for easy tracking
either in person, couner or e-mail.

c. Prepares billing statement for the
payment of the processing fee to
Cash Section

d. Provide instruction to the applicant to
pay the processing fee at the Cash
Section of the USWD tield Uffice

If the application documents arc
recveived vidg couner or e-imail, inforimn
the Standards Section Technical staff
to inform applicant for the payment of
the processing fee

None

1 Hour

Standards

Section Support
Staff

Step 3:
Payment of
processing
fee

a. Applicant proceeds to the Cash
Section or to the nearest LBP Branch
or via online and pay the processing
fee of PhP500.00

PhP500.00

1 Hour

Applicant
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b. Cash Section accepts payment for
processing fee and issue official
receipt and provide instruction to
return a photocopy of the receipt to
the Standards Section

c. Applicant photocopies receipt and
submit the same to the Standards
Section of the concerned DSWD Field
Office

d. Waits for the release of Solicitation
Permit/ Certificate of Authority to
Conduct Fund Raising Campaign to
be released within two (2) days after
receipt of complete application
documents

Cash Section
Cashier/ Support
Staff

Applicant

Step 4:
Submission
of the OR for
attachment to
the
application

a. Recewves photocopy of the official
receipt for the processing fee and
attached the same to the application
documents

b. Routes the complete application

documents including photocopy of
official receipt to the Head of the
Standards Section

None

1 Hour

Standards
Section Support
Staff

Note: Application documents received after 3:00 PM shall be considered as a next working day transaction.

Step 5:
Waiting  for
the result of
the
application

a. Provides written notes/ instructions
for appropriate action of the
concemed Standards Section
Technical Staff

b. Endorse application documents to
the concemed Standards Section
Technical Staff, for appropriate action

c. Standards Section concerned
technical staff receives application
documents and conducts
assessment of the application for the
issuance of solicitation permit

d. Acknowledges receipt of application
documents and transmit it thru e-mail
or courier

If found eligible and compliant. facilitates
the preparation of Solicitation
Permit/Certificate of Authonty to
Conduct Fund Raising Campaign and

None

4 Hours

Section Head
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Conforme Letter and endorse the same
to the Section Head for review.

If found non-eligible. non-compliant or
both, technical staff immediately or
within the day of receipt of application
provide the applicant with technical
assistance on fund raising requirements
per M.C. 5 series of 2021 to rectify the
gap and/or submit lacking requirements

e. Takes proper action relative to the
inputs/ comments/ correction
provided by either the Section Head.
Division Chief or the Regional
Director for application documents
and Solicitation Permiv/Certfficate of
Authority to Conduct Fund Raising
Campaign not found in order and
return the same to the Section Head
for onward endorsement to the
concermned Division Chief

f Section Head receives and reviews
the application documents including
the prepared Solicitation Permit/
Certificate of Authority to Conduct
Fund Raising Campaign endorsed by
the technical staff.

If found in-order. affix her initial and
endorse the same to the concerned
Dwision Chief for further review and/or
onward endorsement to the Office of the
Regional Director. for approval and
signature

If found not in-order. provide
comments/inputs/comrections and retum
the same to the technical staff

g. Logs is receipt to the Document

Tracking System

None

1and 1/2
Days

1 Day

1 Hour

Technical Staff
Standards
Section

Section Head
Standards
Section

Concemed
Division Chief
Support Staff
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h. Route apphcation documents 1 Day Division Chief
including prepared Solicitation Permiv/ Concermned
Certificate of Authority to Conduct Division
Fund Raising Campagn to the
Division Chief

Concerned Division Chief receives and

reviews application for solicitation permit

and the prepared Solicitation

Permit/Certificate of Authority to Conduct

Fund Campaign.

If found in-order. endorsed the same to 30 Minutes e T

the Office of the Regional Director for nggioonéle

approval and signature .

PP g Director Support
If found not in-order. return the same to Staff
the Standards Section for proper action
i. Logs its receipt to the Document

Tracking System

i. Route  application documents
including prepared  Solicitation
Permity Certificate of Authority to
Conduct Fund Raising Campaign to
the Regional Director

k. The Regional Director reviews
application documents including the
prepared Solicitation Permit/ Regional
Certificate of Authority to Conduct 1 and 1/2 Director
Fund Raising Campaign Days DSWD Field

Office

If found in order. the Regional Director
approves applicaton for solicitation
permit and signs the prepared
Solicitation Permit/Certificate of Authority
to Conduct Fund Raising Campaign and
transmit the same to the Standards
Section for issuance
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If found not in order. return the same to
the Standards Section through the
concerned Division Chief for appropriate
action

Logs the receipt of the approved
Solicitation Permit /Certificate of
Authority to Conduct Fund Raising
Campaign to the Document Tracking
System

. Endorse the same to the Standards

Section Head. for further instructions

Receives  approves  Solicitation
Permit/ Certificate of Authority to
Conduct Fund Raising Campaign and
endorse the same to the concerned
Standards Section Technical Staft
and provide nstructions to the
Standards Section Technical Staff for
its release to applicant

Receives approved application for
solicitation permit and the signed
Solicitation Permit/ Certificate of
Authonty to Conduct Fund Campaign
and 1ssue the same to the eligible and
compliant applicant

issue and e-mail the approved
Solicitation  Permit/Certificate  of
Authority to Conduct Fund Raising
Campaign including the Conforme
Letter to the applicant

Facilitates the accomplishment of the
Customer Satisfaction Survey to the
applicant for the services rendered
and ensures its return to the
Standards Section for consolidation

Provides a copy of the issued permit
to the Records and Archives
Management Unit (RAMU) of the
Adrmmmistiative Divisiun

20 Minutes

1 Hour

4 Hours

Concerned
Duvision Chief
Support Staff

Section Head

Standards
Section

Standards
Section
Technical Staff
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Stap fi: Issuance of tha Salicitation PRrmit to Nona 10 minutas Standards
Rceceipt of the the succeasful apphcant Section
signed  and Technical/
approved b. Acknowledge/receives signed and Support Staff
Solicttation approved Solicitation Permit and sign |
Permit Conforme Letter Applicant
c. Transmit signed Conforme Letter to
the Standards Section, DSWD
Regional Office
Total No. of Days £500.00 Seven (7) Working Days
Complete but Non-Compliant and/or Incomplete
Submission: P500.00 Three (3) Working Days
None 30 minutes

Incomplete Submission:

“The number of minutes shall be included on the total 7 working days.
** This does not include the travel ime of documents from the DSWD Field Office to the Applicant. and

vice versa.

5. Registration of Private Social Welfare and Development Agencies
(SWDAS) - Operating in more than one Region

The process of assessing the applicant organization with operations in more than one
region to determine whether its intended purpose is within the purview of Social Welfare and

Development.

Office or Division:

Standards Compliance Monitoring Division (SCMD) -
Bureau. DSWD Central Office

Standards

Classification: Complex

Type of Transaction:

Government to Client (G2C)

Who may avail:

region

All Private Organization that intends to engage in Social Weifare
and Development Activities Operating in more than one (1)

CHECKLIST OF REQUIREMENTS I

WHERE TO SECURE

1. One (1) onginal copy of Duly Accomplished
Application Form

Road,

e DSWD Centra! Office - Standards Bureau (SB) IBP
Constitution Hills,

Complex. Quezon City

Batasan Pambansa

e Any DSWD Fleid Office - Standards Section
(Regions 1. 1. 111, IV-A. V. VI, VI VIl IX. X, X1, Xl
CAR. Caraga. MIMAROPA & NCR)

™ httgs://www.dswd.gov.gh/downloads-

2/publications 1/
Application Form for Registration

Annex 1. DSWD-RLA-F001
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2. One (1) photocopy of Updated Certificate of

Registration  and

Incorporation and by-laws indicating that the
organization’'s primary purpose 1s within the
purview of social welfare and development
that gives a

personality to a non-stock non
organization to operate in the Philippines

issued by SEC

latest Artcles of

juridical
~profit

e Sgcurities Exchange Commission

(SEC) -

Company Registration and Monitonng Department

Secretanat

Building.

Boulevard. Pasay City. 1307

PICC Complex.

Roxas

3. One (1) onginal copy of any of the following:

e Handbook or Manual Operations of its
programs policies and procedures to
attain its purposes

e Brochure

e Duly signed Work and Financial Plan for
at leasl two (2) years

o hltps://www.dswd.qov.ph/downloads-

2/publications 1/ Annex 4. DSWD-RLA-F004 Manual

of Operation

hilps://www.dswd.gov.ph/downloads-

2ipublications 1/Annex 5. DSWD-RLA-FG0S5 Brochure

e hitps://www.dswd.gov.ph/downloads-

2/publications 1/ _Annex 9. DSWD-RLA-FO09 Work

and Financial Plan

Note to Applicant: The acceptance of application documents does not imply that the application is
already approved. The apphcant must satisfy the assessment indicators for Registration based on

DSWD Memorandum Circular No. 17 Series of 2018.

CLIENT STEPS AGENCY ACTIONS FEES TO | PROCESSING PERSON
BE PAID TIME RESPONSIBLE
A. Assessment Procedures for Walk-in Applicants

STEP 1: Secure | Provide the client the copy of None Support Staff

application form angd | application form and {Standards Bureau

other templates on - SB)

Regstration thru the

DSWD Website/

Standards Bureau

STEP 2:

1.1 Submiy file | 1.1 If complete. receive the None *15 minutes | Support Staff in
application and documentary charge of all
supporting requirements and INcoming
documents. provide the organization documents

an  acknowledgement {Standards Bureau
1.2For applicant receipt and log the - SB)

organizations with receipt of application

complete documents into the

requirements. Document Tracking

shall have System.

acknowledgement

receipt of the | 1.2Provides the walk-In

submitted apphicant wvith document

documentary reference number for

requirements.

easy tracking
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1.3 For

incomplete
requirements. the
applicant

organization shall

1.3 Iif incomplete. return all

documents  submitted
accompanied by a
checklist of
requirements for

DSWD
Bureau the photocopy
of the Official Receipt
(OR).

Standards

official receipt of the

processing fee

sign the applicant Organization's
acknowledgement compliance.
of the returned
documents and
the checkhst of the
lacking
requirements.
STEP 3: If complete. | Prepares billing statement None ‘15 minutes | Support  Staff in-
settle the required | and instrucls applicant to charge of the
processing fee. proceed to the Fmnancial issuance of Billing
Management Service statement
(DSWD Cashier, 2"° Floor, (Standards Bureau
Matapat Building) for the - SB)
payment of the necessary
fee or thru onhne at
https:/iviww 1bp- #1.00000 Cashier {Financial
eservices com/egps/portal/: and Management
ndex jsp Service)
Process payment and
issued Oficial Receipt.
STEP 4: Provide the | Attach the photocopy of the Ncne Support  Staff in

charge of all
incoming
documents
(Standards Bureau
- 8B)

Note: Application documents received after 3:00 PM shall be considered as a next working day transaction.

STEP 5: Wail for the
result of
assessment.

the

1.1 Logs and endorses the
applicatton documents
to concerned Seclion
and technicai staff

1.2 Conducts desk review of
the received application
as lo the completeness
and complance. The
submitied documents
must satisfy the cntena
that the applicants must
be engaged mamnly or

generally in  Social
Welfare and
Development Activities.
Other supporting
documents may be
requesled o the

None

2 days and 30
minutes

Support  Staff n
charge of incoming
documents
{Standards Bureau
- SB)

Technical Staft/
Section Head/
Division Chief/
Bureau
Director/Assistant
Secretary/
Undersecretary
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applicant SWDA to
support said cnteria

1.30nce the applicant
organization satisfies the
prescribed
requirements, the
technical staff assessing
the documents shall
prepare the
Confirmation Report and
the Certificate of
Registration.

Confirmation
with  attached
Certificate of
and

1.4 Prepares
Report
draft
Registration
Executive Summary

1.5 Reviews and approval of
the Confrmation Report;
endorsement for
approval of the
Registration Certificate

1.6 Approval and Signing of
Registration Certificate

1.7 Approval and Signing of
Registration Cerlificate

STEP 6: Receive the | Send the Confirmation None 1 hour Support Staff in-
Certificate and | Repont and nolfy the (depending on | charge of oulgoing
confirmation letter. availability of the Certificate the choice of | documents
of Registration for release the appiicant) | (Standards Bureau
through vanous means per - 8B)
preference indicaled in the
application form. (dwrect
pick-up Or courer)
TOTAL
For Complete and Comphiant: | #1.000.00 3 working
days
For incomplete Submission: None 15 minutes

B. Processing Procedures of Applications submi

tted at Standards Bureau through Mail/Courier:

STEP 1. Send the|1.1Logs it into the None *5 minutes Support Staff in-

Application Form Documentation charge of incoming

logether with  the Transaction documents

prescribed Management  System (Standards Bureau

documentary {(DTMS) - SB)

requirements through

mail or courier to: SCMD Support
1.2 Updates the DTMS and 30 minutes Staff

Standards Bureau

endorses the application
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DSWD Central Office.

IBP Road. Batasan
Pambansa Complex.
Constitution Hilis,

Quezon City.

documents to concerned
Section and technical
staff

Note: Application documents received after 3.00 PM shall be considered as a next working day transaction.

STEP 2: Wall for the
result of the
assessment.

2.1 Conducts desk review of

the received application
as to the compleleness
and compliance. The
submitted  documents
must salisty the critena
that the applicants must
be engaged mainly or
generally in  Social
Welfare and
Development Activities.
Other supporting
documenits may be
requested to the
applicant SWDA 1o
support said crtena.

2.2 If found non-compliant

to eligibility and
documentary

requirements, return
application documents
to the apphcant with a
letter citing reasons for
disapproval with
technical assislance on
how to reclify non-
compliance and/or
submit lacking
requirements.

None

1 day. 1 hour
and 40
minutes

Technical Staff
{Standards Bureau
- SB)

SCMD Support
Staff/Technical
Staff/ Section
Head/ Division
Chief/ Bureau
Director

2.3 if found both complete

and compliant,
prepares and endorses
the Confirmation Report
with  aitached  draft

Certificate of
Reg:stration and
Executive

in the Confirmation

Report. the link for filling-
up the Client Satisfaction

Measurement Form s
stated
2.4 Updates DTMS and

Review and approval of
the confirmation report;

None

1 day. 5 hours
and 20
minutes

SB/SCMD Support
Staft/Technical
Staff/Section
Head/Dmision
Chief/Bureau
Director/ Assistant
Secretary/
Undersecretary
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endorsement for
approval of the
Registration Certificate

Approval and Signing of
Registration Certificate

Approval and Signing of
Registration Cerlificate

STEP 7: Receive the | Send the Confirmation None 1 hour Support  Staff in-
Certificate and | Repot and notify the (depending on | charge of outgoing
confirmation letter. availability of the Certificate the choice of | documents

of Registration for release the applicant) | (Standards Bureau

through various means per - 8B)

preference indicated in the

application form. (direct

pick-up or courier)

TOTAL
For Complete and Compliant: { #1.000.00 | 3 working days
For incomplete Submission: None 1 day, 2 hours and

15 minutes

*The number of minutes shall be included on the total working days

** This does nof include the travel time of documents from the DSWOD Field Office to the Central

Office, and vice versa.

6. Registration of Social Welfare and Development Agencies (SWDAS)

Operating in One Region

The process of assessing the applicant person/individual. corporation, organization or
association operating only in one region whether its intended purpose is within the purview

of social welfare and development.

Office or Division:

DSWD Field Office — Standards Section

Classification:

Simple

Type of Transaction:

s Government to Client (G2C)
e Government to Government (G2G)

Who may avail:

(1) region

All eligible person/individual.
association intending/ already engaging in SWD activities in One

corporation,

organization or

CHECKLIST OF REQUIREMENTS |

WHERE TO SECURE

A. For applicant person/individual, corporation, organization or association
intending/already engaging in SWD activities

1. One (1) Duly

Accomplished and | e

Notarzed Application Form

(Note: Per Secretary's advisory. dunng
stale of public heaith emergency,
Application need not be nolanzed)

MIMAROPA & NCR)

Any DSWD Field Office - Standards Section (Regions .
L IV-AL VO VL VL VL X, X XL X, CAR. Caraga.
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hitps://www.dswd.qov.ph/downloads-2/publications
Annex 1. DSWD-RLA-FO01 Appiication Form for
Registration

2 Updated Copy of Cerlificate of|e Securities Exchange Commission (SEC) - Company
Registraton and latest Articles of Registration and Monitoring Department Secretariat
Incorporation and By-Laws. indicating Buikding. PICC Complex. Roxas Boulevard, Pasay City.
that the organization’'s pnmary purpose 1307
1s within the purview of social welfare
O e Y SEC that | | Any SEC Extension Office (Baguio Cily. Tarlac City.
gives a jundical personalily to a non- ‘
stock non-profit organization to operate Legazpt City. Cebu City. liollo City. Cagayan De Oro
n the Phiiippines. City, Davao City. Zamboanga City)

‘Not applicable to Government

Agencies.

3. Copy of any of the following:
3.1 Handbook or Manual of Operations | ¢  htips://www dswd.gov.ph/downloads-2/publications
of its programs. policies and procedures Annex 4. DSWD-RLA-F004 Manual of Operation
to atlain its purposes.
3.2 Brochure s hilps//waww dswd.gov.ph/downloads-2/publications 1

Annex 5. DSWD-RLA-FQ05 Brochure

3.3 Duly signed Work and Financial | ¢  hiips:/iwww dswd.gov.ph/downicads-2/publications1
Plan ( for two succeeding years) by the Annex 9. DSWD-RLA-F009 Work and Financial Plan
Head of Agency

4. Copy of Official Receipt (OR) of| s Applicant

process:ng fee on registration amounting
to P 1.000.00

Note to Applicant. The acceptance of appiication documents does not imply that the application is already
approved. The apphcant must satsfy the assessment indicators for Registration based on DSWD

Memorandum Circular No. 17 Senes of 2018.

CLIENT STEPS AGENCY ACTIONS FEES TO | PROCESSING PERSON
BE PAID TIME RESPONSIBLE
A. Pre-Registration Procedures for Walk-in Applicants

STEP 1:
Secure appiication | Provided the client  with None -- Support  Staff
form thru the DSWD | application form and checklist of {Standards
Website or from the | requirements Section- Field
DSWD Field Office Office)
STEP 2:
1.1 v i N { t Staff
2 |.ca§§:ml af:g t. Determine whether the one S S#:rg?ar otfa a'?!
PP i submitted documenils are incoming
Zuppo m? complete. documents
ocuments.

1.1. if complete. receive the (Standards
12 For applicant| documentaryrequirementsand Section-  Field
Organlzahon with prOV"de the Organlzatlon an O“'ce)
complete acknowiedgement receipt and

iog the receipt of application Officer of the
requirements. recewe |~ ments into the Document day (Standards
the acknowiedgement Tracking System
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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 facking
requirements.

1.2 Logs its receipt in the

document tracking system
{DTMS).

1.3 Provides the walk-in
applicant  with  document
reference number for easy
tracking.

1.4 I incomplete. return all
documents submitted

accompanied by a checkhst of
requirements for applicant
Organwization's complance.

Seclion-
Office)

Field

STEP 3: If Complele. | Prepares billing statement None 10 minutes | Support Staff in
Seitle the required charge on the
processing fee and Issuance of
make payments 1o Billing
Cash Section or thru Statement
online. (Standards
Section- Field
Office)
Process payment and issues | #1.000.00| 20 minutes | Cashier
Official Receipl. (Cashier
Section-FO)
STEP 4: Provide the | Attach the photocopy of the None 5 minutes Support Staff in
DSWD Standards | official receipt of the processing charge on the
Section the pholocopy | fee. Issuance of
of the Official Receipt Biiling
(OR). Statement
(Standards
Section- Field
Office)
STEP 5: Ensure that | Provides the applicant the Client None Standards
the Client Satisfaction | Satisfaction Measurement Form 5 minutes Section Support
Measurement Form is StaffTechnical
duly accomplished Staff
and emailed/via
courer by the
applicant to the
Standards Bureau
Note: Application documents received after 3.00 PM shall be considered as a next working day transaction.
STEP 6: Wall for the | 1.1 Routes 1o Standards None 25 minutes Support  Staff
result of the | Seclion the Application (Standards
assessment. Documents. Section- Field
Office)
1.2 Receiwves incoming None 30 minutes Standards
applications and assigns to Section Head/
concerned technical staff.
1.3 Concucts desk review of the None 3 hours Assigned

received application as o

Technical Staff
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completeness and compliance.
The submitted documents must
satsfy the crteria that the
apphicants must be engaged
mainly or generally in Social
Welfare and  Development
Activities.  Other  supporting
documents may be requested o
the applicant SWDA to support
the said critena. If compiete and
compliant. nolify the applicant
SWDA on the payment for
processing fee.

1.1 incomplete. prepares an
acknowledgement letler with

checkhst of documents
indicating the lacking
requirement.
Preparation of the Confirmation None 5 hours and | Assigned
Report with attached draft 25 minutes Technical Staff/
Certificate of Registration and
prnnting of Security Paper(
SECPA).
Review and approval of the None 7 hours Standards
Confirmation Report; Section Support
Endorsement for Approval of the Staff/Standards
Registration Certificate Section Head/
PPD Chief!
ORD  Support
Staft! Regional
Director
STEP 7: Signs in the | Releasing of the Certificate of None 30 minutes | ORD / ARDA /
logbook for received | Registration to the SWDA Standards
certificale thru pick-up. Seclion
TOTAL
For Complete and Comphant: P1.000100 s ol T
For incomplete Submission
Walk-in: [ None 30 Minutes
Courer: 2 days
B. Processing Procedures of Applications submitted at Standards Bureau through Mail/Courier:
STEP 1. Send the| 1.1 "Received” stamp the None 30 minutes Support  Staff
Application Form document and logs its (Standards
together with the receipt into the document Section- Field
prescribed tracking system. Office)
documentary
requrements  through | {2 Endorse the document to

Mail or Courier to:

Standards Bureau
DSWD Central Office,

seclion head.
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B Road.
Pambansa
Constitution
Quezon City.

Batasan
Complex,
Hills,

Note: Application documents received after 3.00 PM shall be considered

as a next working

day transaction.

STEP 2: Wait for the
result of documents
review.

Receives incoming applications
and assgns lo concerned
technical staff.

Provides notes/ instructions for
action to concerned technical
staff.

None

30 minutes

Standards

Section Head

1.1 Review the submitted
documents as to completeness
and compliance. both in form
and substance. The submitted
documents must salisfy the
criteria that the applicants must
be engaged mainly or generaily
in Social Wellare and
Development Actvites. Other
supporting documents may be
requested to the applicant
SWDA to support the sad
criternia.

1.2 If complete and
compliant. notfy the SWDA on
the payment for processing fee.

1.3 If incomplete. an
acknowledgement letter with
checkiist of requirements shall
be returned to the applicant.

None

3 hours

Technical

Staff

{Standards

Section-
Office)

Fleld
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STEP 3: Wait for the | 1.1 Prepares the Confirmation | None S hours and | Support  Staff
result of the Report with attached 25 minutes |in charge of
assessment. Certificate of Registration in incoming
Security Paper (SECPA) documents
and duplicate copy. (Standards
Section- Fieid
1.2 Reviews and provides 2 hours and 25 | Office)
minules
inpuls and endorses the
Confirmation Report  with il
Section Head/
attached  Certfficate of Stagdands
Registration i Securily
Paper (SECPA) and
duplicate copy to the PPD
Chief for initial. 4 hours and 10 | Standards
minutes Section
1.3 Review and approval of the Support Staff/
Confirmation Report; PPOD
Endorsement for Approval of Chiet/ORD
the Regsstration Certificate Support Staff/
Regional
Director/
Step 4: Receive the| Send the Confirmation Report | None 30 minutes Support  Staff
Cerlificate and | and notify the availability of the (Standards
confirmation letter. Certficate of Registration for Section- Field
release through various means Office)
per preference indicated in the
application form. (direct pick-up
or courier
TOTAL
For Complete and Compliant: £1,000.001) 3 o e
For Incomplete Submission
Walk-in: | None 30 Minutes
Courer: 2 days

*The number of minutes shall be included on the tolal 3 working days.
** This doces not include the travel hme of documents from the DSWD Fieid Office to the Central Office.

and vice versa.
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8. Licensing of Private Social Welfare and Development Agencies

(SWDAs) - Operating in One Region

The process of assessing the qualifications and authorizing a registered SWDA to
operate as a Social Work Agency or as an Auxiliary SWDA operating in one region.

Office or Division:

DSWD Field Office — Standards Section

Classification:

Highly Technical

Type of Transaction:

Government to Client (G2C)

Who may avait:

ALL Private SWDAs Intending to Operate in One Region

CHECKLIST OF REQUIREMENTS WHERE TO SECURE
1. One (1) Duly Accomplished and Notarzed Any DSWD Field Office - Standards Section
Application Form (Regions 1. 1L, 1L IV-A, V. VL. Vi, VIl X X XL

XIl. CAR. Caraga. MIMAROPA & NCR)

hitps://www.dswd.dov. ph/downloads-2/ Annex 2.
DSWD-RLA-F002 Apphcation Form for
Licensing

2. 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 administrative  pclicies,

https:/!mvw.dswd.qov,ph!downloads-Zf Annex
22 DSWD-RLA-F022 Profile of Employees

https:l!www.dswd.qov.ph.’downloads-Z/ Annex 4.
DSWD-RLA-F004 Manual of Operation
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procedures and strategies to attain its
purpose/s among others

c. Profile of Board of Trustees

d. Certified True Copy of General Information
Sheet issued by SEC (One (1) copy)

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

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

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

21. DSWD-RLA-F021 Profile of Governing Board

Sccurities 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. Hoillo City.
Cagayan De Oro City. Davao City. Zamboanga
City)

Board resolution by the Organization

hitps //www.dswd.gov ph/downioads-2/ Annex 9.
DSWD-RLA-F009 Work and Financial Plan

3. ADDITIONAL REQUIREMENTS

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

c. Documents Establishing Corporate
Existence and Regulatory Compliance

1. For Center Based (Residential and Non-
Residential Based)
Copy of the valid safely certficates namely:
a. Occupancy permit (only for new buildings)
or Annual Building Inspection/Structural
Salety Certificate {for old buildings)

b. Fire Safety Inspection Certificate

c. Water Potability Certficate or Sanitary
Permt

Photocopy of the Memorandum of
Agreement/Contract of Partnership and Certified
by the Head of Applicant Organization

hitps //www.dswd.qov.ph/downloads-2/ Annex
22. DSWD-RLA-F022 Profile of Employees

City/Municipal  Engineenng Office of Local
Government Unit covenng 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 Indigenous People
(NCIP) Regional Office where the NGO operates.
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For appiicant serving within

the Anceslrai

Domains of Indigenous People (IP) - Photocopy

of NGO Accreditation from NCIP,

with the DSWD that

a. Certfication from DSWD Office and/or
other concerned government agencies that
the applicant 1s free from any financial
liability/obligation

For applicant with past and current partnership

involved transfer of funds

DSWD Field Office -~ Financial and Management

Service

Government Agency where the Organization

implemented of

programs.

implements projects and

Note to Applicant. The acceptance of application documents does not imply that the application 1s already
approved. The applicant must satisfy the assessment indicators for Licensing based on DSWD
Memorandum Circular No. 17 Sernes of 2018.

CLIENT STEPS AGENCY ACTIONS FEES TO | PROCESSING PERSON
BE PAID TIME RESPONSIBLE

A. Assessment Procedures for Waik-in Applicants

STEP 1. Secure |Provides client application | None 10 minutes | Support  Staff

applicaton form thru |form. and  checkiist  of (Standards

the DSWD Woebsite/ | requirements Section-  Field

Standards Seclion - Office)

Fieid Office

STEP 2:

1.1 Submit/ file | 1.1 Receive the documentary Support Staff in
application and requirements and provide | None *20 minutes | charge of all
supporting the applicant organization incoming
documents. with an application documents

reference number for easy (Standards

1.2For applicant tracking and reference. Section-  Field

organization with Office)
complete 1.2 Determine whether the Officer of the
requirements. submitted documents are day (Standards
shall have complete. Section- Field
acknowledgement Office)
receipt of the
submitled 1.31f complete. provide the
requirements. organization an

acknowledgement receipt

1.3 For incomplete and log the receipt of
requirements, the application documents into
applicant the Document Tracking
organization shall System (DTS) for
sign the Standards Section - Fieid
acknowledgement Office.
of the relurned
documents  and | 1.4lf incomplete. return ali
the checklist of the documents submitted

accompanied by a checklist
of requirements for
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lacking
requirements.

applicant
complance.

Orgaruzation's

STEP 3: \f Complete. | Prepare Biling Statement and None *20 minutes | Support Staff in
Seltle the required | instruct applicant to proceed to charge on the
processing fee. the Cash Section of DSWD issuance of
Field Office Billing
Statement
(Standards
Section-  Field
Office)
Process payment and issues | #1,000.00 *15 minutes | Cashier
Official Receipt. {Cashier
Section-FO)
STEP 4: Prowide the | Acknowledge the photocopy of | None *15 Minutes | Support Staff
DSWD Standards | the Official Rece:pt from the (Standards
Section the pholocopy | applicant Organ:zation. Section-  Field
of the Officzal Receipt Office)
(OR).
Step 5: Accomplish | Provide the applicant | None *5 minutes Support Staff
and drop the | Organization the Customer's (Standards
Customer's Feedback | Feedback Form Section-  Field
Form on the dropbox. QOffice)

Note: Applications rece

wved after 3:00pm shall be considered as a next working day transaction.

STEP 6: Wail for the
result of the
documents review and
notice of vahdation
assessment.

Review the submitted
documents as to
compleleness and
comphance. both in form and
substance. The submitted
complete documents must
satisfy the following Cnitena:

1.1

iIn case a new applicant
SWDA applying to operate a
residential care facilty. the
apphicant must establish the
need for a residental facility
serving a particular seclor
and the absence of related
facility to cater them. e.g.
Situationer.

Applicant has employed a
sufficient number of duly
qualiified staff and/or
registered social workers 1o

supervise and lake charge of

ts social weifare and
development activities and/or
social work inlerventions in
accordance with
slandards.

the set

None

2 working days

Technical Staff
(Standards
Section-
Office)

Field
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i Applicant must submit a duly
certified financial statement
that at least seventy percent
(70%) of s funds are
disbursed for direct social
work services while thirty
percent (30%) of the funds
are disbursed for
administrative sences.

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

v.Applicant keeps record of all

social development and/or
weifare activities it
implements.

Note: Criteria iv and vi are
only apphcable for those
SWDAs that are already in
operation prior to apphcation
for License to Operate.
1211¢ complete and
compliant. an
Acknowledgment Letter and
Notification on the proposed
schedule on the conduct of
Validation WVisit shall be
prepared.

1.2.2 if found incomplete or
non-compliant, the
Acknowledgement Letter
prepared shall contain the
checklist of requrrements to
be secured and compled.
This wil be sent to the
applicant SWDA together with
all the application documents
submitted.

that are complete and

1.3 Review and approvat of the | None 2 working days | Section

Acknowledgement Letter Head/Division

including its attachments. Chief/Regional
Director
{Standards
Section-  Fieid
Office)

STEP 7: Confirm the | For those with requirements { None *30 minutes Technicat Staff
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proposed Valdaton | compltant. Confirmation  of {Standards
Visit Validation Visit. Section-  Field
Office)
STEP 8: Assist the | Conduct of Validation visit None 1 working day | Technical Staff
Assessor dunng the per agreed | {(Standards
conduct of Validalion schedule Section-  Field
visit. Office)
Step 9: Accomplish | Provide the applicant | None ‘5 minutes Technical Staff
and place the | Organizaton the Customer's {Standards
Customer's Feedback | Feedback Form Section-  Field
Form on a sealed Office)
envelope.
STEP 10: Awails the | 1.1 Prepare  Confirmation | None 3 working days | Techmcal Staff
result of the licensing | Report {Standards
assessment 1.2.1 I favorabie. the Technical Section- Field
Staft shall draft Confirmation Office)
Report and Draft Certificate of
License to Operate.
122 if not favorable. the
Technical Staff shall detai the
Assessors Findings and the
agreed compliance date of the
Action Plan.
1.3.1 If favorable. review and | None Favorable: Section
approval of the Confirmation 8 working days | Head/Division
Report and the Draft Certfficate Chief
of License to Operate. Unfavorable: | (Standards
7 working Section- Field
1.3.2 If unfavorable, review and days Office)
approval of the Confirmation
Report.
1.4.1 If favorable. for approval Favorable: Regional
and signature of the Certficate 3 working days | Director
of License to Operate. (Standards
Section-  Field
142 | unfavorable. the Unfavorable: | Office)
Support Staff shall send the 2 working
Confirmation Reporl to the days Support Staff
SWDA through emall and via (Standards
courier. Section-  Field
Office)
STEP 11: | Send the Confirmaton Report | None 1 working day | Support  Staff
Acknowledge the | and notfy the availability of the (depending on { (Standards
receipt of the | Certificate of License lo the choice of | Section-  Field
Certificate of License | Operate for release through the applicant) | Office)
to Operate. various means per preference
indicated in the apphcaton
form. {direct pick-up or courier)
TOTAL
For Complete and Compliant: P R.0001007 1 20'woritRics
For Incomplete Submission: | None 17 working days
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10. Pre-Accreditation Assessment of Social Welfare and Development
Programs and Services (Licensed Private SWAs and Public SWDAs)

- Operating within the Region

Refers to the process conducted by the Standards Section of the concerned DSWD
Field Office to determine the readiness of the SWDA to meet the set standards on SWD
programs and services being delivered to its client prior to SBs accreditation.

Office or Division: DSWD Field Office - Standards Section
(Regions I. 11, Hi, IV-A. V. VI, VIi, VIIL, IX, X, XI. XII. CAR.
Caraga. MIMAROPA & NCR)

Classification: Highly Technical

Type of Transaction: o Government to Client (G2C)

e Government to Government (G2G)

Who may avail: New applicant Registered and licensed SWDA operating

within the region.

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE

1. One (1) onginal copy of the Duly U
Accomplished Application Form

Any DSWD Fieid Office - Standards Section
(Regions 1. 11 i IV-A. VOV VI VL IX, X, X
Xll. CAR. Caraga. MIMAROPA & NCR)

hitps //www dswd.gov.ph/downloads-2/ Annex

3. DSWD-RLA-FO03 Appiication Form for
Accreditation

2. Pre-accreditation assessment .

e For New Applicant. submit one (1) ongmnal
copy of the pre-assessment conducted by
concerned Field Office covering the Area of
Operation °

e For Renewal. submit one (1) orniginal copy of
the assessment tool signed by the SWAs
Head of Agency

hitps /www.dswd.gov.phiissuances’#MCs
for Rezmidential Amended Administrative Order
No. 11, 5.2007 Entitled Revised Standards on
Residential Care Service

o Commurity Based Please email
sb@dswd.gov.ph

3. One (1) Original Copy of each of the foliowing
Documents Establishing Corporate Existence
and Regulatory Compliance

a. Certification of no derogatory information ®
issued by SEC (for those operating more than
six {6) months upon filing of the application
(not applicable for Public SWDA)

b. ABSNET Membership

Securities Exchange Commission (SEC) -
Company Registraton and  Monitoning
Department Secretanat Buiding. PICC
Complex. Roxas Boulevard. Pasay City. 1307
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Certification from the Regional ABSNET
(RAB) President or Chairperson of the Cluster
ABSNET (CAB) or the authorized ABSNET
Officer attesting the active ABSNET
membership of the applicant SWDA.

For RAB President. the Standards Section
shall be the one to issue the required
certfication.

e hips://www dswd.gov.ph/downloads-2/ Annex

23. DSWD-RLA-F023 ABSNET Active
Membership

4. One (1) Onginal Copy of each of the

foilowing Documents Establishing Track
Record and Good Standing

1. Duly signed Work and Financial Plan for
the two (2) succeeding years

2. Notanized Updated Certification from
the Board of Trustees and/or funding
agency lo financally support the
organization's lo operate for at least two
(2) years. {not applicable for Public
SWDA)

3. Annual Accomplishment Report

previous year

4. Audited Financial Report of the previous
year

5. Profle of Clents served for the
preceding and current year

hitps://www dswd.gov.ph/downloads-2/ Annex
9. DSWD-RLA-F009 Work and Financial Plan

Board Resolution by the Organization

hitps J/iwww dswd.qov.ph/downloads-2/ Annex
6. DSWD-RLA-F006 Accomplishment Report

https://www dswd.gov.ph/downioads-2/ Annex
8. DSWD-RLA-F008 Audited Financial
Statement

https //www dswd.gov.ph/downioads-2/ Annex
20. DSWD-RLA-F020 Profile of

Clients/Beneficianies Served

One (1) Onginal Copy of each of the

following Documents Establishing
Corporate Existence and Regqulatory
Compliance

1 Declaration of Commitiment from the
apphicant of no support to tobacco in
compliance to the prowisions of EO 26
senes of 2017(Providing for the
establishment of smoke-free
Environments in Public and Enclosed
Places) and RA 9211 (Tobacco
Regulation Act of 2003)

nips /waww dswd.gov.ph/downloads-2/ AO 11
s2019 Annex A Declaration of Commitment

One (1) Ornginal Copy of each of the following
Basic Documents

1.

Manuatl of Operation containing the SWDAs
program and admunistrative  policies.

hitps //www dswd.gov.ph/downicads-2/ Annex
4. DSWD-RLA-F004 Manual of Operation
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procedures and slralegies to attain its
purpose/’s among others

2. Profile of Board Trustees (Nol applicable to
Public SWDAs)

3. Profile of Employees and Volunteers: Al
least one (1) full time staff who will manage
its operations

4. Certilied True Copy of General Information
Sheet 1ssued by SEC (not applicable for
Public SWDA)

Note: The first 4 Basic Documents are needed if
only there is an update or amendment on
documents recently submitted to DSWD
Standards Bureau.

For those operating in more than one region
1. One (1) oniginal copy of the List of main
and satellite/branch offices with contact
details. if any.

For Applcant SWA's
Placement Services:

2. One (1) Onginal Copy of the Certffication
from DSWD or one (1) photocopy of the
certificate of training attended by the hired
RSW related to child placement service.

3. Certified True Copy of General Information
Sheel issued by SEC (not applicable for
Public SWDA)

implementing  Child

4. For Center Based (Residental and Non-
Residential Based) AND Community Based.
Copy of the valiid safety certificates namely:

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

b. Fire Safety inspection Certficate
Water

c. Potability Certificate or Saniary
Permit

e hlips//www dswd.gov.ph/downioads-2! Annex

21. DSWD-RLA-F021 Profile of Governing
Board

e hitps://www.dswd.gov.ph/downioads-2/ Annex
22. DSWD-RLA-F022 Profile of Employees

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

e hitps://vwww.dswd.gov.ph/downloads-2/ Annex
7. DSWD-RLA-F0OO7 List of Main and Sateliite
Office

e hitps://veww dswd.qov.ph/downloads-2/ Annex
22. DSWD-RLA-F022 Profile of Empioyees

e Securities Exchange Commission (SEC) -
Company Registraion and  Monitoring
Department Secretanat Building. PICC
Complex. Roxas Boulevard. Pasay City. 1307

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

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

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

e National Commission of Indigenous People
(NCIP) Regwonat Office where the NGO
operates
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5. For applicant serving within the Ancestral
Domains of Indigenous People (IP} -
Photocopy of NGO Accreditation from NCIP

For

7. Signed Data Privacy Consent Form

applicants with past
partnership with the DSWD that involved
transfer of funds.

and current

e Field Office-
Service Und

Financial
or

and Management
concemed Govemment

Agency where the Organization implemented
or implements projects and programs.

e Appiicant

Note to Applicant. The acceptance of application documents does not imply that the appfication is already approved.
The applican! must satisfy the assessment indicators for Accreditaton pased on DSWD Memorandum Circutar No

17 Sernes of 2018.

CLIENT STEPS AGENCY ACTIONS FEES TO |PROCESSING PERSON
BE PAID TIME RESPONSIBLE
A. Request received through courier/email (7 days)
STEP 1: Secures Upload and make available None None SWDA/
application form thru of the necessary DSWD Field
the DSWD Website/ documents In the DSWD Office
Field Office websile
STEP 2: Submuts the Receives the documentary None 30 minutes Support Staff
application requirements. stamped the in charge of all
documents. gel a receiving copy and provide incoming
stamped receiving the applicant SWDA with documents
copy of the an apphcation reference
documents submiited number for easy tracking.
and reference
number for follow up
of the request.
Note: Application documents received after 3:00 PM shail be considered as a next working day

transaction.

STEP 3. Awails the
resuit of the
documents review
and notice of pre-
accreditation
assessment.

1. Conducls desk review
of the documentary
requirements:

1.11f complete. prepares
acknowledgement

letter indicating the
schedule of the pre-
assessment:

1.2 if Incompiete. prepares
an acknowledgement
lefter indicating the
checklist of
documents be
submitted

to

None

6 days. 7 hours
30 minutes

Technical Staff/

Sectton Head/
Division  Chief/
Regtonal
Direclor
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Step 4: Receive the Prepare necessary None Depends on Technical Staff
acknowiedgment documents: pre- the SWDA
letter from the DSWD assessment tool. power
Field Office: point presentation. special
If the order, elc.
acknowiledgement
ielter indicates that
the submitled
documentls are
complete and
comphant,  confirm
the schedule of the
pre-accreditation
assessment lo the
DSWD Feld Office.
If the
acknowledgement
letter indicates that
the submitied
documents submitled
are incomplete and
non-comphant,
comply and submit
the facking
requirements.
STEP 5: For the Conducts the pre- None Minimum of 2 | Technicai Staff/
SWOA with complete accreditation assessment working days | SWDA
3nd t comphant (viual or actual visil) ?:p:ndlngon
ocuments. e Programs
paricipate in the through _ the lollowing and Sergwces
conduct of pre- activites: Focus Group for
accreditation Discussion with Clients Accreditation
assessment Interview with the staff
Review of documents
Ocular inspection
Action  Planning/  Exit
Conference
Step 6. Answer the Provide the SWDA with a None After the pre- | Technicai Staff/
Clent  Satisfaction Client Satisfaction accreditation SWDA
Measurement Form Measuremenl Form for assessment
(CSMF) and submit
o DSWD Field them lo answer and submit
Office. to the DSWD Field Office.

Note: Application documents received after 3.00 PM shall be considered as a next working day transaction.
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STEP 7: Wail for the
result of assessment.

it the result of the pre-
accreditation assessment
1s favorable. the technical
staff to prepare the
following:

e Confirmation Report to
the SWDA

memo to
Bureau

o Transmattal
Stancards
attached the
confirmation report,
complete documentary
requirements  including
the accomphshed pre-
accreditation
assessment lool.

It the result of the pre-
accreditation IS not
favorable. prepares a
confirmation report to the
SWDA and Standards
Bureau highhghting the
indicalors / requirements
for comphiance of SWDA.

None

11 working
days

Technical Staff
{Standards

Bureau - SB)

Section
Head/Division
Chief/Bureau
Director

TOTAL
Social Work Agency:

None

20 working
days

Senior Citizen Center:

None

19 working
days

*The number of minutes shall be included on the total number of working days.
** This does not include the travel time of documents from the DSWD Field Office to the Central Office,

and vice versa.

FEES TO | PROCESSING PERSON

CLIENT STEPS AGENCY ACTIONS BE PAID TIME RESPONSIBLE
B. Applications received through Mail/Courier
STEP 1: Send the | Receives application 1 hour Incoming SB
Application Form | (Completeness of Support Staff
logether with the | requirements)
prescribed documentary
reqgurrements for | 1.1 Checks the
Accreditation through completeness of the
Mail or Courter to: submitted  application

documents.

Standards Bureau
DSWD Central Office,

1.2 Logs its receipt into the

IBP Road, Batasan Document Transaction
Pambansa Complex. Management System
Constitution Hills. (DTMS)

Quezon Cily
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Nole: Applications shail not
be facilitated f no proof of
payment for the processing
fee 1s submilted.)

STEP 2:

1.1 For applicant SWDA | 1.1 Roules to SCMD None 30 minutes Incoming SB
with complete | Log receipt into the DTMS Support staff
requirements. shall
have
acknowledgement Tracks/Farms our to 30 minutes Incoming SB
receipt of the | concerned Seclion Head: Suppor staff
submitted 1.2 Routes to concerned
requirements. Section Head

1.2 For incomplete
requrements, the
applicant
organization  shall
sign the
acknowledgement
of the relurned
documents and the
checklist of the
lacking
requirements.

Assigns to Technical Staff 2 hours Section Head
1.1. Monitors Incoming
applications and
assigns to technical
staft
1.2. Provides notes/
instructions for action
STEP 3: Sellle the|Assesses the submitted 3 days Assigned

required process:ng fee.

1.1 For those operaling in

more than one region.
the applicant
organizaltion may
settie its payment
either at DSWD
Central Office or at
the DSWD Field
Office where therr
Man Office is located
according to
Organization’s
preference.

application documents f
complete/compthiant

If with comments/inputs/
return to technical staff,
conduct desk review of the
received apphlcation as to

completeness and

compliance.

1.11f complete and
comphant, prepares

acknowledgement letter
indicating the schedule
and mode of
assessment

Technica! Staff
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1.2 Presents the Biiling
Statement at the
Cashier and setties
the required fee.

1.2 Notify the SWDA on the
payment for processing

fee. othenwise,
apptication shall not be
faciitated.

e Under Normai

circumstances actual
accreditation visit shall be

conducted:
o Dunng the state of
calamity/ emergency.,

vitual assessment shall
be conducted

2. If incomplete or non-
complant. prepare an
acknowledgement letler
indicating the checklist of
lacking documents.

Process the payment and | Php 1.000 *15 minutes Cashier
issues Official Receipts {(Finance
Management
Service-Cashier
Division)
STEP 4: Provide the | Acknowledge the copy of the | None *15 Minutes Support Staff in

DSWD Standards Bureau
the copy of the Official
Receipt (OR) through the
following:

1. Scanned copy of the

Official Receipt
srb@dswd.gov.ph
with  the subject:

Name of the
Organization_ Copy

of OR for
Accreditation.
2. Hand-carry the

Photocopy of Official
Receipt to Standards
Bureau.

3. Courier the
Photocopy of Official
Receipt to Standards
Bureau.

Official
SWDA.

Receipt from the

For the Copy of OR sent
through email: the Supporl
Stafl managing the Official
emal of the Standards
Bureau shall acknowiedge
the receipt of the Official
Receipt and provide the
copy lo the Assigned
Technica! Staff.

charge of
incoming
documents
(Standards
Bureau - SB)

Note: Application documents received after 3.00 PM shall be considered as a next working day

transaction.
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STEP 5: Wait for the
result of the documents
revieww and notice of
Virtual Assessment.

Reviews acknowledgement

letter and affixes the inihial

1.1 If no comments/
clanfications.
Initial/lendorse the final
draft acknowledgement
letter to the Duvision
Chief for approval

If waith inputs/ comments
corrections. return to
the technical staff

2 days

Section Head,
Division Chief

1.2 Logs it into the DTMS

1.3. Routes finalized
acknowiedgement letter
to the OtiC/Bureau
Director for approval

2 hours

Incoming
Support  Staff.
OBD  Support
Staff

Approves acknowledgment
lelter.

1.1 If approved: Signed/
approved
acknowledgement letter

1.2 if with inpuls/icomments/

corrections. return to
SCMD/technical staff

1 day

Bureau Director

Tracks and forwards lhe
signed  acknowledgement
letter.

Logs it into the DTMS

30 minutes

OBD  Support
Staff

Receives and tracks the
signed  acknowledgement
letter.

1.1 Logs it into the DTMS.

1.2 Emails advance copy of
the signed
acknowledgement letler

30 minutes

SCMD Support
Staff

STEP 7: Confirm the
Availability on the
proposed Accreditation
Assessment

Transmits to Records
Section for dehvery lo
concerned SWDA

1.1 For complete/compliant
documents. send to

SWDA the
acknowledgement letter
indicating the

assessment schedule

1 hour

Outgoing SCMD
Support Staff

150




% DSWD 9o

Department of Social Wetfare and Davelopment

“Wakdad ne Serbisyo, Katidad na Buhay Sigurado™

1.2 For non-compliant/with

Iist of lacking
requirements. end of
process
TOTAL | Php
For Complete and Comphiant | 1.000 6 working
days
Incomplete Submission | None 4 working
days
Accreditation Assessment Proper (2days)
STEP 1: 2 days Assgned
1.1 Prepare and make | 1.1 Conduct of Accreditation Technical Staff
available If necessary Assessment. with the
on the day of the applicable mode:
scheduled/agreed e Under At
Zesesgpeniivish circumsltances actual
1.2 Assist the Assessor EC G E s g
dunng the conduct of e Dunng the state of
the Accreditation calamity/ emergency
Assessment virfual assessment.
1.3 Accomplish and place | 1.2 Activities to take place:
the Customer's R Group
Feedback Form on a BT
sealed envelope.
eKey informant
interview:
eReview of documents
based on the SWDA's
compliance with
standard indicators;
+«QOcular inspection (thru
virtual or actual):
o Exit conference:
e Highlights the result of
the assessment.
e if imtial indings are not
favorable, agreed
Action plan shall be
prepared
eRequests SWDA o
accomplish Chent
Satisfacton
Measurement Form
Sub-Total |2  working
days

POST-ACCREDITATION ASSESSMENT
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e Forissuance (11 working days)

STEP 1: 6 days Assigned
Technical Staff,
Wait on the resuil of | Favorable: Section Head.
Virlual Assessment/ | 1.1 Prepares  confirmation Incoming SCMD
Validation Assessment. report with attachments. Support  Staff.
e If with comments/ Diwvision  Chief.
inputs/ returned to SCMD. oBD
technical staff Support Staff
1.2. Review and provide
inputs on the submitted
reports including the
attachments
1.3. Prepares Certificate in
the security paper and
second copy of the
Certificate
1.4 Assigns accreditation
number
1.5. Affixes initial on the
second copy of
certificate
1.6. Reviews final draft.
signed/ approve
confirmation report.
Affixed initials with the
certificale of
accredilation and
transmittal to the USBG.
for approval
Wait on the result of | Endorse final draft of 3 days Bureau Director.
Virtual AssessmenV | Confirmation  report  for OBD  Support
Validation Assessment. approval with Cerlificate of Staff. Outgoing
accreditation and executive SCMD Support
summary Staf
1.1 SCBG Heads approve/ 1 day Incoming

sign the Cerlficate of
Accreditation

If with inputs/ comments/
corrections. return to the
technical staff

Support Staff
from the Office
of the Assistant
Secretary.
Assistant
Secretary.
Oulgoing
Support Staff
from the Office
of the Assistant

Secretary
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STEP 2: Reviews/approves the 1 day Undersecretary.
Certificate of Accreditation Outgoing
1.1 Inform SB on the Support  Staff
preferred mode of | 1.1 Signs/ approves from the Office
release of certificate of of the
Cerlificate {e.g. accreditation Undersecretary.
Pick-up or courier) Incoming SB
1.2 If with inputs/ comments, Support Staff
1.2 For those through return to the SB
courier.
endorsement to
Administrative
Service - Records
and Archives
Management
Division
Receives signed 2 hours Incoming SB
Accreditation Certificale Support  Staff,
1.1 Emait scanned copy of gtC’:{dD OSl:pp(;n
the confirmation report a, uigoing
and signed Certificate to ggf»:o Pl
the SWDA
1.2 Prepares receiving copy
of signed Confirmation
Report
1.3 Coordinate with the
concerned technical
staff as to the SWDA's
preferred mode  of
release of certificate e.g
pick-up or courier
14 For those through
courier. endorsement to
Administratve Service -
Records and Archives
Management Division
1.5 Transmils the approved
confirmation report and
Certificate of
Accreditation to the
Records Seclion

Held in Abeyance (11 Working days)

STEP 1:

1.1 Watl on the result of | 1.1 Prepare  confirmation 5 days and 6 | Assigned
Virtual Assessment/ report with indicators hours Technical Staff.
Validation and penod for Section Head.
Assessment complance with Incoming SCMD

1.2 Work on the agreed
compliance/ lacking
indicators

Attached Acltion Plan
1.2 Track. review and
endorse confirmation

Support  Staff.
Division  Chief.
Incoming SCMD
support staff.
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report to the OIC/Bureau
Director

OBD  Support
Staff

1.1 Approves confirmation
report

1.2 if with inputs/ comments/
corrections. return to
SCMD technical staff

2 days. 30 Bureau Director,

minutes 080 Support
Staff

Tracks the signed
confirmation report

1.1 Emails advance copy of
the signed confirmation
report to SWDA

1.2 Transmits to Records
Section for delivery to
concerned SWDA

1.5 hours SCMD Support

Staff. Outgoing

SCMD Support
Staff

TOTAL
For Compliant/Approved

None 11 working days

For Complete Requirements with Areas for
Compliance:

None

11 working days

*The number of minutes shall be included on the total number of working days
** This does not include the travel bme of documents from the DSWD Field Office to the Central Office

ana Vice-versa

12. Accreditation of Civil Society Organization (CSOs) as Beneficiary of
DSWD Projects and/or Program - Organized by the Sustainable

Livelihood Program (SLP)

The process of issuing Certificate of Accreditation to Civil Society Organizations (CSOs)
Beneficiaries of DSWD Projects and/or Program Organized by the Sustainable Livelihood

Program (SLP).

Office or Division: DSWD Field Office - Standards Section (Regions I Ii, Ill. IV-A,
V. VL VIL Vil IX, X, X1, XII. CAR. Caraga. MIMAROPA & NCR)

Classification: Complex

Type of Transaction: o Government to Client (G2C)
e Government to Government (G2G)

Who may avail: All eligible beneficiary CSOs organized by the Department
through SLP.

CHECKLIST OF REQUIREMENTS WHERE TO SECURE
1. Cerlified true copy of the Cerlficale of | » DSWD Sustainable Livelihood Program-

Elgibility (CoE)
*The issuanice of COE 1s subject to comphance on
SLP existing gquidelines.

Regwonal Program Management Office (DSWD
SLP-RPMO)
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2. Endorsement of SLPAs with CoE signed by
the Regional Program Coordinator (to include the
project/s approved. address of the SLPA. and the
budge! approved for the project)

¢ DSWD Sustamnable

Livelihood

Program-

Regonal Program Management Office (DSWD
SLP-RPMO)

Note to Applicant. The acceptance of application documents does not imply that the application is
already approved. The applicant must satisfy the assessment indicators based on DSWD
Memorandum Circular No.26 Series of 2020.

CLIENT STEPS AGENCY ACTIONS FEES TO | PROCESSING PERSON
BE PAID TIME RESPONSIBLE
STEP 1: | Logs receipt into the document None *1 day Focal Person -
Submit/file tracking system (DTS)/ Logbook Standards
3223‘::23{‘5 Refer to the concerned unit. SES%IJ%H : Field
Office
Note: Applicaton documents received after 3.00 PM shall be considered as a next working day
transaction.
STEP 2: Wal for | If Complete and Compliant: None 4 days Focal Person -
the result of the 11 Receive the documenta Standards
assessment ) ' ry Section -
requirements DSWD Field
if found incomplete or non- Office
compliant.
1.1 if found o be incomplete.
prepares memo o the SLP-
RPMO returning the application
documents for compliance.
STEP 3:Issuance | 1.1 Forwards the signed memo None 2 days
of Permit to SLP-RMPO with the signed Focal Person
certificates and secures Standards
receiving copy. Section -
1.2. Forwards signed memo 1o DSWD Field
ICTMS for posting to FO website. Office
1.3. Post of hst of accredited
Benefictary CSOs to FO-
assigned bulletin board
TOTAL
For Complete and Compliant: None 7 working days
For Incomplete Submission: | None 30 minutes

“The number of minutes shali be included on the total 7 working days.

13. Accreditation of Civil Society Organization (CSOs) as Beneficiary of
DSWD Projects and/or Program - Non-SLP Organized

The process of issuing Certificate of Accreditation to Civil Society
Organizations (CSOs) Beneficiaries of DSWD Projects and/or Program.

155




¥ DSWD =+

Department of Social Wettare and Developmeat

“Kakdad ne Serbisyo, Kalidad na Buhay Sigurada™

Office or Division:

DSWD Field Office - Standards Section
(Regions I, 11, 1. IV-A, V. VI VIL ViIL X X, X XHE, CAR.
CARAGA, MIMAROPA & NCR)

Classification:

Highly Technical

Type of Transaction: N

Government to Client (G2C)
e Government to Government (G2G)

Who may avail:

All eligible beneficiary CSOs organized by the Department
through DSWD project/s and/or program/s.

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

1. Duly accomplished and duly sworn Beneficiary CSO | ¢ DSWD FO- Standards Section
Accreditation Applicalion Form

2. Proof of existence or presence of the CSO in its | « CSO Beneficiary Applicant
stated address and area of operation or organization.
namely:

a. Pictures of office and direction sketch: and
b. Alleastone of the following documents:
1. Barangay certification
n. Certification or endorsement from at least two
(2) publicly known Individuals in the
community
m.  Other documents showing proof of existence

3. Proof of arganization. namely: e CSO Beneficiary Applicant
a. Organizational chart or governance slructure: and
b. Date of organization. list of officers and members

with their complete names. dates of birth (if known
and or registered, complete address, and contact
numbers. if available;

4. Cerlificate of Good Standing - if the CSO applicant | » Government agency or agencies from
has received public funds pnor to s apphcation: which it has recewved public funds
Specifically staying that the CSO has hquated. in
accordance with COA regulations. all fund transfers
due for hquidation

5. Proof of having undergone Social Preparation e Designated DSWD Regional

Program/Project Officer of the DSWD
Program or project where the CSO
applicant s seeking {unds
Note to Applicant. The acceptance of application documents does not imply that the application s
already approved. The applicant must sabsfy the assessment indicators based on DSWD
Memorandum Circular No_ 17 Senes of 2017.
CLIENT STEPS AGENCY ACTIONS FEES TO | PROCESSING PERSON
BE PAID TIME RESPONSIBLE

STEP 1:

Logs receipt into the document 5 )
assglgvttgi tracking system (DTS) Logbook aope ZRelis ;?::é ;grsson
documents Refer to the concerned unit Section -

DSWD Field
Office

Note: Application documents recewved after 3.00 PM shall be considered as a next working day

transaction.
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STEP 2:

Wait for the result of
the assessment

If Complete and Compliant:

1.1

1.2

1.3

1.4

1.5

1.6

1.7

1.8

1.9

Receive and review the
documentary requirements

Posting of applicant to DSWD
website

Preparatory activities for the
conduct of vahidation

Conducts validation as to the
existence of the applicant
beneficiary CSO inciuding its
on-going  projects  and/or
programs as applicable.

To include activities e.g. FGD.
interviews, pholo
documentation of the validation
site. interviewed persons and
other relaled documents

Prepares and signs Validation
Report and Abstract with
supporting documents.

Evaluation and deliberation by
the Field Office- Accreditation
Committee.

Prepares the Certificate of
Accreditation

Faciitates the signing of the
Certificate of Accreditation

Post of Ilist of accrediled
Beneficiary CSOs to FO-
ass:gned bulletin board

If found incomplete or non-
compliant (in any part of the
process)

11

1.2

If found to be incomplete,
prepares acknowledgement
memorandum returning the
application documents for
comphliance.

if an irregulanty, falsehood.
fabncation or forgery is noted
or found in the documents the

None

*18 days and 6
hours

Focal Person -

Standards
Section -
DSWD

Office

Field
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applicant shall be required to
explain not later than 3 days
from receipt of nolice issued
by the Regional Director.

STEP 3:

Roceives the
Certificate of
Accreditation

Release of the signed Cenrtificate/s
of Accreditation through: None

1) Befitting ceremony (e.g.
during the flag-raising
ceremony)

2) Pick-up by the CSO
applicant.

3) Courier. and

4) Hand-camying of the
Certfficate/s of
Accreditation whichever
is practicable

*1 day

Focal Person -
Standards
Section -
DSWD Field
Office

TOTAL

For Complete and Compliant: NIA

20 working
days

For incomplete Submission: | None

30 minutes

*The number of minutes shall be included on the total 20 working days.
** This does not include the travel time of documents from the DSWD Field Office to the Central
Office, and vice versa.

14. Accreditation of Pre-Marriage Counselors

The process of assessing the applicant eligible to conduct pre-marriage counseling
pursuant to Article 16 of the Family Code of the Philippines.

Office or Division:

DSWD Field Office - Standards Section

(Regions I, 1L N, IV-A, V, VI, VIl VIl IX, X, XI. Xil. CAR. Caraga.
MIMAROPA & NCR)

Classification: Highly Technical

Type of Transaction: e Government to Client (G2C)

Who may avail:

amended in MC 10 s. 2021

All qualified applicants per item VIl of MC 1 s. 2019 and as

CHECKLIST OF REQUIREMENTS |

WHERE TO SECURE

A. For New Applicants

1. One (1) Duly Accomplished e Any DSWD Ffield Office
(Regions | 11, [ IV-A. V. VI VI VI IXC X0 XL XN,
CAR. Caraga. MIMAROPA & NCR)

Application Form.

e hilps:iwww.dswd.gov.phiissuances/MCs/MC_2019-

Standards Section

001 pdf

Annex A. PMC Form _App

One (1) photocopy of the following documents (original copies must be presented):
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1. Any of the following as proof that the
applicant i1s a graduate of four (4) year
course:

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

b. Certified photocopy of valid PRC ID. ¢ Any PRC Office nationwide

2. Photocopy of Training
Certficates/Certificates from
seminars, conferences, training. and
other related actvities on basic
counseling service for at least twenty-
four (24) four hours. If original copy Is
unavailable. a certified true copy of e Training Provider
the cerlificate of
participation/attendance from the
training provider will be accepted.

3. Any of the following as proof that
apphicant is tasked to assistconduct ¢ Local Government Office
PMC sessions and/or part of the local
PMC Team, if applicable:

a.Certification from immediate
Supervisor; or
b An approved resolution

4. Documentation of at least six (6) PMC e hitps://www.dswd.qov.ph/issuances/MCs/MC_2019-
sessions. which captures the role 001 pdf
performed by the apphcant as proof
that he’she has assisted in the PM Annex C. Documentation Report Template

Counseling session.

Other documents to be made available during the assessment visit:

Accomplished Marriage Expectation
inventory Form of would-be-married
couple/s present during the validation

visiL
B. For Renewal
1. Certificates of training. seminars. o Training Provider

onentation and other related of
similar  activibkes on marnage
counseling or topics related to pre-
marnage counseling such as but not
limited to Gender and Development.
Human Matunty, Value Clanfication
and Responsible Parenting for at
least twenty-four (24) hours within
the valdity penod of the preceding
cerlificate.
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2. Accomplishment Report for the past
year with at least a mimmum of ten

(10)

PMC sessions conducted

preceding the application using the
template provided by DSWD (Annex

D)

Any DSWD Field Office - Standards Section
(Regions I, 1111 IV-A. V. VI, VI VL X X0 X, XILL
CAR. Caraga. MIMAROPA & NCR)

hitps://www.dswd.gov.ph/issuances/MCs/MC _2019-

001 .pdf Annex D. PMC Form

3. Summary documentation of PMC
session’s conducled for the past
year using the template provided by
DSWD (Annex C):

Any DSWD Field Office

(Regions |, 1. . IV-A. V. VI VI VHIC X X XTL XL
CAR. Caraga. MIMAROPA & NCR)
https://voany. dswd.gov.ph/issuances'MCs/MC _2019-

Standards Seclion

001.pdf Annex C. PMC Form

Other documents to be made available during the validation visit.

a. Accomplished

Marnage
Expectation inventory Form of
would-be-marned couple’s
present during the validation visit.

b. Accomplished and consolidated e Any DSWD Field Office Standards Section
resull of client (Regions |, 11 1. IV-A. V. VI VI VI X X XTL XL
feedback/satisfaction survey CAR. Caraga. MIMAROPA & NCR)

(See Annex F| for the template) e https://www.dswd.qov.phiissuances/MCs/MC_2019-
of about {ifty (50) percent of the 001.pdf Annex F. PMC Form
total number of counselled
couple for the past year: and
c. A summary/record on the B

number of Certificate of Marriage

Counseling issued.

Note to Applicant The acceptance of application documents does not imply that the application 1s
already approved. The apphicant must satisfy the assessment indicators based on DSWD

Memoarandum Circular No. 01 Sernies of 2019,

CLIENT STEPS AGENCY ACTIONS FEES TO | PROCESSING PERSON

BE PAID TIME RESPONSIBLE
A. Assessment Procedures for Walk-in Applicants
STEP 1: Secures | Provides client None *S minutes Support  Staff in
application form thru | application form. and charge of all
the DSWD | checkiist of requirements incoming documents
Webs:te/Field Office (Fseld Office -

Standards Section

STEP 2: Submi file | Records receip! of None *15 minutes | Support  Staff  n
apphication and | application and forward charge of all
supporling the same lo assigned incoming documents
documents at Field | staff. (Field Ofthce -
Otfice Standards Standards Section)
Section

transaction.

Note: Application documents received after 3.00 PM shall be considered as a next working day

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

1. Reviews and Assess
the completeness of
requirements/ documents
submitted and prepare

None 5 working days

and 2 hours

Technical Staff or
Officer of the day /
Support Staff in
charge of ail

incoming documents
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acknowiedgement ietter, (Field Office -

to wil:

1.1t found complete/
sufficrent.
acknowledge receipt
of application and
nolifies applicant and
coordinate for the
schedule of
assessment visit.

121 found
insufficient/have  not
met required
qualification and
reguirements,
acknowledge receipt
and notfy the
applicant on the
lacking requirements

and provide
necessary lechnical
assistance.

2. Review and approval

Standards Section)

Supervisor/  Section

Head

Regional Drrector

of
Supervisor/Section
Head
3. Rewview and approval
of the Regional
Director.
Step 4: Accompiish | Provide the applicant None *S minutes Support Staff (Field
and drop the | Organization the Office - Standards
Customer’s Customer's Feedback Section)
Feedback Form on | Form
the dropbox.
STEP  5: Actual | Conducts validation | None 1 working day | Technical Staff or
Accreditation assessment with the Officer of the day
Assessment applicable mode: (Field Office -
e Under Normal Standards Secton)
circumstances
actual

accreditation visit;
e During the state of
calarmity/
emergency virtual
assessment.

Aclivities to take place:
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1. Brief overview on
the assessment
process.

2. Observation on
the couseling
sesswon; and

3. Exit Conference

STEP 6: Awaits the
approval of the
confirmation
reportissuance  of
the Certificate

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

1.2 Prepares the
confirmation report. with
the following possible
content

a. If favorable., inform
applicant on the approval
of his/her accreditation.

b. If
recommend
assessment.

unfavorable,
for re-

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

and
the

1.4 Approval
signature of
documents

None

7 working days

Staft/
Head/

Technical
Section
Division Chief/

Support Staff

Regional Director

STEP 7: Awaits for
the approval and
Issuance of
cerlificate. if
favorable.

Prepares certificate for
issuance. If favourable.

Approval and signature of
the Certificate

None

5 working days

Support Staft

Regional Director

STEP 8: Receives
the Accreditation
Certificate

Release of Certificate

None

1 working day

Support Staff (Field
Office - Standards
Section)

TOTAL

For Complete and Compliant:

None

18 working
days and 2.25
hours

For Complete Reguirements aith Areas for

Compliance:

None

25 munutes

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

** This does not include the travel time of documents from the DSWD Field Office to the Central
Office, and vice versa.
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15. Endorsement of Duty-Exempt Importation of Donations to SWDAS

The process of assessing the applicant SWDA to determine whether its submitted
requirements suffice their exemption from paying customs dues for the release of foreign

donations consigned to them.

Office or Division:

Standards Section - DSWD Fieid Office

Standards Compliance Monitoring Division (SCMD) - Standards
Bureau. DSWD Central Office

Classification:

Highly Technical

Type of Transaction:

Government to Client (G2C)

Who may avail of:

Licensed and/or accredited private Social Welfare and
Development Agencies (SWDAs) in accordance to section 800(m)
of the Republic Act No. 10863. otherwise known as the Customs
Modernization and Tariff Act (CMTA) of 2016. who wish to exempt
from customs dues the foreign donations consigned to them.

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

1. Applicaton form (DSWD DFE Form 1) e DSWD Central Office - Standards Bureau (SB)

IBP Road. Constitution Hiills, Batasan Pambansa
Complex. Quezon City

e Any DSWD Field Office - Standards Seclion
(Regions 1 11, HILIV-ALV, VI VIL VIHL IX, X, X1,
Xli. CAR. Caraga. MIMAROPA & NCR)

e hitps:/aww.dswd.gov.ph/issuances/MCs/MC 2
019-021.pdf - DSWD DFE Form 1

country of origin

2. Authenticated Deed of Donation from Philippine Consular Office (1.e. embassy or consulate) of
the Philippine Consular Office of the the country of origin

3. Notarnized Deed of Acceptance Notary public

4. Copy of valid DSWD Registration, Issued by the DSWD to the licensed and/or accredited
License and/or Accreditat:on SWDA
Certificate

5. Bill of Lading or Ainvay Bill Carrier (or agent) to acknowledge receipt

of cargo for shipment. usually provided by the donor to
the donee.

6. Packing List

Carmier {or agent) to acknowledge receipt
of cargo for shipment. usually provided by the donor to
ire donee

7. Pilan of Distribution

hitps:/Awww.dswd.gov.ph/issuances'MCs/MC _2019-
021.pdf - DSWOD DFE Form 2
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To be certified and endorsed by the OSWD Field
Office(s) having jurisdiction over the target area

for distribution

OPTIONAL REQUIREMENTS
1. Certification from Food and Drug
Admunistration (FDA). in case of

medicines

Food and Drug Administration - Civic Drive. Filinvest
Corporate City. Alabang. Muntiniupa City 1781

2. Notarized distribution report on latest
shipment. if not the first ime to

hitps:/Avww.dswd.gov.ph/issuances/MCs/MC 2019-

import foreign donations. .

021.pdf -

DSWD DFE

Form 3

To be certified correct by the concerned DSWD

Field Off«ce

3. Proof of prior agreements or
approved arrangements. in case In
case of relief items other than food

and medicines

Appropriate government agencies

Note to Applicant. The acceptance of application documents does not imply that the apphcation s
already approved. The applicant must salisfy the assessment indicators based on DSWD Memorandum
Circular No. 21 Sernes of 2019.

CLIENT STEPS AGENCY ACTIONS FEES TO | PROCESSING PERSON

BE PAID TIME RESPONSIBLE
STEP 1: The Reviews the None *30 minutes Field Office:
representative  of the completeness and Standards Unit
SWDA files the correctness of the administrative
application form, submitted personnei
together with the application and/or  Officer-
supporting of-the-Day

documents/requirements
at the respective DSWD-
Field Office covenng the
region where the
intended distribution of
goods shall take place.

documents based
on the checkhst.

If complete. forward

for  tracking to
Support Staff

If incomplete. return
to apphcant,
provide TA and
checklist of
requirements.

2. Logs its receipt into

the document
tracking system

3. Prowvides the walk-

in  applicant with
document
relerence number

for easy tracking.
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Note: Application documents received after 3.00 PM shall be considered as a next working day

transaction.

STEP 2: The applicant | Accounting Section for | Php1.000.00 | *10 minutes Field Office:

shall pay the required |the order of payment Cash  Section

processing fee at the | then pay the necessary personne!

Cash  Unit of the |feeto Cash Section:

concerned DSWOD-Field

Office provides acopyto |issues an  official

the Standards Section receipt.

STEP 3: Awaits resulls | Review and conduct [ None 3 working days | Field Office:

of the assessment. assessment of the Standards
submitted  application Section

documents for eligibility
and compliance o
documentary
requirements;

Step 3a - H found
compliant to eligibility
and documentary
requirements

Prepare for conduct of
area visit

Step 3b - If found non-
compliant to eligibility

and documentary
requirements
Return application

documents to the
applicant with a letler

and checklist citing
reasons for disapproval
with technical

assistance on how to
rectify non-compliance
and/or submit lacking
requirements

Provides the applicant
the Clent Satisfaction

Measurement Form

technical staff

Note: While face-to-face is still prohibited during this pandemic situation. lechnical assistance shall be
provided in wntten form. In the event that the return of documents cannot be facilitated due to
unavailability of the service provider, acknowiedgment letter shall indicate the checklist of documents
for compliance to be secured or accomphshed.

STEP 4: Validation Visit | Conducts area wvisit. | None 2 working days | Field Office:
obtains in-depth {per agrel Standards
information conceming schedule) Section

administrative and
operalional aspec!s of

Technical Staff
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the program.
(Optional)
STEP 5: Endorsementto | Endorses the draft | None 1 working day | Field Office:
the DSWD  Central | acknowledgment letter Standards
Office. to the Regional Director Section
for approval Technical Staff
DSWD Regional
Endorses the Director
application to  the
Standards Bureau at
the Central Office
If deficient to retum the
applicaton to the
applicant and provide
the necessary technical
assistance to comply
with the requirement’s.
Checks the | None 3 working days | Standards
completeness of the Bureau:
submitted  applicalion SCMD
documents. Technical Staff/
1.1. Logs its receipt into Division  Chief/
the Document Bureau Director
Transaction
Management

System (DTMS)

If incomplete. return the
documents and inform
the Fietd Office
concerned that the
apphcation shall not be
processed unless they
have submilted the
complete documents.

If approved. forward the
apphication to the Office
of the Undersecretary
supervising the
Standards Bureau.
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Prepares the following:
¢ Endorsement
letter to

DOFConforme
letter to applicant
that it shouid
comply with post-

faciitation
requirements

e Letter to
concerned DSWD
Field Office
informing them of
the endorsement

the

If disapproved. retum
the documents and
send a wrnitten
commun:cation to

concermned DSWD Field
Office. copy furnished
the applicant. indicating

reasons for
disapproving the
application.
Endorsement to the | None 1 working day | DSWD
Secretary Undersecretary
Affixes ntial to the supervising the
endorsement lelter to Standards
DOF Bureau
Final Approval of the | None 3 working days | SWD Secretary
Endorsement
Affixes signature to the
endorsement lefter to
DOF
STEP 6: Approved | Informs the applican! | None *10 minutes Standards
applicants to pick up the | and Field Office of the Bureau:
Endorsement Leller approval of SCMD
endorsement. Technical Staff
Preparation of the
endorsement letter for
pick-up of the applicant
and the conforme letter
for their signalure.
TOTAL
Complete and Compliant: #1.000.00 Fourteen (14) days
Complete but non-Comphant | #1.000.00 Eight (8) days and fifty (50)
Submission: minutes
For Incomplete Submission: None 30 minutes

*The number of minutes shall be included on the total 20 working days
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** This does not include the ravel uime of documents from the DSWD Fieid Office to the Central Office.

and vice versa

16. Accreditation of Social Workers Managing Court Cases (SWMCCS)

The process of assessing the Social Workers managing court-related cases as to their

compliance to delivery of quality service.

Office:

Standards Section — DSWD Field Office

Standards Compliance and Monitoring Division (SCMD)
Standards Bureau — DSWD Central Office

Type of Transaction: Highly Technical

Who may avail:

based facilities.

All Social Workers who are direct practitioners including
supervisors from the DSWD Field Offices. residential. and center-

Local Government Units, other National

Government Agencies. Court Social Workers. Non-Government
Organizations. and individual practitioners managing court cases
of the disadvantaged groups.

CHECKLIST OF REQUIREMENTS'

WHERE TO SECURE

A. For New Applicants

1. For Social Workers

a. 2 copies of Application Form for Accreditation
of Social Workers Managing Court Cases
(Annex A)

e DSWD Central Office - Standards Bureau
(SB)

IBP Road. Constitution Hills. Batasan Pambansa
Complex. Quezon City

. Any DSWD Fieid Office - Standards Section
(Regions 1. 11, N, IV-A. V. VI VI VIIL X, X, XL XL
CAR. Caraga. MIMAROPA & NCR)

° Refer to DSWD Website - Administrative
Order No. 1 senies of 2008 for the form

b. 2 copies and onginal Valid Professional
Regulations Commission Registration 1D Card

Profess:onal Regulations Commission

c. 2 copies of Cerlificate of attendance to basic

course training (at least 32 hours) on the
management of court cases from DSWD or its

recognized training institutions:

*In case of lost certificate. a certified true copy
frorn the training provider may be presented

Training Provider

d. Summary documentation of four (4) cases
managed (Annex B)

Refer to DSWD Website — Administrative Order No.
1 senes of 2008 for the template
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e. Lelter of Recommendation attesting to the
competence of the social worker

Any of the following:

Supervisor of the applicant;

Phiippine Association of Social Workers. Inc.
(PASWI):

if court social worker. from the Philippine
Association of Court Social Waorkers. Inc.
(PACSWI)

f. The foliowing documents on cases
handied must be made available during
on-sile assessment:

o Case sludy reports:

¢ Progress/running notes:

» Case summaries:

e Case conference
proceedings/notes

Applicant/Client

2. For Supervisors

a. Fuslthree (3) requirements stated under
new appl:canlts for social worker

(Same as stated above)

b. Technical supervisory notes of two (2)
supervisees as proof of providing technical
assistance

Applicant/Chent

c. The following documents on cases
handled must be made available during
on-site assessment:

e Case study reports;

s Progress/running notes:

e Case summaries:

e Case conference
proceedings’/noles

Applicant/Client

B. For Renewal

1.

For Social Workers

a. Certfficate of attendance to relevant trainings
attended or refresher course of at least 24
hours

DSWD or recognized training institutions

b. Summary documentation (Annex B) of cases
managed for the last six months

Refer to DSWD Website - Administrative
Order No. 1 senes of 2008 for the template

c. Recommendation from the Supervisor attesling

to the competence of social worker in managing

court cases

Applicant/Chent
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d. The foliowing documents on cases handled
mus! be made available during on-site
assessment:

¢ Case study reports:

e Progress/running notes: and

e Other relevant documentations
pertaining to the cases

Applicant/Client

2. For Supervisor

a. First three (3) requirements stated under
renewal for social worker

(As slated above)

b. Technical supervisory notes of two (2)
supervisees as proof of providing technical
assistance

Applicant/Client

c. The foliowing documents on cases handled
must be made available during on-site
assessment:

e (Case study reports:

e Progress/running noles/marginal notes;
s Case summaries:

¢ Case conference proceedings/notes

Applicant/Client

Circular No. 17 Series of 2018.

Note to Applicant The acceptance of application documents does not imply that the application is
already approved. The applicant must satisfy the assessment indicators based on DSWD Memorandum

FEES TO

PROCESSING PERSON

CLIENT STEPS

AGENCY ACTIONS

BE PAID

TIME

RESPONSIBLE

A. Applications received through Walk-in Applicants

STEP 1: The
Applicant  shall
file  application
(Annex A) at the
concerned
DSWD Field
Offices (FO) -
Standards
Section together
will the
reguirements
slated above.

A. the Field Office- Standards
Section Support Staff shall
receive submilled documents
with its onginal copies. A
Document Reference Number
shali be provided to the applicant
for easy tracking.

#f complete. the Technical
Staff assgned by the Section
Head wil! then proceed with
the pre-assessment process.

If incomplete. documents
shali be returned
accompanied by provision of
technical assistance and
checklst of requirements.

None

1 hour and 30
minutes

Standards Secton
Support Staff/
Standards Section
Head /

Technical Staff
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B. Applications received through Mail/Courier

1.1.B The
Standards Section shall receive
the submitled documents and
shall
Standards Head Seclion.

Field Office-

then fams out to the

If complete. the Technical
Staff assigned by the Section
Head wili then proceed with
the pre-assessment process.

None

4 hours 20
minutes

Standards Section
Support Staft/
Standards Section
Head/

Technical Staff

1.1.

The technmical staff shall
conduct desk review of the
received application as 1o
compleleness and
comphance.

None

1.2.

If requirements are complete
and compliant. the Field
Office-Standards Seclion
shall prepare pre-assessment
report and/or endorsement
report to Standards Bureau
along with the
acknowledgement letter lo
the applicant Social Worker
on the stalus of the
application.

if incomplete or non-
complant, an
acknowledgement letter shall
be prepared indicating the
checklist of lacking
documents.

None

6 days and 1
hour

Assigned
Standards Seclon
Technical Staff /
Standards Section
Head/ PPO/ ORD

1.3.

One set of copy of the
application requirements and
the signed/approved pre-
assessment report and/or
endorsement report shall be
endorsed to DSWD-
Standards Bureau. and file
the other copy in the Field
Office.

The signed/approved
acknowledgement letter shall
also be sent to the appiicant
Social Worker.

None

1 hour

Standards Section
Support Staff
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14 The Standards Bureau- None 2.5 hours DSWD -- Standards
Support Staff shall receive Bureau Support
the endorsed application and Staft / SCMD
wil endorse to Standards Section Head
Compliance Monitoring
Division (SCMD) thru the
Section Head.

1.5. The Standards Compliance None 1 day Assigned DSWD-

Monitonng Division (SCMD) Standards Bureau
Technical Staff shail review technical staff,
the application and depending on the
documents submitted by the Field Office where
Applicant  through  Field ;?:r:ppllcatlon LEE
Office. )
If complete and compliant.
preparation of
acknowledgement letter
indicating the schedule and
mode of accreditation shall be
made:

e Under Nomal
arcumstances actual
accreditation visit shall be
conducled:

e Durnng the slate of
calamity/ emergency.
virtua! accreditation shall
be conducted

If incomplete or non-
comphant. the Technical Staff
to also prepare an
acknowledgement lefter
indicatng the checklist of
lacking documents.

1.6. if the submitted documents None 13 hours and | Support  Staff /
are complete and compliant. 30 minutes Assigned technical
the signed and approved staff/ SCMD
Acknowtedgement letter shall Section Head /
be endorsed to the Applicant Bureau Director
through the Field Office on DSWD- Standards
the schedule of the Ay
assessment

STEP 2: The | The technical staff shall conduct None 1 day Assigned technical
Applicant shall | assessment through review of (per agreed | staff from DSWD-
coordinate  with | case records. interview of the schedule) Standards Bureau
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Standards Bureau
through the Field
Office on the
schedule of the
assessment.

appiicant and chent/s, and
conduct of other relevant
aclivities.

1.7. Technical Staff shall prepare
the Confirmation Report
Certfficate of Accreditation.
Executive Summary for the
Assistant  Secretary and
Undersecretary and the
transmittal memo for review
and approval of the Section
Head and Division Chief.

*If the applicant/s falls below the
set  standards. the  said
apphcant/s shall be gwen
appropriate technical assistance
on the areas needing improving.
A re-assessment shall be
conducted after six months.

None

S days and 2
hours after
conduct of
assessment

DSWD - Standards

Bureau Support
Staff ( Assigned
technical staff/
SCMD Section
Head / SCMD
Division Chief

Issuance of Accreditation Certificate. This shall be issued by the Department Secretary or his/her duly
authorized representative if the applicant has qualified the accreditation standards.

Certificate of Accreditation

1.8. Standards Bureau shall None 1 day and 1 | Bureau Director
review and/or approve and hour and 30 | DSWD-Standards
endorse the Confirmation minutes Bureau
Reporl. Executive Summary.

Certifficate of Accreditation
and transmittal memo to the
Assistant Cluster Head.

If with nputs/comments/
corrections. the documents
shall be returmed to the
technical staff.

1.9. The Assistant Cluster Head to None 1 dayand 1 Assistant
review and/or approve and hour Secretary/ Cluster
endorse the  Execulive Head
Summary. Certfficate  of DSWD-Standards
Accreditation and transmittal and Capacity
memo to the Undersecretary. Building Group
i there wiit be
inputs/comments. 1t shall be
returned to the Standards
Bureau.

1.10. The Cluster Head 1o None 1 day and 1 Undersecretary/
review and/or approve the hour Cluster Head
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and other approved attached DSWOD-Standards
documents. and Capacity
Building Group
1.11. Standards Bureau to None 2 hours Standards
endorse the approved Comphance
Certificate of Accreditation to Monitoring Dwvision
the qualfied Social Worker (SCMD)  Support
through the Field Office. Staff
One set of copy of the
approved Confirmation
Report and Certificate of
Accreditation shalil be
transmitted to  Records
Sectlion
2. Qualified 1.1 Notify the  Applicant None 30 minutes Support staff from
applicant shall | Organization on the availability of the OSWD FO-
receive/pick- | the Certificate Standards Section
up the
Accreditation | 1-2 Issues the Cenlficate of
Cenificate Accreditation
from the Field
Office where
the
application
was filed.
Total Processing Time: 20 working days

*The number of minutes shall be included on the 1otal 20 working days.
** This does nct include the travel time of documents from the DSWD Fieid Office to the Central Office.
and vice versa

17. Implementation of Government Internship Program (GIP)

The Government internship Program is pant of the Kabataan 2000 program of the
government. It was developed with the end goal of providing opportunity for both out-of-
school and in-school youths a hands-on experience of working in various government
agencies, which they could later use when they later decide to be part of the government
workforce. This is likewise an opportunity for them to learn life skilis in the workplace at the
same time earn money to augment their school needs.

Office or Division

Sectoral Programs Division

Classification

Simple

Type of Transaction

G2G - Government to Government

Who may avail

Filipino Youth (18 ~ 25 years of age)

CHECKLIST of REQUIREMENTS

| WHERE TO SECURE

Government internship Program Impliementation

A. Application as participants of the program

1. Duly accomplished Application Form

[ DSWD Central Office and Field Offices
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2. Photocopy of PSA issued Birth Certificate of
the Youth or any government issued ID indicating
the date of birth — youth must be aged 18-25
years old.

Philippine  Statistics  Authority  (PSA)
Concemed Government Agencies

3. Recent School registration form or certification
from the school indicating the recent
year/semester of the applicant's school
attendance.

School

4. Photocopy of income tac return (ITR) of

Barangay or Concerned Office/s of the

parents’head of the family/guardian or Barangay | parents
Certificate or Indigency confirming that family is
residing in the barangay.
TRANSACTION
CLIENT STEPS AGENCY FEES TO BE | PROESSING PERSON
ACTIONS PAID TIME RESPONSIBLE
I. Pre-implementation Phase
1. Announcement on| 1.1 Notce of | None 10 minutes Youth Focal Person
the deadhne of the | acceplance of
application form and | applicants
other needed | (Announcement
documents during {lag raising
ceremonies.,
through press
release and radio
announcements)
2. Application  or | 2.1 Issuance of | None 10 minutes Youth Focal Person
Registration Applications forms
22 Issuance
service sequence
number
2.3 Encoding of
the chent's
information in
Spreadsheel)
3. Submut the required | 3.1  Screen the | None 1 day Youth Focal Person
documents to the { required and TWG or
OSwWD Central { documents its Selection
Office/Field Office authenticity Commitlee
Members
4. Assessment of | 4.1 Conduct table | None 2 days TWG or Selection
apphcations Assessment of the Commiltee
applications members
based on the
qual:fications.
5. Notificaton of [ 5.1 Notufy the | None 1 day TWG or Selection
qualfied apphcants for | qualfied Committee
interview applicants for Members
interview
6. Client will go for an | 6.1 Conduct | None 2 days Youth Focal Person
interview at  DSWD | actual __mnterview and TWG
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2. Photocopy of PSA issued Birth Certificate of
the Youth or any government issued 1D indicating
the date of birth - youth must be aged 18-25
years old.

Philippine

Statistics  Authority

(PSA)

Concerned Government Agencies

3. Recent School registration form or certification

from the school indicating the recent
year/semester of the applicants school
attendance.

School

4. Photocopy of income tac return (ITR) of

Barangay or Concerned Office/s of the

parents/head of the family/guardian or Barangay | parents
Certificate or Indigency confirming that family is
residing in the barangay.
TRANSACTION
CLIENT STEPS AGENCY FEES TO BE | PROESSING PERSON
ACTIONS PAID TIME RESPONSIBLE
I. Pre-implementation Phase
1. Announcement on{ 1.1 Notice of | None 10 minutes Youth Focal Person
the deadline of the | acceplance of
apphcation form and | applicants
other needed | (Announcement
documents dunng flag raising
ceremonies.
through press
release and radio
announcements)
2. Application or]2.1 Issuance of| None 10 minutes Youth Focal Person
Registration Applications forms
22 Issuance
service sequence
number
2.3 Encoding of
the chent's
information n
Spreadsheet)
3. Submit the required | 3.1 Screen the | None 1 day Youth Focal Person
documents to the | required and TWG or
DSWD Central | documents its Selection
Office/Fieid Office authenticity Committee
Members
4. Assessment of | 4.1 Conduct table { None 2 days TWG or Selection
applications Assessment of the Committee
applications members
based on the
qualifications.
5. Notificatton of [ 5.1 Noufy the ] None 1 day TWG or Selection
qualified applicants for | qualified Committee
interview apptlicants for Members
Interview
6. Chient will go for an | 6.1 Conduct | None 2 days Youth Focal Person
interview _al  DSWD | actual _ interview and TWG
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Central  Office/Field | with the
Office apphcants.
7. Receive notification { 7.1 Final screen { None 1 day Youth Focal Person
on the status of your | the applicants
application (Ail qualfied
applicants will be
notfied on the
next sleps to take
while the
applicants who did
not qualify will still
be notifies about
the status of therr
application)
Total None | 7 days
li. Implementation Phase
8. Attend Orientation 8.1 Conduct | None 1 day Youth Focal Person
orientation  with
the selected
participants about
the GIP program)
9. Render service in | 9.1 Assist and | None 30 working days | Youth Focal Person
the area of assignment | monitor the youth
in their area of
assignment
10. Altend Capacity [ 10. 1 Conduct | None 1 day Youth Focal Person
Building Activit:es capacity bulding
activities
11. Receive stipend 11. 1 Provide | None 1 day Youth Focal Person
stpend lo the
youth (Stipend is
75% of the current
regional minimum
wage rate)
Total None 33 days
ill. Post-implementation Phase
12. Attend Program | 12.Conduct None 1 day Youth Focal
Evaluation Activity program Person/TWG
evaluation activity
TOTAL NONE 1 Day
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Provision of Livelihood Assistance for Referrals and Walk-in Individuals

Sustainable Livelihood Program —Referral Management Unit (RMU)

Highly Technical

G2C Government to Citizen
G2G Government to Government

All qualified program participants

1. Any government-issued ID card: UMID,
Comelec, National ID, Pantawid, Solo
Parent, PWD, OSCA, Passport, Driver's
License, PhilHealith, etc., and Company ID.
Present original ID and provide 1 photocopy,
if no ID available, secure certificate of no
valid ID signed Brgy Captain.

(for consideration of identification, if the
beneficiary is not available, provide
notarized SPA)

2. SLP Profile Form/Data Privacy
and Consent Form (Data Privacy
_Act No.10173

e T T T AT e S S 2 1.

Walk-in clients ' 1.1 Conduct brief orientation on
the SLP Processes

Explain and request the
client to sign or piace his/her
thumb mark on the Data
Privacy Act (DPA) of 2012

1.2 Fill-out the SLP Profile Form

Request the client to register
in the Walk-In Clients
Logbook

Government Agency/Office

_DSWD SLP RPMO

10
minutes

TR AP VA I U TR

RPMO Project
Development
Officer

or Field Project
Development
Officer

20
minutes

Client and RPMO
Project
Development
Officer

or Field Project
Development
Officer
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1.3 Issue SLP Walk-In Client

Client and RPMO

Slip to client/s in order to Project
certify his/her appearance at Development
the SLP RPMO Officer
20 or Field Project
Request the client to fill up minutes | Development
the Client Satisfaction Officer
Measurement Report Form
Assess/Validates 1.4 Acknowledge upon receipt Regional
Participants Eligibility of referrals from SLP Program
NPMO, PCC, 8888, OP and Coordinator
(walk-in client, referrals and other institutions. Not 1 hour
other means of Applica RPMO Project
endorsement) bie Development
Officer
or Field Project
Development
Officer
1.5 Data encoding of client's
profile in the SLP Referral RPMO Project
Management System (SLP | Not 20 Development
RMS) Applica minutes | Officer
ble
1.6 Provide list of name/s for Not Pantawid | RPMO Project
name matching to Applica 1 day Development
Listahanan — NHTU ble Officer
and Pantawid Non- or Field Project
Database Pantawid | Development
2 days Officer
Pantawid
Listahanan
Endorsement Process 1.7 Endorse to Provincial Not 50 RPMO Project
Offices for appropriate Applica minutes | Development
action, ble Officer
All Client/s with POOR status
result and PANTAWID

members shall proceed fo
Track Selection, Social
Preparation and Resource
Mobilization

However, the following should
be considered If the results of
the clients on the NHTU is no
name match:
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a.) Conduct home

Field Project

visitation for Development
Administration of 1 day Officer
HAF or SLP
Means Test
b.) Administration of Field Project
Livelihood Development
Assessment Form 1 day Officer
(LAF) and SLP
orientation
1.8 Inform the client/s on Not 1 hour RPMO Project
the result of the Applica Development
Listahanan Name ble Officer
Matching
Provincial
All clients with Listahanan Coordinator
non-poor results
Partnership
Provide endorsement letter Officer/s
to concern stakeholders for
those client/s who are not
qualified to avail the
program
Conduct of Social 2.1 Qualified individual/s will Not 3 days Client and Field
Preparation undergo Orientation on Social Applica Project
Preparation stages; ble Development
Officer

A.) Conduct Capacity Building

B.) Provide results on the
conducted Sustainable
Livelihood Analysis (SLA), and
SWOT analysis

C.) Undergo Track Selection,
client/s will show their interest,
strength and weaknesses, so
that they can identify the
suitable track for them

D.) Conduct of Micro -
Enterprise Development
Training (MD) or Basic
Employment Skills Training

181




k) D SWD M FIELD OFFICE
CARAGA

Departmont of Sociat Wellare and Development

“Kalidad s Sesblayo. Katidad n3 Bubay Siguradd”™

Project Identification 2.2 Gather the final project Not 1 day Field Project
identified by the individual Applica Development
participant in preparation for the | ble Officer
Project Proposal making activity

Project Proposal 2.3 Prepare and submit the Not 1 day and | Program

Preparation Modality Application form and Applica 4 hours | Participants
the Mungkahing Proyekto along | ble
with the complete details of the
Enterprise
a. Business Name
b. Cost of initial capital

investment
c. List of raw materials
with price
d. List of
building/infrastructure
materials for the
project
2.4 Assess the feasibility 1 day Provincial
of the proposed project Coordinator
If the project proposal is complete, RPMO Project
proceed fo the next process, if not, Development
return it to the participant for Officer
revision
Regional Review
Committee (RRC)

Resource Mobilization 3.1 Processing of the approved | Not 3 days Field Project

Stage project proposal for funding Applica Development

ble Officer

Project proposal review, | The proposal has been approved

approval and funding by the RD and forwarded to FMD Provincial

Coordinator
Regional
Program
Coordinator
Budget Officer
Division Chief
Regional Director
3.2 Notify the program Not 1 day Field Project
participant/s regarding the Applica Development
status of their request. ble Officer

TOTAL

15 days
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4. Grievance Management Process for SLP - RPMO

The Grievance Management Process of RPMO. facilitate the request of individual
client/s. All program related grievances received by the office filed through the different

channels including the SLP NPMO.

Office or Division:

Sustainable Livelihood Program — Grievance and Referral Management

Unit (GRMU)

Classification:

Highly Technical

Type
Transaction:

of

G2C - Government to Citizen

G2G - Government to Government

Who may avail:

All DSWD FOs. DSWD OBSUs. or other Agencies/Institutions

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE

2. Filled-up SLP Grievance Form - for walk-in clients
Gnevance/ Complaint received from OBSUs. NGAs.
NGOs. concerned citizen, social media and others

3. Supporting documents

SLP Helpdesk
3" Floor. Mahusay Building

Regional Program Management Office (RPMO) Level

FEES TO | PROCESSING PERSON
CLIENT STEPS AGENCY ACTIONS BE PAID TIME RESPONSIBLE
1. Receiving | 1.1 Explain and read to the
Grievance compiainant the data privacy
referred/endor consent - RA 10173 in the SLP Grievance
sed from Field Grievance Intake Form. o Referral
82‘;‘6& Note: for complaint received from the Minutes S el T
s. NGAs, nt Officer
SOs Provincial Coordinator. 8888. None (GRMO)
NGOs, CSOs. SLP NPMO and other
8888 Citizens stakeholders. LGUs, proceed to
Complaint 4
Hotline. and [ 12 Fill-out the SLP Grevance
other Intake Form. 10 GRMO
institutions Request the complainant to register in Complaina
the Walk-in Complainant Ensies, nt
Logbook
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1.3. Issue SLP Walk-in Complainant
Stip: certifying that the
complainant appeared at the
SLP RPMO

Request the client to fill up the Client
Satisfaction Measurement
Report Form in the provision of
technical assistance and intial
intervention

20
minutes

GRMO
Complaina
nt

14. Grievances are assessed and
sorled based on the
validity/grawity.

Ensure accomplished forms.

Prepare letter of acknowiedgement.

Encoding to Database the deployment
of Fact-Finding Team.

1.5 Non-Cognizable Grievance
(Simple Transactions)

The Non-Cognizable (invalid)
gnevance does not require
venfication

The GRMO will provide Technical
Assistance, simple explanation.
and orientation on program
implementation.

30
minutes

Regional
Program
Coordinato
r

Grievance
Referral
Manageme
nt Officer
(GRMO)

7 days

Fact
Finding
Team

1.6. For Cognizable Grievance-
Major Grievance (Highiy
Technical Transactions)

The SLP Regional Gnevance
Management Committee shall
convene {o manage and decide
the resolution of the gnevance.

For grievances that need further
assessment. the SLP Regional
Grievance Management
Committee (RMGC) shall be
activated o include the
deployment of Fact-Finding
Team.

Gathenng of dala and other
essental information in order to
determine the reasons/factors
that trigger the filng of
gnevance.

20 days

SLP
Regional
Grievance
Manageme
nt

Committee
(RGMC)

1.7 The Fact finding team shall
conduct fieid visit for
assessment’ validation and

4 days

SLP
Regional
Grievance
Manageme
nt
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investigation and other duties Commiltee
and respons:ibiities under GMP (RGMC)

1.8. Dala gathered and other 4-13 days
essential information, Fact
reasons/factors that trigger the Finding
filng of gnevance shall be part Team
of the feedback

1.9. Provide recommendation and SLP
decision or be endorsing to Regional
concerned OBSUs towards the Gnevance
resolution of the grievance 1 day Mana?eme

n
Commitlee
(SLP
RGMC)

1.10. Provide feedback to the Grievance
complainant on the action taken Referral

1 day Manageme
nt Officer
(GRMO)

1.11. The SLP RGMC may endorse SLP
unresolved grievances to the Regional
DSWD FO Regional Grievance 1-4 days Grievance
Commiltee for resolution (FO Manageme

RGC) nt
Committee
(RGMC)

1.12. SLP RGMC gathered
information/documentation for
submission and endorsement to 1 day RGMO
Management (FO RGMC/AG-

AC/RD)

1.13. SLP RGMC gathered FO RGMC/
information/documentation for AG-AC/
submussion lo the Office of the Manageme
Secretary nt

1.14. SLP RGMC' gathered FO RGMC/
information/documentation AG-AC/
submitted shall be processed Manageme
based on the existing guidelines nt

1.15. SLP RGMC gathered
information/documentation
submitted along LGU concerned F?\gi'g,cj
Employee and if the LGU Manageme
Official is concerned to the Civil nt

Service Commission
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LGU Employees - Endorse lo the
Local Government Unit - Local
Chief Executives

SLP RGMC gathered
information/documentation in
the form of Grievance
Management Report for
submission to the Regional
Director for action.

The DSWD Centrai Office or Field
Office lawsuits against the
stakeholder

SLP RGMC gathered
information/documentation in
the form of Grievance
Management Report for
submission to the Regional
Director following the RA No.
6713 and lo the DSWD
Regional Grievance Commiltee.

1.16.

1.17.

1.18. Issuance of Resolution based

on the decision by the authority

1.19. If Resolution was issued by the:

PC - Appeal processed by the
SLP RGMC
SLP RGMC or SLP RPMO - The
appeal shall be processed by the
SLP NPMO GMC
SLP NPMO GMC Appeal
process by Offce of the
Secretary or OBSUs concemed
Continuously monttors the
status of newly resoived
grievances to ensure that
recommendations provided are
properly execuled and followed
by the involved persons/parties.

1.20.

FO RGMC/
AG-AC/
Manageme
nt

FO RGMC/
AG-AC/
Manageme
nt

1 day

(GRMO)

1 day

(GRMO)

1 day

(GRMO)

TOTAL

None

43 days,10 minutes - 55
days,10 minutes

Provincial Management Office (PMO) Level

1. Receiving | 1.1. Explain and read to the
Grievance complainant the data pnvacy
referred’endor sed consent - RA 10173 in the SLP
from Field Offices. Grievance Intake Form.

OBSUs. NGAs. | Note: for compiaint received from the
NGOs. CSOs. 8888 Provincial Coordinator. 8888. SLP
Citizens Complaint NPMQO and other stakeholders.
LGUs. proceed to 4.

None

10 minutes

Provincial
Grievance
Management
Officer
(PGMO)
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Hothne, and other
institutions

1.2 Fill-out the SLP Gnevance Intake
Form.
Request the complainant to register
in the Walk-in Complainant
Logbook

1.3. Issue SLP Walk-in Complainant
Slip: certifying that the complainant
appeared at the SLP RPMO
Reguest the client to fill up the Client

Satsfaction Measurement Report
Form in the provision of technical
assistance and nibial intervention

14 Grievances are assessed and
sorted based on the validity/gravity.
Ensure accomplished  forms.
prepare letter of acknowledgement.
The Non - cognizable Gnevance
(invalid) grievance does not require
vernfication
Encoding to Database

1.5. Non-Cognizable  Grievance
(Simple Transactions)
The PGMO will provide Technical
Assistance. simple expianation,
and orientaton on  program
implementation.

1.6. All major grievances are endorsed
to RPMO

17. Gathenng of data and other
essential information in order to
determine the reasonsifactors that
tngger the filing of grievance.

1.8 The Data gathered and essential
information val: be part of the endorsed
documents lo RPMO.

19 Provide feedback to the
complainant on the action taken

1.10. Continuousty monitor the status
of newly resolved grievances to ensure
that recommendations provided are
properly executed and followed by the
involved persons/parties.

10 minutes PGMO
20 minutes PGMO
30 minutes PGMO
1.3 days PGMO
1 day PGMO
4-13 days POMO
L) PGMO

1 day PGMO
1day PGMO

TOTAL

None

10 days,10 minutes -
21 days, 10 minutes

SLP Municipal Level

1. Receiving
Grnievance
referredlencorsed
from Field Offices.
OBSUs. NGASs.

1.1. Explain and reac to the complamnant
the data privacy consent - RA 101 73:nthe
SLP Grevance intake Form.

Note. for complant received from the
Provincial Coordinator. 8888._SLP NPMO

None

11 minutes FPDO
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NGOs,
Citizens
Holline.

CSOs, 8888
Compiant
and other

institutions

and cther stakeholders, LGUS. proceed to
4

1.2. Fill-out the SLP Gnevance Intake
Form.
Request the complainant to register in
the Walk-in Cemplainant Legbook

1.3. Issue SLP Walk-in Complainant Ship.
certfying  that  the  complainant
appeared at the SLP RPMO
Reguest the clent to fill up the Chient
Satisfaction  Measurement  Report
Form in the provision of technical
assistance and mitial intervention

1.4. Grevances are asscssed (e.g.
involvement ¢f PDO) and sorted tasec
on the validity/grawity.

Ensure accomplished forms, prepare
letter of acknowiedgement.
Encoding to Database

1.5. Non-Cogrizable Grievance {Simple
Transachions)
The FPDO will provide Technical
Assistance. simple expianaton, and
cnentation on program
implementation.

1.6. Ali major gnevances are endorsed to
RPMO

1.7. Gathenng of ¢ata and other essential
information n order 1o determine the
reasons/factors that tngger the filing of
gnevance.

The PGO will check the involvement of
the PDO before

1.8. Provide feecdback to the complainant
on the aclion taken

1.9. Continuously monitar the status of
newly resoived grnievances 1o ensure that
recommendations provided are properly
executed and folloaed by the involved
persons/parties.

11 minutes it
Complainant
. FPDO
20 minutes Complainant
PGMO
30 minutes PeMO
- PGMO
1 day PGMO
1 day Grievance
Verification
Report (Annex
C)
1day Grievance
Feedback
Report (Annex
B)
1 day Gnevance
Monitoring
Report (Annex
D}
Encoded in the
SLP Grievance
Tracker

TOTAL

None

8 days and 12 minutes
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How to send feedback

Cllents answer the Client Satlsfactory Feedback (CSF) Form and s
drop it at the drop box.

How feedbacks are
processed

e Every Friday, all CSF Forms will be validated and recorded by
the GRMU Unit Head;

e Feedbacks requiring actions will be discussed to the concerned
GRMU Staff and required to submit incident report three (3) days
after the initial discussion;

e Feedbacks will be relayed to the concerned client;

e For inquiries and follow-ups, clients may contact the GRMU Unit
though landline 8951-2806 or email at |ivelihood@dswd gov ph

How to file a complaint

e Officer of the day will conduct initial interview to the client and the
client will fill-out the Grievance Form and will be classified if it is
technical or highly technical.

How complaints are
processed

e Walk-in Client: Writing formal letter to the client through email or
courier service;

e From Field Offices, OBSUs, NGAs, NGOs, CSOs, 8888 Citizens
Complaint Hotline, and other institutions: Response letter to the
endorsee, briefer for the Secretary (as necessary), and writing a
formal letter to the client through email or courier service;

e From email, social media, phone calls and sms: Writing formal
letter to the client and send through preferred mode of
communication/feedback

Contact information

DSWD Central Office

* Twitter - @DSWDserves

« Facebook — Department of Social Welfare and Development *
Email — inouirv@dswd gov.ph

» Trunkline (Main Office) — (02) 9318101 to 07

» Address — IBP Road, Batasan Complex, Constitution Hills,
1126 Quezon City

* website: www.dswd.gov.ph

SLP — NPMO
Telephone: 895-128-06
931-81-01 Local 332

Telefax (02) 951-28-06
Email Address: livelihood@dswd.gov.ph
Facebook: @sustainablelivelihoodDSWD

r @livelihooddswd

#Sulonagkabuhayan

DSWD Field Office Caraga

» Facebook — DSWD Caraga

» Email —focrg@dswd.gov.ph

» Address — R.Palma St. Butuan City, Agusan del Norte
* website: www.caraga.dswd.gov.ph

SLP-RPMO

* Telephone: (085) 342-56-19

« Email — livelihoodcrg@dswd.gov.ph

« Address — R.Palma St. Butuan City, Agusan del Norte
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ARTA : complaints@arta.gov.ph

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : email@contactcenterngbayan.qgov.ph
Facebook : https://facebook.com/civilservicegovph/
Web : https://contactcenterngbayan.qgov.ph/
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2. PROVISION OF ASSISTANCE TO DISTRESSED REPATRIATED OVERSEAS
FILIPINO WORKERS

The provision of financial assistance to distressed repatriated Overseas Filipino Workers is part of
the social protection services of the Department. This protective service aims to help them to cope
with the difficult situation they are presently experiencing due to their repatriation caused by
various emergency situations abroad.

Office or Division: | International Social Services Office - Protective Services Division

Classification: Simple

Type of G2C-Government to Citizens

Transaction:

Overseas Filipino Workers who have been repatriated due to unfinished
working contract, overstayed, and those who have been victims-survivors of
Human Trafficking.

Who may avail:

CHECKLISTOF REQUIREMENTS | WHERE TO SECURE

Cash Assistance for other Support Services

Any from these government agencies
1. Referral Letter handling OFWs (OWWA Caraga, NRCO
Caraga, Social Welfare Attache)
2. Passport of the client Department of Foreign Affairs (DFA)
3. Anyvalid government issued . D Government agencies issuing an

identification card (SSS, Philhealth, LTO, PAG-
IBIG, COMELEC, NBI, DFA and among others)

Additional Requirements =3

1. Travel Documents
2. Barangay Certificate of Residency

Within the Day Transaction

CLIENT STEPS AGENCY ACTIONS FEES TO BE PROCESS PERSON
PAID TIME RESPONSIBLE
Inquire about 1. CBSS Clerk lets the None 3 minutes CBSS Clerk
OFW Cash client register in the
Assistance logbook for reference
2. Clerk refers the Client None 3 minutes CBSS Clerk
to appropriate Social
Worker
3. Social Worker conducts | None 15 minutes ISSO Social
initial assessment to Worker
client
4. Social Worker provides | None 2 minutes ISSO Social
Checklist of Worker
Requirements to Client
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Client will fill-out the

GIS Page 1 then Social

Worker will print out
the filled-up forms such
as General Intake Sheet
Page 2, Certificate of
Eligibility and Petty
Cash Voucher

None

20 minutes

ISSO Social
Worker

. Social Worker will

conduct
assessment

thorough

45 minutes

1SSO Social
Worker

Endorse client to the
Petty Cash Custodian/
SDO for provision of
assistance

None

3 minutes

1SSO Social
Worker

Client will receive the
cash assistance then to
register her name and

None

3minutes

Petty Cash
Custodian,
CIS Clerk

signature in the logbook
and also picture-taking

9. Client to fill out the | None 6 minutes CIS Clerk
monitoring tool on
Responsiveness of
Service Providers
purposely to assess the

quality

Total:
TOTAL 1 hour & 40
minutes

FEEDBACK AND COMPLAINTS MECHANISMS

How to send

Accomplish the Client Satisfaction Survey Form

feedback

How feedbacks are | Consolidated every month and forwarded to concerned section
processed

How to file a Thru 8888 or Client Satisfaction Survey Form

complaint

How complaints

are processed

Complaints are processed and acted within 24 hours upon receipt

Contact
Information

international Social Services Office

15t 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) 815-9173
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E-mail: protecti

PCC: 8888

Ddswd.gov.ph

ARTA : complaints@arta.gov.ph

CONTACT CENTER NG BAYAN:

SMS - 0908 881 6565
Call - 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landiines
Email : email@contactcenterngbayan.gov.ph
Facebook ttps://facebook.com/civilservicegovph
Web : https://contactcenterngbayan.gov.ph

2. Securing Travel Clearance for Minors Traveling 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.

Office or | DSWD Caraga XltI (MTA-Protective Services Division)
Division:

Classification: Simple

Type of | G2C-Government to Citizen

Transaction:

Who may avail:

Filipino Minors Travelling Abroad

Issuance of Travel Clearance Certificate

A. For Minors Travelling Alone to a Foreign Country for the First Time

1. Duly
Form

Accomplished  Application

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

2. LSWDO/SWAD Social Worker's
Assessment, when necessary

Local Social Welfare and Development Office
where minor resides

3. PSA issued Birth Certificate of the
minor

Philippine Statistics Authority (PSA)

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

PSA CENOMAR for
minors on SECPA;

illegitimate

Philippine Statistics Authority (PSA); Court who
handled the Legal Guardianship petition, Shariah
Court or Religious Leader
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. 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 ID
issued abroad, if parents are
working abroad

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

. 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

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

Applicant

. Certified True Copy of the Death
Certificate (for deceased parent/s)
on SECPA

Applicant

. 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 Succeeding Travel of Unac

companied minor or Travelling Alone

. Duly Accomplished Application
Form

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

. 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 ID issued abroad, if parents are
working abroad

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

. Originai Copy of the Previous Travel | Applicant
Clearance
. Two (2) original colored passport | Applicant

size photos of the minor (in White,
Red or Blue Background) taken
within the last 6 months, No
Scanned Picture is allowed

. Unaccompanied Minor Certificate
from the Airline

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

Applicant

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

1. Duly
Form

Accomplished Application

Download form at aga.dswd.gov.p

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 and valid visa or valid 1D
issued abroad, if parents are
working abroad

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

4. Copy of Marriage Certificate of
minors parents (SECPA), Solo
Parent ID 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 ID); 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

6. Photocopy of the passport of the
travelling companion

Minor's Travelling Companion

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

1. Duly Accomplished Application | Download form at www caraga.dswd.gov.ph
Form

2. Original Copy of the Previous Travel | Applicant
Clearance

3. 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 1D

Law Office and Notarized at the place where the
minor resides/ Philippine Embassy (If minors
parents/s are abroad)
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issued abroad, if parents are
working 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
travelling companion

Minor’s Travelling Companion

Additional Requirements for Minors
Under Special Circumstances

For Filipino Minors Migrating to
Another Country

1. Visa Petition Approval

Applicant

For Minors studying 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 Invitation 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

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

3. Letter from the Sponsor

Sponsor
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Minors going Abroad for Inter-Country
Adoption

Placement Authority issued by ICAB

Inter-Country Adoption Board (ICAB)

N|l—

Authority to escort issued by ICAB

inter-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 Legal Guardianship

Court

Minors whose parents are Seafarers

1. Certification from the Manning
Agency attesting to the parents
employment

Manning Agency

2. Photocopy of Seaman’s Book of the
parent/s

Applicant

Minors with alleged missing parent/s

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

parent/s last known address

3. One (1) Returned registered mail to | Applicant
the last known address of the
alleged missing parent
Within the Day Transaction
CLIENT STEPS AGENCY ACTION FEES | PROCESS PERSON
TO BE | ING TIME RESPONSIBLE
PAID
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1.Registration

1.1Issuance of Service
Sequence Number and
CSS

5 minutes

Officer of the
Day/Security Guard

2.Screening of
documents

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

10 minutes

Social Worker

3.Interview 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

1 hour

Social Worker

4. Review and
Approval of
Application

4. 1Approves/Disapprov
es the application

4 1a. If Approved:

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

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

4.3 Notify the nearby
DSWD Field Offices

43a. If exempted,
Prepares the Certificate
of Exemption for

2 hours

10 minutes

30 minutes

20 minutes

Division Chief
Social Worker
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Approval of the Regional
Director

5.Payment of:

Php. 300.00 for

5.1 Receives and Issues | Php. 30 minutes Cashier
Official Receipt to the | 300.00
Applicant on the | for 1

1 year validity; Payment Received year
validity;
Php.600.00 for
2 years validity Php
600.00
For 2
years
validity
6.Preparation of | 6.1Encodes/Type the 10 minutes Admin. Clerk

Travel
Clearance

details of the Applicant
to the Travel Clearance
Certificate

7. Approval of
the Regional
Director

7.1Signs/Approves the 2 hours Regional Director
Application or Certificate
of Exemption for
Exempted Applicants

8.Issuance of
Travel
Clearance/Certif
icate of
Exemption

8.1Releases the Travel 5 minutes Social Worker
Clearance Certificate to
the Applicant/ Certificate
of Exemption and collect
the filled-out CSS

TOTAL | P 300- 7 hours
600.00

*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.
FEEDBACK AND COMPLAINTS MECHANISM

How to send feedback Client will provide feedback through Client Satisfaction
Survey Form (CSS) after the release of Blue Card

How feedback are processed Section Clerk will consolidate CSS monthly and to be
approved by DC. Then, the CSS monthly report of the
division will be forwarded to HRMD

How to file a complaint Complaints can be filed thru sending a letter or email at
focrg@dswd.gov.ph
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DSWD Caraga Xl
R. Palma St, Dagohoy, Butuan City
Tel. No. 085-342-5619/20

Complainant using 8888

Record Unit will receive the complaint and will be
forwarded to PSD Head, if the concern is for MTA, the
Focal Person or the concern SW will answer the said
complaint/s.

DSWD-PSD
R. Palma St., Dagohoy, Butuan City
085-342-5619/20

How complaints are processed

The MTA Unit will conduct a case conference/meeting to
discuss the issue/concern. If necessary, to set a meeting
with the complainant and discuss the concern.

-Internal investigation shall be conducted within the PSD,
then provide recommendation and officially send reply
letter to the complainant

DSWD-PSD
R. Palma St., Dagohoy, Butuan City
085-342-5619/20

Contact information DSWD FO
X/ MTA-PSD

Through Telephone No. 085-342-5620/19
Email. Address: focraq@dswd.gov.ph

ARTA : complaints@arta.gov.ph

PCC: 8888

CONTACT CENTER NG BAYAN:
SMS 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email - email@contactcenterngbayan.gov.ph
Facebook - hitps://facebook.com/civilservicegovph/
Web : https tactcenterngbayan.gov.ph/
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3. AUXILIARY SOCIAL SERVICES TO PERSONS WITH DISABILITIES

In support of the RA 7277 or the Magna Carta for Persons with Disabilities, the Department
of Social Welfare and Development Office Field Office provides for auxiliary services for the
sector. The provision of assistive devices is dedicated for the physical restoration of persons
with disabilities to ensure their self and social enhancement. This also aims to promote their
capability to attain a more meaningful, productive and satisfying way of life and for persons
with disabilities to become self-reliant and contributing members of the society.

| Office or Division: Protective Services Division

Classification: Simple/Complex

Type of Transaction: G2C-Government to Citizen

Who May Avail: Persons with Disabilities who are in need of assistive devices

FOR ASSISTIVE DEVICES

CHECKLIST OF REQUIREMENTS WHERE TO SECURE

Medical certificate (indicating the specific
assistive device needed)

Attending physician (hospital clinic,
barangay health worker)

Barangay certificate of indigency

Barangay hall

Social case study report

Local Government Unit of Medical
Social Service

2x2 picture or 1 whole body picture of the Client

beneficiary

Request letter Client
FOR MEDICAL ASSISTANCE

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE

Medical certificate/abstract

Attending physician (hospital clinic,
barangay health worker)

Billing statement/prescription

Attending physician (hospital clinic,
barangay health worker)

One (1) valid ID

Client

Barangay certificate of indigency

Barangay

Social case study report

Local government unit/medical social
service

FOR EDUCATIONAL ASSISTANCE

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE
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Certificate of enrollment School
Valid school ID Client/school
Barangay certificate of indigency Barangay

Social case study report

Local government unit

FOR BURIAL ASS

ISTANCE

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE

Funeral contract

Funeral service

Valid identification card

Client

Barangay certificate of indigency

Barangay

Social case study report

Local government unit

FOR LIVELIHOOD ASSISTANCE

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE

Project proposal

SLP/PWD Focal person

Barangay certificate of indigency

Barangay

Social case study report

Local government unit

Certificate match as poor in (HH) Listahanan

DSWD Field Office

Persons with disability ID

Client/PDAO/LGU

FEES TO | PROCESSING PERSON
CLIENT STEPS | AGENCY ACTIONS BE PAID TIME RESPONSIBLE
1. Persons with For walk in clients, None 5 minutes FO or SWADT
disabilities or | social worker/PWD social
family focal person to worker/focal
member seek | conduct a brief person
assistance

interview and
assessment on the
needs of the
persons with
disabilities. General
intake sheet is
prepared by the
social worker/focal
person.

After interview and
assessment, the
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social worker/focal
person together with
the client, decide
the services to be FO or SWADT
provided. ) social
SYPIREIES worker/focal
person
If for AICS (medical,
educational, burial
assistance), social
worker/focal person
will endorse client to
CIS or SWADT.
FO or SWADT
If for livelihood social
assistance, social worker/focal
worker/focal person 1 minute person
will endorse client to
SLP.
If for assistive
devices, the social FO or SWADT
worker/focal person social
provides a list of worker/focal
documentary SRl
requirements. ettt o=
FO or SWADT
social
worker/focal
person
2 minutes
. Client submits | Social worker/focal | None 5 minutes FO or SWADT
the person will screen social
documentary | the documents for worker/focal
requirements | gythenticity. person
If incomplete, social
worker/focal person
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will explain the need 5 minutes
to complete the
documents.

If complete, social
worker/focal person
will prepare the
Requisition and
Issue Slip (RIS) 20 minutes

For devices such as
wheelchairs,
crutches, walker,
canes, social
worker/focal person
will prepare gate

pass. 20 minutes

For devices such as
hearing aid and
prosthesis, social
worker/focal person
to process the
disbursement of the
assistance to
service provider.
Social worker/focal
person to attach
general intake
sheet, certificate of 3-5 working
eligibility and the days
documents for
approval by the

PSU/CBU/CBSS/Di
vision Chief and
Budget Officer.
3. Client to claim | For wheelchairs, None 5 minutes FO or SWADT
the assistance | crutches, walker social
and canes, social worker/focal
worker/focal person person

to release the
approved gate pass
or RIS. Social
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worker to prepare
the distribution
sheet to be signed
by the receiving
person/client.

For hearing aid and
prosthesis, social
worker/focal person
to inform service
provider upon
approval. Client to
be provided with
claim stub for claim
of the device from
the service provider.

5-7 working
days upon
approval.

Office or Division:

Protective Services Division

Classification:

Simple/Complex

Type of Transaction:

G2G-Government to Government/NGOs

Who May Avail:

Persons with Disabilities who are in need of assistive devices

FOR GROUP APPLICATION FOR ASSISTIVE DEVICES

CHECKLIST OF REQUIREMENTS

WHERE TO SECURE

Medical certificate (indicating the specific
assistive device needed)

Attending physician (hospital clinic,
barangay health worker)

Barangay certificate of indigency

Barangay hall

Social case study report

Local Government Unit of Medical
Social Service

2x2 picture or 1 whole body picture of the Client
beneficiary
Request letter Client
FEES TO | PROCESSING PERSON |
CLIENT STEPS | AGENCY ACTIONS BE PAID TIME RESPONSIBLE
1. LGUs/NGOs Social worker/focal None 2 hours FO or SWADT
submit list of | person to screen social
persons with and review the worker/focal

need of
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assistive
devices
together with
documentary
requirements.

documents for
authenticity.

if incomplete, social

worker/focal person 7 _or LD
will explain to the 5 minutes Ll
referring party the worker/focal
need to complete person
the documents.
if complete, social
worker/focal person
will review the FO o SWADT
documents social
SUBmitEd worker/focal
5 minutes person
After screening, the
social worker/focal
person will prepare FO or SWADT
the voucher and social
ORS for approval. worker/focal
person
The check is 20 minutes
prepared for advise
an signature of )
cashier and Cash Unit and
Regional Director. ORD
1-2 working
days
2. Coordination | Coordination onthe | None 10 minutes FO or SWADT
with release of the social
LGUs/NGOs assistance to the

on the release
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of the concerned referring worker/focal
assistance agency or group. person
3. LGU/NGO to The release of the None Depending on | FO or SWADT
receive the assistance will be the availability | social
assistance done through check of the assistive | worker/focal
payable to service devices person
provider.

FEEDBACK AND COMPLAINTS MECHANISM

How to send a feedback

Client Satisfaction Survey/Feedback

How feedback is processed

Cornisolidated every month and forwarded to
concerned section if any.

How to file a complaint

Thru 8888 or Client Satisfactory Survey/Feedback

How complaint is processed

Cornplaints are processed and acted upon 24 hours
upon receipt.

Contact Information

(085) 342 5619 loc. 106
ARTA : complaints@arta.qov.p

PCC: 8888
CONTACT CENTER NG BAYAN:
SMS : 0908 881 6565
Call : 165 56

P 5.00 + VAT per call anywhere in
the

Philippines via PLDT landlines
Email : email@contactcenterngbayan.gov.ph
Facebook
https://facebook.com/civilservicegovph!/
Web . https://contactcenterngbayan.gov.ph/

4. Case Management in Center and Residential Care Facility
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Procedures in ensuring that clients receive all the services they need in a timely and appropriate
manner towards sustaining, enhancing and restoring client’s social functioning

i Center Development Division

@ Highly Technical

: G2G - Government to Government, G2C — Government to Citizen

Field Offices Center Facilities

| Referral Letter - ' LGU/ other referring rty
Social Case Study Report LGU/ other referring party
Medical Clearance Private/ Government Physician
Court Order (if any)
Barangay Clearance/ Certificate Local Barangay Office
Other pertinent documents per CRCF
manual

Pre-Admission Phase

1. Client 1.1 Conducts initial | None | 30 minutes Social Worker on duty
submits for interview with the client
initial interview | (either walk-in,
and outreached, referral
assessment from the Local
Government Unit (LGU),
law enforcement

agency, hospital, court,
and or other Social
Welfare Agencies,
individuals and
government or private
agencies), to determine
eligibility to receive
services in the CRCF.

Remarks: In new normal
situation/emerging

infectious diseases, the
LGUs are encouraged
to refer clients in group
considering health and
safety protocols and use
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of available isolation
facility in the RCF.

If upon assessment, the
client is eligible, the
Social Worker
accomplish the Intake
Sheet, and the
client/referring party and
the SW signs the
informed consent
portion for further data
gathering activities.

If client is not eligible,
the Social Worker refers
the client to other
agency if his/her needs
are beyond the service
capacity of the CRCF.
(Endorsement  should
be made depending on
the Level of
Accreditation)

Within 5 days

2. Attends pre-
admission
conference

2.1 Conduct of pre-
admission with referring
party, client’s family and
other center staff to
discuss the problem of
the client in line with
his/her admission of the
facility

Remarks: In some
cases, like walk-in and
emergency, pre-
admission conference
cannot be done, and
therefore admission
conference comes
immediately once client
is assessed to be
eligible for services.

None

2 hours

Worker,
Party,

Social
Referring
Parents any
available family
members, if possible.

or

Admission
Phase

1. Attends
admission
conference

1.1 Facilitates conduct
of admission
conference, Contract
Setting with referring
party and orientation on
the general rules and
polices of the facility

None

1 day

Helping
Team/Multidisciplinary
Team, Referring Party
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The Social Worker
accomplish Admission
Slip, and requires
referring party’s
signature.

Client/resident of legal
age is required to affix
his/her signature as an
expression of
conformity.
Parent/relative of minor
client/resident  should
sign the admission slip
witnessed by the
referring party.
Client/Resident signing
of Data Privacy Consent
or Pahintulot Hinggil sa
Pagkalihim ng Datos’ is
also facilitated in
compliance to Data
Privacy Act of 2012.

Orients  client/resident
about the facility and on
the existing house rules
and policies of the
facility, and introduces
his/her to the Helping
Team/Multi-disciplinary
Team.

Social Worker

Social
Houseparent

Worker,

2. Submits seif | 2.1 Conducts an None | During the Houseparent on Duty
to inventory of | inventory of the client’s Client's 1+ day in
belongings belongings and records the facility
it.
3. Accepts set | 3.1 Provides the client | None | During the Houseparent
of clothings and | with set of clothing, Client's 1« day in
other provision. | toiletries, footwear, and the facility

the like based on
standards as per AO 22
$.2005 and on the result
of the inventory of the
client’s belongings.
(This is not applicable
to non-residential
facilities).
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4. Submits self
for examination

4.1 Refers or submits
client for  physical
examination and pre-
natal check-up in case
client is pregnant.

None

During client's
first day in the
facility

Medical Officer, Nurse

4.2 Endorses the client
to the Houseparent on
duty, and brief the latter
on the client's
disposition as well as
the case background to
enable the Houseparent
to understand the
client's behavior and
interact with  his/her
properly.

(This is not applicable to
non-residential facilities)

None

During client’s
first day in the
facility

Social Worker,

Houseparent

Center-based In

tervention Phase

1. Submits for
interview

1.1 Conducts further
interview with the client
to gather additional
reievant information on
problem presented as
basis for assessment
and recommendation.

None

During client’s 1=
day in the facility

Social Worker

1.2 Conducts
psychological
assessment of the
client. Psychological
assessment will only be
administered to children
who are 5 years old and
above.

initial

None

During 2~ to 7=
day of client in
the facility.

Psychologist,
Psychometrician or

Outsourced service of
a Psychologist should
there be no resident
Psychologist/
Psychometrician in the
CRCFs.

1.3 Gathers additional
information from the
client, significant others
and the worker's own
observation on the client

At this
request
Parental/Family

Capability Assessment
(PCA) is also
coordinated by the
Social Worker to the

the
for

stage,

concerned LGU.

None

During client’s
2 to 3+« week of
in the facility

Helping
Team/Multidisciplinary

members, Referring
Party, LGU Social
Worker
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1.4 Drafts the Initial
Social Case  Study
Report, and Intervention
Plan with the
client/resident. The
Social Worker
addresses with the
clients/residents

collaboratively to
identify the problem

areas and needs, then
formulate a structured
plan for achieving both
short- and long-term
goals.

Within 30 days
after admission

Within 15 days
after admission
for the
Intervention Plan

Social Worker,
Client/Resident

1.5 Present the case to
the Rehabilitation team.
The result of the case
conference shall be the
basis for the formulation
and implementation of
the Intervention Plan

Case conference is also
conducted as need
arises

None

During client’s 4«
weeK in the
facility;

Helping
Team/Multidisciplinary
Team, Referring Party,
LGU

1.6 Review and update
the Intervention Plan
based on the resulit of
the case conference, if
necessary.

During client's 4=
week in the
facility;

Helping
Team/Multidisciplinary
Team

2. Receives the
provisions of
the center and
various
interventions
provided

2.1 Implements and
facilitates provision of
services to the client
towards improvement of
social functioning and
rehabilitation goal

None

During the
client's/resident’s
stay in the facility
which is a
minimum of six
months with
exception to the
following:
a. Early
reintegration/
rehabifitation
prior to six
months;

b. Six months

and beyond
depending on
the coping of
client/
resident and
other
circumstances
of the case

Helping
Team/Multidisciplinary
Team
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and the
assessment of
the Social
Worker.

2.2 Monitors the
progress of the client in
relation to achievement
of goals. The Helping
Team/ Multidisciplinary
Team conducts regular
case conducts regular
case conference as part
of monitoring the case

None

Monthly

Helping Team/
Multidisciplinary Team

2.3 Reassesses and
modifies the intervention
plan per
developments/changes
along helping process
and based on the
assessment of other
members of the Helping
Team/ Multidisciplinary
Team.

None

During client’s 3~
month in the
facility

Social Worker, Helping
Team/
Multidisciplinary Team

Evaluation and Termination

1. The Social Worker
conducts individual or
group session  with
clients/residents and
meets with the Helping
Team/Multidisciplinary
Team to evaluate the
progress of the
clients/residents in
relation to the helping
goals set.

None

3 months prior to
discharge

Helping
Team/Multidisciplinary
Team, Referring Party,
LGU Social Worker,
Client's  family if
available

2. Informs the referring
party regarding the
client's achievement of
rehabilitation/helping

goals, and requests for

Parental Capability
Assessment Report
(PCAR).

For CICL cases, the
Social Worker informs
the court of the

achievement of the

None

Upon receipt of
P/FCAR
submitted by
LGU

Social Worker
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rehabilitation goals of
the client/resident.

1. Attends pre-
discharge
conference

1.1 Conducts pre-
discharge conference
either through virtual
meeting or in person.
The result of the pre-
discharge conference is
confirmed to the
receiving
LGU/Agency/other
facilities with
reintegration agreement
duly signed by aii
parties.

The Helping Team/
Multidisciplinary Team
prepares After Care
Plan

The results of case
review and assessment
of the Helping Team/
Multidisciplinary Team
and referring party shall
be the basis for the
client’s transfer to other
agency, placement to
other form of alternative
care or reunification to
the family and
community.  Likewise,
the receiving agency is
hereby informed of the
necessary preparation
for the transfer of the
client.

If the family is assessed
to be not yet ready for
the reunification, the
LGU is requested to
provide the necessary
intervention.

None

2 hours

Helping Team/
Multidisciplinary

Team, Accepting
Party, Client's family,
Key members in the
community such as
Barangay Officials

among others

1.2 Prepares
Termination Report if
client is for reintegration,
and Transfer Summary
if the client is for transfer
to other SWA.

None

5 days

Social Worker
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2. Submit to 2.1 The Medical Officer | None | One week prior Medical Officer/Nurse
medical or any available medical scheduled or other medical
examination personnel in the facility discharge personnel in the facility
conduct general medical
examination to the
client.
3. Attends 2.2 Facilitates discharge | None | 2 hours Helping Team/
discharged conference for the turn- Muttidisciplinary
conference and | over of the client either Team, Client, Family,
turnover tothe |to the LGU, family, concerned  SWDAs,
either to the SWA, placement to LGU
LGU, family, independent living,
SWA, group home  living
placement to arrangement, adoption
independent or foster care.
living, group
home living
arrangement,
adoption or
foster care.
2.3 The Social Worker | None | After conduct of | Social Worker, Client/
administers satisfaction Discharge Reisdent
survey to the client to Conference.
determine satisfaction of
the resident on the
programs and services
of the CRCF. This will
also serve as basis to
enhance or improved
the existing programs
and services of the
CRCF to its
clients/residents.
Post Center based Intervention Phase
1. Sends request to | None | 3 monthsto6 Social Worker, LGU,

concerned LGU for the
submission of detailed
progress report on the
adjustment of the client
in his/her family and
community, likewise the
status of implementation
of after-care services
provided based on the
agreed After Care Plan.
The  submission  of
Progress Report is also
discussed with the LGU
during the Discharge
Conference.

In some facility, the
request for LGU to

submit aftercare report

months after
discharge

other  Stakeholders,
Client, Client's family
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is incorporated in the
Final Report submitted
to Honorable Courts.

2. Reviews and
evaluates the after-care
service report, and
check if the agreed after
care plan/reintegration
agreement is achieved
or not.

None

Upon receipt of
the report

Social Worker

3. Follows-up the LGU
for the submission of
aftercare report.

Within first three
months; Monthly

For CICL:
Quarterly

Social Worker

4. After receipt of
Progress Report and or
detailed information
ffeedback directly from
the client, the Social
Worker recommends to
the Helping Team/
Multidisciplinary Team
the closing of the case
or for referral to other
agencies for other
support services, and
thus  prepares the
Closing Summary
Report.

Upon completion
of at least 50% of
the After- Care
Program Plan

Social Worker

TOTAL

NONE

6 months for
Center Based
Phase

ow to send

feedback CRCFs

Send a letter to PMB Office or Regional Office.
How Feedbacks are discussed and presented during CRCF staff meeting.
feedback are | Feedbacks will be responded to accordingly.
processed
How to file a | Complaints can be filed by writing a letter or sending an email directly to
complaint the CRCFs or through the Regional Office and PMB. The details of the

complaint should be indicated in the letter specifying the following: name
of the person being complained, reported incident, evidence (if any), and
name and address of letter sender (if possible).
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How The complaint shall be acted by the Grievance Officer for assessment
complaints and evaluation. Validation and investigation may be conducted, and the
are actions are taken and/or clarification will be provided to the complaint
processed sender

If the complaint was received by the Field Office or PMB, the concern
shall be forwarded to the said CRCF for validation, clarification, and
appropriate action, and shall be requested for the copy of actions taken/
clarifications for eventual feedback to the compliant sender

Contact ARTA : complaints@arta.gov.ph

information PCC: 8888

CONTACT CENTER NG BAYAN:

SMS : 0908 881 6565

Call : 165 56
P 5.00 + VAT per call anywhere in the
Philippines via PLDT landlines

Email : ail@contactcenterngbayan.gov.p
Facebook : hti book.com/civil cegovph/
Web > http actcenterngbayan.gov.p

5. ASSISTANCE TO INDIVIDUAL IN CRISIS SITUATIONS (AICS)

AICS serves as a social safety net or stop-gap measure to support the recovery of individuals
and families identified to be suffering from any unexpected life event or crisis through provision
of psychosocial intervention and/or direct financial/material assistance that will enable the clients
to meet their basic needs in the form of food, transportation, medical, educational and burial
assistance among others.

The provision of counseling, referral for psychological 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 iliness, death, loss of job or source of
income. In order to effectively and efficiently respond to existing and emerging crisis situations
among vulnerable sectors, a Citizens charter was crafted to provide a comprehensive guide on
the provision of the aforementioned assistance.

Office or Division: Crisis Intervention Division
Classification: Simple
Type of Transaction: G2C- Government to Citizen
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Who may avail:

Indigent, marginalized and vulnerable/disadvantaged
individuals and families or are otherwise in crisis situation
based on the assessment of the Social Worker

CHECKLIST OF
REQUIREMENTS

WHERE TO SECURE

TRANSPORTATION ASSISTANCE

il

One (1) Any valid
identification card of
the client/ person to
be interviewed; and

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver's License, PRC
iD, OWWA ID, iDOLE, PAG-IBIG,
COMELEC/Voter’s ID or Voter's Certification, PNP,
Senior Citizen, Airman License, Postal D,
ePassport, NB! clearance, and Barangay ID,
Philippine National ID or any government issued 1D
with validity date

Police Blotter/ Police
Certification (for
victims of
pickpockets, illegal
recruitment, etc.);

From the Police Station

Other supporting
document/s such as
but not limited to,
justification of the
social worker,
medical certificate,
death certificate,
and/or court
order/subpoena

From hospitals/clinic for medical abstract
Court- court order/subpoena

Social worker-justification

Barangay Certificate
or Residency or
Certificate of
Indigency or
Certificate of the
client is in need of
assistance may be
required

From the Barangay where the client is presently residing.

MEDICAL ASSISTANCE FOR HOSPITAL BILL
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. One (1) Any valid
identification card of
the client/ person to
be interviewed; and

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver's License, PRC
iD, OWWA ID, iDOLE, PAG-IBIG,
COMELEC/Noter’s ID or Voter's Certification, PNP,
Senior Citizen, Airman License, Postal [D,
ePassport, NBl clearance, and Barangay ID,
Philippine National ID or any government issued 1D
with validity date

. Medical

Certificate/Clinical

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

within three months
(Original / Certified
true copy)

Attending Physician or from Medical Records of the
hospital/clinic.

. Hospital bill /
Statement of
Account

(outstanding
balance) with name
and signature

Billing clerk of the hospital

. Social Case Study

Licensed social worker from DSWD, Local Social Welfare

Report/ Case | and Development Office and Medical Social Service
Summary

. Barangay Certificate | From the Barangay where the client is presently residing.
or Residency or
Certificate of
Indigency or

Certificate of the
client is in need of
assistance may be
required

MEDICAL ASSISTANCE FOR MEDICINE/ ASSISTIVE DEVICE

. One (1) Any valid
identification card:
and

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:
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e SSS/GSIS/UMID, Philhealth, Driver’s License, PRC
D, OWWA ID, iDOLE, PAG-IBIG,
COMELEC/Voter's ID or Voter’s Certification, PNP,
Senior Citizen, Airman License, Postal [D,
ePassport, NBI clearance, and Barangay ID,
Philippine National ID or any government issued 1D
with validity date

2. Medical
Certificate/Clinical
Abstract complete
with name, license
number and
signature of the
Physician issued

within three months
(Original / Certified
true copy)

Attending Physician or from Medical Records of the
hospital/clinic.

Prescription with
date of issuance,
complete name,
license number and
signature of the
Physician issued
within three months.

Attending Physician from a hospital/clinic

Social Case Study

Licensed social worker from DSWD, Local Social Welfare

Report/ Case | and Development Office and Medical Social Service
Summary

5. Barangay Certificate | From the Barangay where the client is presently residing.
or Residency or
Certificate of
Indigency or

Certificate of the
client is in need of
assistance may be
required

MEDICAL ASSISTANCE FOR LABORATORY REQUESTS

1.

One (1) Any valid
identification card of
the client/ person to
be interviewed, and

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver's License, PRC
D, OWWA ID, iDOLE, PAG-IBIG,
COMELEC/Voter's ID or Voter's Cettification, PNP,
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Senior Citizen, Airman License, Postal ID,
ePassport, NBI clearance, and Barangay ID,
Philippine National ID or any government issued ID
with validity date

2. Medical

Certificate/Clinical

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

within three months
(Original / Certified
true copy)

Attending Physician or from Medical Records of the
hospital/clinic.

3. Laboratory Attending Physician from a hospital/clinic
Requests with
name, license
number and
signature of the
Physician
4. Social Case Study | Licensed social worker from DSWD, Local Social Welfare
Report/ Case | and Development Office and Medical Social Service
Summary
5. Barangay Certificate | From the Barangay where the client is presently residing.
or Residency or
Certificate of
Indigency or

Certificate of the
client is in need of
assistance may be
required

BURIAL ASSISTANCE FOR FUNERAL BILL

1.

One (1) Any valid
identification card of
the client/ person to
be interviewed; and

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver’s License, PRC
ID, OWWA ID, iDOLE, PAG-IBIG,
COMELEC/Voter's ID or Voter's Certification, PNP,
Senior Citizen, Airman License, Postal ID,
ePassport, NBI clearance, and Barangay ID,
Philippine National ID or any government issued |1D
with validity date
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2. Registered Death
Certificate/
Certification from

the Tribal Chieftain
(Original / certified
true copy

City/Municipal Hall ( Civil Registry Office), hospital, Funeral
Parlor or Tribal chieftain,

Funeral Contract

Authorized staff of the Funeral Parlor/ Memorial Chapel

Barangay Certificate
or Residency or
Certificate of

Indigency or
Certificate of the
client is in need of
assistance may be
required

From the Barangay where the client is presently residing.

BURIAL ASSISTANCE FOR TRANSFER OF CADAVER

1.

One (1) Any valid
identification card of
the client/ person to
be interviewed

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver’s License, PRC
ID, OWWA iD, iDOLE, PAG-IBIG,
COMELEC/Voter's ID or Voter's Certification, PNP,
Senior Citizen, Airman License, Postal D,
ePassport, NBI| clearance, and Barangay ID,
Philippine National ID or any government issued 1D
with validity date

Registered Death
Certificate/
Certtification from

the Tribal Chieftain
(Original / certified
true copy)

City/Municipal Hall ( Civil Registry Office), hospital, Funeral
Parlor or Tribal chieftain,

Funeral Contract

Authorized staff of the Funeral parlor/ Memorial Chapel

Transfer Permit

City/Municipal Hall, funeral Parlor or Tribal

chieftain

hospital,

Barangay Certificate
or Residency or
Certificate of

From the Barangay where the client is presently residing.
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Indigency or
Certificate of the
client is in need of
assistance may be
required

EDUCATIONAL ASSISTANCE

1.

One (1) Validated
School ID and Valid
I.D of the
Parent/guardian;
and

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver's License, PRC
ID, OWWA ID, iDOLE, PAG-IBIG,
COMELEC/Voter's ID or Voter's Certification, PNP,
Senior Citizen, Airman License, Postal ID,
ePassport, NBI clearance, and Barangay ID,
Philippine National ID or any government issued ID
with validity date

2. Enrollment Registrar, Authorized staff from
Assessment Form | the school
or Certificate of
Enrollment or
Registration
3. Statement of | Registrar officer, Authorized staff from the school

Account for college
students, when
available. This may
not available to
State Universities

Barangay Certificate
or Residency or
Certificate of

Indigency or
Certificate of the
client is in need of
assistance may be
required

From the Barangay where the client ID presently residing

FOOD ASSISTANCE FOR INDIVIDUAL AND FAMILIES ENDORSED IN GROUPS

1.

One 1)
identification card of
the client/person to
be interviewed; and

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:
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e SSS/GSIS/UMID, Philhealth, Driver's License, PRC
ID, OWWA iD, iDOLE, PAG-IBIG,
COMELEC/Noter's ID or Voter's Certification, PNP,
Senior Citizen, Airman License, Postal ID,
ePassport, NBI clearance, and Barangay ID,
Philippine National ID or any government issued 1D
with validity date

2. Project proposal and
Food distribution
List(CRCF client)

Local Government Unit / or Head of the residential care
facility

3. Barangay Certificate
or Residency or
Certificate of
Indigency or
Certificate of the
client is in need of
assistance may be
required

From the Barangay where the client is presently residing.

CASH ASSISTANCE FOR OTHER SUPPORT SERVICES

1. One (1) identification
card of the client/person
to be interviewed;

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The following are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver's License, PRC
ID, OWWA D, iDOLE, PAG-IBIG,
COMELEC/Voter's ID or Voter's Certification, PNP,
Senior Citizen, Airman License, Postal |D,
ePassport, NBI clearance, and Barangay ID,
Philippine National ID or any government issued |1D
with validity date

Depending on the
circumstances:

a. For Fire Victims:
Police Report/ Bureau of
Fire Protection Report
from the Bureau of Fire

b. For Distressed
OFs: Passport, Travel
Document/s,

certification from
OWWA or the Barangay

Police Station, Bureau of Fire, Philippine Embassy /
Consulate, Social Worker from welfare agencies.
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c. For Rescued
Client: Certification
from a social worker or
Case manager from
rescued clients.

d. For victims of
Online Sexual
Exploitation: Police
Blotter and social

worker’s certification for
the victims of online
sexual exploitation of
children

e. For Locally
stranded individuals
(LSI): LSI without valid
IDs, the Medical
Certificate or the Travel
Authority issued by the
Philippine National
Police will suffice and be
accepted to  prove
his/her identity.

For all other incidents:

Barangay Certificate of
Residency or Certificate of
Indigency or Certificate of
the Client is in Need of
Assistance as well as other

documents from legal
authorities/regulating
agencies, as may be
applicable.

From the Barangay where the client is presently residing.

PROVISION OF PPE

1. One (1) Any valid
Government Issued
1.D

Valid ID cards are those that are issued by the government
and they usually come with a photo of the bearer or some
form of biometric, making them unique and fraud proof.
The foliowing are the list of acceptable ID Cards:

e SSS/GSIS/UMID, Philhealth, Driver's License, PRC
ID, OWWA ID, iDOLE, PAG-IBIG,
COMELEC/Voter's ID or Voter's Certification, PNP,
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Senior Citizen, Airman License, Postal [D,
ePassport, NBl clearance, and Barangay ID,
Philippine National ID or any government issued ID
with validity date

2. RT-PCR* Test
Result, if applicable;
*Reverse Transcription -
Polymerase Chain
Reaction

WITHIN THE DAY TRANSACTIONS

CLIENT STEPS AGENCY ACTIONS FEES PROCESSIN PERSON
TO G TIME RESPONSIBLE
PAID
1. Start 1.2 Issuance of | None |3 minutes | CIU/CIS
£ £ the client t queuing number, Administrative
.thntrglnL(J:iol g eclientto | 4 facilitating Staff
el A the filing-out of
asking for queuing the Health
number and Health ]
. Declaration Form
Declaration form. .
to clients

2. Receipt and Screening
of Documents and CriMS
Verification

2.1 The client and | None 5 minutes ClU/ CIS Social

beneficiary’s Worker
documents and

or
records are
checked in order Administrative
to determine if Staff

eligible to receive
assistance as per
the documentary
requirements and
the  prescribed

periods of
availing

assistance

stipulated in the
guidelines.

o If the | None

documents are
complete; the
client will be
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interviewed and
assessed.

o If the
documents are
incomplete, the
Social Welfare
Officer will
request the
client to comply,
secure and
complete  the
lacking
documents.

2.2 Encoding of
the client and
beneficiary’s
information and
family’s
composition  in
CRIMS

None

None

5 minutes

3. Interview and
Assessment

3.1 The Social
Worker will conduct
a thorough
interview as the
basis for the
assessment of the
client’s current
socio-economic
situation.

The General Intake
Sheet shall be
accomplished by
the Social Worker
and shall be
concurred by the
Client. A Social
Case Study Report
may be requested
to further deepen
the assessment
and validate the
information

3.2.a The Social
worker or
administrative staff
will ask the client to

None

None

20 minutes

ClU/ CIS Social
Worker
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scan the QR code
for the CSMSF.

3.2.b If the client
has no cellular
phone, the social

worker may
provide the
CSMSF and

instruct the client to
fill out the form and
once done may

drop it to the
designated  drop
box.

3.3 The type of
assistance and its
value  will be
determined by the
Social Worker as
per assessment of

the client’ socio-
economic situation
as well as
documents
presented.
3.4The
assessment and

recommendation of
the Social Worker
shall be reviewed

awaiting for
concurrence,
approval, or other
instructions.

35 The
recommended
amount once
reviewed with

concurrence,  will
be approved.

*If there are
revisions or
corrections or
justification

needed, the Social
Worker will be
informed for further
instructions.

None

None

5 minutes

5 minutes

5 minutes

Social Worker or
Administrative
Staff
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4. Release of Assistance

4 1 ClU-Central
Office

4.1.a. Cash out
right (Php
10,000 and
below)

a. The CiU Admin

Staff will
photocopy  the
documents.

b. The CIU Admin
Staff will
accompany the
client to the FMS
— Cash Division.

4.1.b Guarantee
Letter
addressed to
the Service
Provider Php
50,000.00
below)

a. Social Worker
will prepare the
guarantee letter

b. CIU Admin staff
will encode the
Guarantee Letter

to EDTMS

c.CID Head will
Review and
Approve the GL.
* |f there are
revisions or
corrections or
justification

needed, the Social
Worker will be
instructed to

None

None

10 minutes

10 minutes

ClU Admin
Staff

FMS
Disbursing
Officer and
Admin Staff

CiU Admin
Staff
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reprocess the
request of
assistance.

4.1. c If approved,
the Administrative
Staff will release
the Guarantee
Letter to the client

TOTAL

58
minutes
both for
cash
outright
and GL
(up to
P50,000)

GUARANTEE LETTER WITHIN 1 to 7 DAYS TRANSACTIONS

Admin Staff will

e Guarantee Letter|4.2.a Reviewed [ None 1-2 Division
addressed to the|and approved by working Chief/Bureau
Service Provider | the Approving days Director
Php50,001.00 up to | Officer.

Php 75,000
Guarantee  Letter | 4.3.b Reviewed | None 34 Assistant
addressed to the|and approved by working Secretary for
Service Provider | the Approving days Statutory
Php75,001 up to| Officer.
Php 100,000
Guarantee  Letter | 4.3.c Reviewed | None 5-7
addressed to the | and approved-by working Undersecretary
Service Provider | the Approving days for Operations
Php100,001 up to | Officer.
Php 150,000
Guarantee Letter [4.3.d Reviewed | None | Within the Secretary
addressed to the |and approved by set timeline
Service Provider | the Approving by the
Php150,000 above | Officer. Office  of

the

Secretary

43.e1 ClU | None

231




k) DSWD MET&%‘”"’R

Departmont of Social Wetare

“Kakidact na Serbisyo, Katided na Buhay Sigurade™

text/call the client
to claim the

5 minutes Administrative
approved GL Staff
4.3.e.2 Client will
present the | None
Identification
Card and or
Authorization
Letter of
authorized

representative to
the staff assigned

TOTAL

None |1 to 7
working
days

FEEDBACK AND COMPLIANTS MECHANISM

FEEDBACK AND COMPLAINTS MECHANISMS

How to send a feedback

The client/referring party may express their feedback
through a Client Satisfaction Measurement Survey
(CSMS) Form upon entry at the Crisis Intervention Unit
(CIU). The CSMS form shall be provided to the client
after they were assessed and/or not provided assistance
under Assistance to Individual in Crisis Situation (AICS).

How feedback is processed

Duly accomplished Satisfaction Survey Form shall be
consolidated together with the generated online
customer feedback form once a month, identify issues
and concerns of the clients which shall be discussed for
appropriate action. Status on the identified issues and
concerns shalil be monitored on a monthly basis.

How to file complaint

The client may submit an appeal for the request or
assistance that have been denied or may send a
complaint letter to the Crisis Intervention Section of the
Protective Services Division DSWD Field Office, R.
Palma Street, Barangay Dagohoy, Butuan City
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A complaint may be filed through any of the established
modalities:

- a telephone call (085-342-56-19)

- Crisis Intervention Hotline number

- electronic email (cis.focrg@dswd.gov.ph)

- personal appearance (walk-in clients) through Client
Satisfaction Measurement Survey Form

- letters addressed to the Director Ill, Ramel F. Jamen
through our Chief Protective Services Division, Jessie
Catherine B. Aranas

Ms. Ana T. Semacio, SWO lil, Unit Head of Crisis
Intervention Section.

- through 8888 Citizen’s Complaint Center

How complaints are processed

Upon receipt of complaint for the concerned Division or
Unit shall make necessary evaluation and investigation
to create a report for information and appropriate action
of the concerned officials. Feedback shall be provided to
the client.

For inquiries and follow-ups, clients may contact at
email: cis.focra@dswd.gov.ph; Tel No. 085-342-56-19
local 103

Contact Information of ARTA,
PCC and CCB

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

8-478-5093

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

8888

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

0908-881-6565
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6. Processing of Supplementary Feeding Program Implementation

S DSWD

Deopartment of Social Weitare and Development

ﬂ’ FIELD OFFICE
CARA

“Kalidad ns Serbisyo, Kaiidad na Buhay Sigurade™

The purpose of this document is to provide the clients/ citizens the right
information/s and detailed understanding on the process, people inputs and outputs
that is potentially simplified. Thus, by way of a Citizen’s Charter, the DSWD-Caraga
wanted to make the office accountable, citizen friendly, ensure transparency and
improve customer service.

The Supplementary Feeding Program under the Protective Services Division
(PSD), renders efficient, effective and timely processing of the submitted documents.
The basis of this procedure is governed by the issuance of MC03 Series of 2019
"Revised Procedure on the implementation of the Supplementary Feeding Program

Based on the Amended Administrative Order No.04, series of 2019".

911

| G2G — Government to Government Employee
Government to Business Entities

Agreement

1. Duly signed Memorandum Of

C/MSWDO)

Local GovernmentUnlt Staff/FocaI PersonsChlld Develoment Workers

Local Government Unlt (Office of the Mayor/

2. Duly signed Project Proposal

Local Government Unit (Office of the Mayor/

C/MSWDO)

3. Weight Monitoring Report (Form 3.A)

C/MSWDO ( Child Development Center/ Child
Development Worker)/ (Supervised Neighborhood
Play/ Supervised Neighborhood Play Worker)

4. Masterlist of Beneficiaries (Form 2.A)

C/MSWDO ( Child Development Center/ Child
Development Worker)/ (Supervised Neighborhood
Play/ Supervised Neighborhood Play Worker)

5. Masterlist of Chid Development

Centers (Form 2.B)

Local Government Unit (C/MSWDO)

documents to
the SFP Focal
Person

FEES TO | PROCESSING PERSON
CLIENT STEPS AGENCY ACTIONS BE PAID TIME RESPONSIBLE
1. Client 1. Review all None 10 minutes Supplementary
submit submitted Feeding Program
complete documents Administrative
required Assistant Il
documents 1.1 Receive and log Supplementary
all required Feeding
documents Program
submitted by the
client
1.2 Forward
received
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