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The Polomolok Water District is a Government-Owned and Controlled
Corporation (GOCC) located at National Highway, Polomolok, South
Cotabato, with a Certificate of Conditional Conformance (CCC) No. 153
issued by the Local Water Utilities Administration (LWUA) on June '19, 1981

The Anti-Red Tape Authority (ARTA) is a national government agency created
under R.A. 11032 to monitor and ensure compliance with the national policy
on anti-red tape and ease of doing business in the Philippines.

As stated in the ARTA Memorandum Circular (M.C ) No 2022-02,
government agencies shall provide the harmonized CSM survey to clients
who have completed a transaction. Per 6.7.3 of ARTA M.C. No. 2019-002, the
client satisfaction measurement detailing the scope and period covered by the
measurement, the methodology used, the results of the measurement, and
the interpretation of the data shall be reported to the Authority.

PoIWD management issued an Office Order No. OGM-OO-2024-01-01 dated
January 11,2024, for the creation of the Committee on Anti-Red Tape Act.

The survey used the standard harmonized CSM questionnaire. lt asked
clients
demographical questions, three (3) Citizen's Charter questions, and eight (8)
questions related to the following Service Quality Dimensions.

1. Responsiveness - the willingness to help, assist, and provide prompt
service to citizens/clients.

2. Reliability - the provision of what is needed and what was promised,
following the policy and standards, with zero to a minimal error rate,

3. Access and Facilities - the convenience of location, ample amenities for
comfortable transactions, use of clear signage, and modes of technology.

4. Communication - the act of keeping citizens and clients informed in a
language they can easily understand, as well as listening to their
feedback.

5. Costs - the satisfaction with timeliness of the billing, billing process/es,
preferred method of payment, reasonable payment period, value for
money, the acceptable range of costs, and qualitative information on the
cost of each service.

6. lntegrity - the assurance that there is honesty, justice, fairness, and trust
in each service while dealing with the citizens/clients.
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7. Assurance - activities used to fulfill requirements for quality

8. Outcome - the extent of achieving outcomes or realizing the intended
benefits of services.

Effective CY 2024, PoIWD conducted internal and external survey of services.
A total of 5,115 customers responded to the survey. 3,554 for external and
1,561 for internal services.

Below is the summary of results for the Citizen's Charter (CC)

CC Awareness 80.84o/o
74.49o/oCC Visibility

CC Helpfulness 74.49o/o
Response Rate 1.74o/o

Overall Score 98.78o/o
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ll. Scope

a. Period covered

The survey was conducted to both the internal and external clients of
PoIWD after completion of their transactions from January to
December 2024.

b. Geographic and Office coverage

The coverage area of Polomolok Water District services is the
Municipality of Polomolok, Province of South Cotabato, Region Xll

c. List of services surueyed, responses, and total number of
transacting clients

The services surveyed by Polomolok Water District were the following:

92 1201. Application for
Change of Account
Name

97

2. Application for New
Service Connection

328 304 1,447

3. Application / Renewal
of Senior Citizen
Discount Privilege

285 282 1,056

4. Granting of
Promissory Notes for
Water Bill Payment

400 369 9,460

5. Handling of
Complaints

271 263 831

366. Location Transfer of
Service Connection

34 33

8,2827. Reconnection of
Water Service
Connection

405 367

L Temporary
Disconnection

189 189 371

9. Water Meter Efficiency
Test

307 307 1 ,518

10. Payment of Water
Bills

257,588794 384

tvllNltUUfvl NO. OF
RESPONDENTS

(sampling calculator in the

NO OF
TRANSACTIONS

ANNUALLY
EXTERNALSERVICES RESPONSES

CSM Guidelines
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11. Processing of
Payment of Claims
(External)

78 69 84

12.lssuance of
Employment Service
Records (for separated
employees)

0 0 0

13. Maintenance &
Repair Works

365 363 6,704

1 4. Bacteriological Test
(External)

1 11

External Service Total 3,554 3,023 287,498

10001. Processing of
Payment of Claims
(lnternal)

301 278

2. Hiring of Plantilla
Personnel

2 2 2

773.lssuance of Employee
Records

77 64

4. lssuance of Authority
to Travel (Foreign
Travel)

2 2 2

5. Processing of
Purchase Request

353 177 329

6. Request for Corrective
Action

10 10 10

7. Acknowledgement
Receipt of Equipment

30 29 31

8. Preparation of
lnspection and
Acceptance Report

279 267 872

9. Preparation of Waste
Material Report

99 86 111

10. Requisition and
lssuance of Storeroom
Items

400 344 3264

1 1. Bacteriological Test
(lnternal)

8 8 I
Internal Service Total 1,561 1,267 5,706

OVERALL TOTAL 5,115 4,290 293,204

INTERNALSERVICES RESPONSES

M]NIMUM NO. OF
RESPONDENTS

(sampling calculator in the

NO OF
TRANSACTIONS

ANNUALLY
CSM

The following service had no client in CY 2024

1. lssuance of E Service Records to retired or
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d. Sampling

i. Applied confidence level and margin of error

The survey has a 95% confidence level and 5% margin of error

ii. Discussion of response rates

ln aggregate,5,115 internal and e)dernal customers answered
the survey, from the annual total transaction of 293,204. Based
on the sampling calculator in the CSM Guidelines, the minimum
number of required respondents is 4,290. The number of
recorded responses is higher than the minimum number of
respondents. This resulted in a high response rate of 119.3% in
the CSM tor 2024.

However, if the response rate is based on the annual total
transaction of 293,204 as against the minimum number of
required respondents of 4,290 only, the response rate is 1 .74o/o.
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ll!. Methodology:

Mode of Survey lmplementation

The mode of survey was face-to-face or in-person,

b. Feedback and Collection lvlechanism

Survey forms were handed out and collected immediately at the end of the
transaction by the frontline service in charge.

Overall Score =
Numbe. of 'strongly Ag,ee' answers + Number of 'Agree' answers

Total Number of Respondents - Number of'N/A'answers

i. Table of the Scale and its equivalent number

d. How numerical results will be interpreted

The interpretation of the results are as follows

5 Strongly Agree
Aqree4

3 Neither Agree nor Disagree
2 Disagree
1 Strongly Disagree

Below 60.0% Poor
60.0vo - 79.9vo Fair
80.0% - 89.9% Satisfactory
90.0% - 94.9% Very Satisfactory
95.0% - 100% Outstanding

PERCENTAGE RATING

c. Scoring System

The 8 SQD questions were scored using a s-point Likert Scale. The simple
average of the questions was used to get the Overall score. The
interpretation of the results is as follows:

The Overall score for the I SQDS was computed based on the following
formula:

5

SCALE RATING



lV. Data and lnterpretation

A. Client Demographic Profile

ln general, the demographic profile of the respondents included age, sex, and
client type only.

Age Group:

Most of the external respondents of PoWD were adults, with the majority
falling into the 60 and above (senior adults), followed by the 50-59 (old age
adults), then 40-49 (middle-aged adults), and 20-39 age range (young adults)
and few teens responded to the survey.

Most of the internal respondents of PoWD were adults, with the majority
falling into the 20-39 age range (young adults), 40-49 (middle-aged adults),
50-59 (old age adults), and 60 and above (senior adults). The number of
employees in the productive age gets smaller as employees get older.

For the overall percentile, respondents in the 4049 (middle-aged adults) with
28.47o/o actively participated in the survey, followed by 20-39 age range
(young adults) 27.21%, 50-59 (old age adults) 22.85o/o, and 60 and above
(senior adults) 19.84o/o and last the 19 and below 1 .43o/o age bracket.

Sex:

1 ,974 of the external respondents were female compared to 1 .572 male
respondents. This means that most of the customers that transacts at the WD
were female.

PoIWD being a water utility, is a male dominated agency, hence there were
1.116 male respondents compared lo 445 female respondents.

Overall, the male respondents were higher at52.55o/o and 4729% female.
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A. AGE
19 and belowa 73 0 1.43%

o 20-39 808 584 27.21o/o

o 4049 876 580 28.47o/o

276 22.85o/oo 50-59 893
119 19.84o/o. 60 and above 896

I 2 0.20o/oDid not specifya

B. SEX
1,116 52.55o/oo Male 1,572

Femaleo 1,974 445 47.29%
Did not specifya 8 0 0.16%

PARTICULARS EXTERNAL INTERNAL OVERALL



C. REGION EXTERNAL INTERNAL OVERALL
o N/A 1 lOOo/o

. NCR 1 lOOo/o

a Region Xl 5 lOOo/o

a Region Xll 3,547 1,561 1AO%
Total 3,554 1,561 lOaYo

All 1,561 internal respondentswereresidentsof RegionXll. Mostof theexternal
respondents (3,547) were from Region 12, and very few from Region 11 and
NCR and 1 that did not specifu the region of origin.

D. CLIENT TYPE EXTERNAL INTERNAL OVERALL
o Citizens (residential) 3,471 0 67.86%
a Business

(commercia!)
79 0 1.54o/o

o Government 4 1,561 30.60%

The water servace connections of PoIWD's external customers were
categorized as Residential, Commercial, and Government. Hence, majority of
the respondents were residential, a few commercial, and very few Government.

The 1,581 internal respondents were employees of PolWD, a Government-
owned and controlled corporation.

Overall, the client type with the highest percentile was the Citizen at 67.86%,
government at 30.60% and business with 1 .54o/o.

B. Count of CC and SQD Results

80.84o/o of respondents knew the existence of a Citizen's Charter (CC) and
saw the Districts CC. The 4.71o/o knew about the CC but did not see the
Districts CC.2.39o/o learned of the Citizen's Charter only when they saw the
PoIWD Citizen's Charter board, 12.060/o of clients were still unaware of the
CC.

Among those who knew the CC, 74.49o/o were abte to see PolWDs CC.
Somewhat easy to see, 11.30o/o, difficult to see 1.39%, and 0.10% not visible
at all.

74.494/o of clients were able to use the CC as a guide for their service.
Somewhat helped 11.690/o, did not help 0.86% and 12.9tlolo Dot applicable
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CC1. Which of the following describes your awareness of
the CC

1. ! know what a Citizen's Charter is and I saw this
Office's Citizen's Charter

4,135 80.84o/o

241 4.71o/o2. I know what a Citizen's Charter is but I did not see
this Office's Citizen's Charter

3. I learned of the Citizen's Charter only when I saw
this Office's Citizen's Charter

122 2.39o/o

617 12.060/o4. I do not know what a Citizen's Charter is and I did
not see one in this Office

CC2.l learned of the CC only when I saw this office's CC
74.49o/o1. Easy to see 3,810

578 11.300/o2. Somewhat easy to see
1.39o/o3. Difficult to see 71

5 0.10o/o4. Not visible at all
12.730/o5. N/A 651

CC3. lf aware of CC, how much did this CC help in your
transaction.

1. Helped very much 3,810 74.490/o
2. Somewhat helped 598 11.690/o

3. Did not help 45 0.88%
4, N/A 662 12.94

AWARENESS OF THE EXISTENCE OF CITIZEN'S
CHARTER

RESPONS PERCEN
ES TAGE

Count of Citizen's Charter

Service Quality Dimension Results (Externa! Services)

Of the 3,554 responses 3,431 agreed and strongly agreed with the SQD. A
total of 193 strongly disagreed, disagreed and neither agreed nor disagreed
The SQD recorded a rating of 96.540/o.

Of the 8 SQDs, SQD 7 Assurance achieved the highest rating of 99.18% with
SQD 1 Responsiveness a198.28o/o as the lowest. The 8 SQDs recorded an
overal! rating of 98.81%.

The data below shows the Overall rating of each Service Quality Dimension
(SOD) for External Services.

SQDO 2,065 1,366 21 94 8 0 3,554 96.54o/o

Strongly
Agree

Neither Agree nor
Disagree

Strongly
Disagree iNlA Responses RatingAgreeSQD Disagree

SQDl 1,971 1,518 31 20 10 4 3,554 98.ZBYo

SQD2 ?,001 1,516 24 2 o 2 3,554 99.01%

SQD3 1,900 1,259 17 2 8 368 3,554 99.15%

Neither Agree nor
Disagree

Strongly
Agree

Strongly
Disagree N/A Responses RatingDisagreeAgreeSQD
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SQD4 1 ,922 1 ,499 40

Of the 8 SQDs, SQD 2 Reliability, SQD 6 Costs and SQD 7 Assurance
achieved the highest rating of 100% with SQD 1 Responsiveness at 95.09%
as the lowest. The 8 SQDs recorded an overall rating of 99.20%.

The data below shows the Overall rating of each Service Quality Dimension
(SQD) for lnternal Services.

C. Overall Score per Service

The overall score per service were rated 'Outstanding" (98.78%) by both the
external and internal respondents.

All external services of Polomolok Water District were rated 'Outstanding"
(98.81%) by the 3,554 respondents after the completion of their transactions,
recording the highest rating of 100% for Bacteriological Test and Location
Transfer of Service Connection at 96.24o/o as the lowest.

2 9 3,554 98.53%

SOD5 1 ,813 't ,3'19 33 5 6 378 3,554 98.61%

98.85o/oSQD6 2,043 1 ,467 1 8 3 3,554

99 18%SQDT 2,049 1 ,476 20 3 b 0 3,554

98.84%2,000 1,503 29 7 3,554

63 847 28,432 98.81 %Overall 1 s,699 11,557 2?6

0 1,561 99.94%SQDO 1,335 225 0 U 1

Strongly
Agree

Neither Agree nor
Disagree

Strongly
Disagree N/A Responses RatingDisagreeSQD Agree

SQDl 1,131 302 21 2 51 54 1,561 95.09%

SOD2 2 1 ,561 100.00%1,308 251 0 0 0

SQD3 '1,004 198 0 0 1,561 99.92%

SOD4 1,153 256 6 0 0 146 99 58%

SOD5 0 0 0 0 0 '1,561 '1 ,561 n/a

SQD6 1,341 187 0 0 0 33 '1,561 100.00%

SQDT 1 ,376 185 0 0 0 0 1,561 100.00%

SODS 1,309 235 2 0 0 '15 1,561 99.87vo

8,622 1,614 29 2 52 2,169 12,488 99.200/o

Neither
Aoree- utsaoreenor

Di3agree

Responses RatingN ASQD Agree
Strongly
Agree

Strongly
Disagree

10

Service Quality Dimension Results (lnternal Services)

Of the '1 ,561 responses 1 ,560 agreed and strongly agreed with the SQD. 1

respondent strongly disagreed. The SQD recorded a rating of 99.94ol0.

SQDs 10

40

1

1,561

Overall



All internal services of Polomolok Water District were rated 'Outstanding"
(98.75) by the 1,561 respondents after the completion of their transactions,
recording the highest rating of lOOo/o for Hiring of Plantilla Personnel,
lssuance of Authority to Travel, Requisition and lssuance of Storeroom ltems,
Acknowledgement Receipt of Equipment, and Bacteriological Test (lnternal)
and Request for Correction Action at 90.91% as the lowest.

PoIWD added 2 service specific questions in the Client Satisfaction Measurement
(CSM). Please see below.

External (Service specific questions)

1. Application for Change of Account Name 98.43%
2. Application for New Service Connection 99.070/o

3. Application / Renewal of Senior Citizen Discount Privilege 97.130/o

4. Granting of Promissory Notes for Water Bill Payment 98.620/o

5. Handling of Complaints 99.77o/o

6. Location Transfer of Service Connection 96.240/0

7. Reconnection of Water Service Connection 99.07o/o

8. Temporary Disconnection 99.870
9. Water Meter Efficiency Test 99.47o/o
'10. Payment of Water Bills 98.1 9%

98.71o/o11. Processing of Payment of Claims (External)
12. Maintenance & RepairWorks 99.91%

1A0o/o1 3. Bacteriological Test (External)
98.81%

99.95%1. Processing of Payment of Claims (lnternal)

Externa! Service Total

1 00%2. Hiring of Plantilla Personnel
99.810/o3. lssuance of Employee Records

10Oo/o4. lssuance of Authority to Travel (Foreign Travel)
5. Processing of Purchase Request 98.93%
6. Request for Corrective Action 90.91%
7. Acknowledgement Receipt of Equipment 1 00%
8. Preparation of lnspection and Acceptance Report 97.690/o
9. Preparation of Waste Material Report 98.98%
10. Requisition and lssuance of Storeroom ltems 10Oo/o

1 1 . Bacteriological Test (lnternal) lOOo/o

lnternal Service Total 98.75o/o
Overall Total 98.78%

OVERALL RATINGINTERNAL SERVICES

EXTERNAL SERVICES OVERALL RATING

1. Water
Quality

664 745 23 b 4 34 2,078 3,554 97.71%

2. Water
Supply

581 660 59 113 22 34 2,085 3,554 86.48o/o

Neither
Agree Agree nor Disagree

Service
Specific

Strongly
Agree

Strongly
Disagree

No
ResponseN/A Responses Rating

ree
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The Water Quality recorded a rating of 97.71Vo. This means that 3,554 customers
were satisfied with the quality of water provided by PolWD. The rating of 86.480lo for
Water Supply may be due to intermittent water supply to elevated areas and
frequency of repairs and maintenance.

lnternal (Service specific questions)

The Water Quality and Water Supply recorded a very high rating of 100% from the
internal customers.

D. Free Responses

1. Water
Quality

334 I 0 0 0 474 744 1,561 101o/o

2. Water
Supply

3ZO 100%14 0 0 0 473 748 1,561

Service
Specific

Strongly
Agree

Neither
Agree Agree nor Diaagree

Oisagree

Strongly
Disagree N'A No

Response Responses Rating

1. Application for Change of
Account Name (98.43%)

The process and requirements for the Application for
Change of Account Name are minimal and easy to
comply.

2. Application for New Service
Connection (99.07%)

There is transparency in the cost estimates and the
process and requirements for the Application for New
Water Service Connection are minimal and easy to
comply.

3. Application / Renewal of
Senior Citizen Discount
Privilege (97.13o )

The process and requirements for the Application of Sr.
Citizen Discount Privilege are simple and easy to
comply.

4. Granting of Promissory Notes
for Water Bill Payment
(98.620/0)

5. Handling of Complaints
(99.77Yo)

Complaints on no billing, high consumption, and other
services are immediately acted/handled by competent
personnel.

6. Location Transfer of Service
Connection (96.24o/o)

There is transparency in the cost estimates, the
process and requirements for the Location Transfer of
Service Connection are simple and easy to comply.

7. Reconnection of Water
Service Connection (99.07%)

There is transparency in the cost incurred, the process
is straightforward.

8. Temporary Disconnection
(ee.87%)

The process is very easy. Temporary disconnection
can be requested by the customer at any time.

9. Water Meter Efficiency Test
(99.47o/o\

The request for meter testing is simple with minimal

L2

All requests for Promissory Notes are accommodated
and processed accordingly.
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10. Payment of Water Bills
(98.19%)

The payment for water bills is made easy by the
engagement of collecting partners and online payment
facilities substantially reduced the number of customers
queuing during due date/s. The provision of priority
lanes for Sr. Citizens, pregnant women, and persons
with disability is also an advantage. Queuing of
customers is facilitated by the PACD and the guard on
duty.

11. Processing of Payment of
Claims (External) (98.71 7o)

The process is straightforward. Upon verifying that
documented information is complete, the payment of
claims by the external customers are immediately
processed by the Accounting Section, and check
preparation is done by the Cashiering Section.

Suppliers must only approach the Cashiering Section to
claim payment for materials/supplies and other
services. Other paymenVs are deposited to the
supplier's account as requested.

12. lssuance of Employment
Service Records (for separated
employees)

No transaction during the year

13. Maintenance & Repair
Works (99.91%)

The process is straightforuvard. Maintenance before the
water meter are free of charge. Customers are only
charge for maintenance after the water meter
depending on the severity of work to be done as stated
in the Service Connection Contract.

1 4. Bacteriological Test
(External) (100%)

The process is straightforward. The requestor only
needs to submit a written request to the Office of the
GM for the collection of water samples for
Bacteriological test. The Bacteriotogical Test Result /
Certificate will be issued free of charge.

External Service (98.81%) All external seryices provided by the District to its
customens were "Outstanding"

13
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1 . Processing of Payment of
Claims (lnternal) (99.95%)

lnternal customers need to approach the Cashiering
Section to claim payment of as requested.

2. Hiring of Plantilla Personnel
(100%)

There is transparency in the hiring of plantilla
personnel. The HR rigidly follows the process from
posting of vacant positions to oath taking of newly hired
employee.

3. lssuance of Employee
Records (99.81%)

Simple and easy to comply process for the issuance of
employment service record.

4. lssuance of Authority to
Travel (Foreign Travel)
(100%)

Simple and easy to comply process for the issuance of
authority to travel outside the country.

5. Processing of Purchase
Request (98.93o/o)

There is a system in the application portal for the
creation of Purchase Request to the preparation of
Purchase Order. lt can easily be accessed by the end
user and the procurement personnel for monitoring of
the progress of the procurement process. All
signatories are prompted whenever there is request
that need approval.

6. Request for Corrective
Action (90.917o)

There is a system in the application portal to request for
corrective action. The end user must request for the
corrective action from the supplier. Once corrected, the
payment will be processed.

7. Acknowledgement Receipt
of Equipment (100%)

There is a system in the application portal where the
end user must acknowledge the receipt of equipment

8. Preparation of lnspection
and Acceptance
Report(97.69%)

There is a system in the application portal for the
Materials Planning Officer to easily prepare the
lnspection and Acceptance Report required by the
Finance Division for the preparation of disbursement
documents.

9. Preparation of Waste
Material Report (98.98%)

There is a system in the application portal for the
Materials Planning Officer to easily prepare the Waste
Material Report to effect the disposal of
unusable/expendable item/material.

10. Requisition and lssuance
of Storeroom ltems (100%)

There is a system in the application portal to request
the issuance of storeroom items. All items/materials on
stock can be easily viewed by the requestor, as well as
for easy monitoring and inventory of the storeroom and
finance personnel. All signatories are prompted
whenever there is a request that needs approval.

L4

INTERNAL SERVICES ANALYSIS
Upon verifying that documented information is
complete, the payment of claims by the internal
customers are immediately processed by the
Accounting Section, and check prepared by the
Cashiering Section.



1 1. Bacteriological Test
(lnternal) (100%)

The process is straightforward. After project
completion, the project in-charge conducts disinfection
for 24 hours. A disinfection report serves as basis for
the collection of water sample/s for Bacteriological
testing to verify the quality of water to be released to
the new service area.

lnternal Service (98.75%) All internal services provided by the District to its
internal customers were "Outstanding" except for
the request for Corrective Action (Very
Satisfactory).
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V. Results of Agency Action Plan Reported for FY 2023

IND!CATOR
ISSUES 

'CONCERNS
ACTION PLAN

RESPON-
SIBLE

STATUS OF
IMPLEMEN.

TATION
Response Time Delayed

reconnection
of
disconnected
water service
connection

- Emphasize in the
orientation to the
applicants for new water
service connection the
procedure for requesting
re-connection;

- lnform disconnected
customers that
reconnection is on a first-
come, fi rst-served basis;

- Upon payment, advise
the customer to proceed
to customer service No.
6-7;

- No payment, no
reconnection;

- Disconnection activity is
in the morning only. No
disconnection in the
afternoon.

- Grant customer request
for reconnection in case
disconnected Friday
morning but only
discovered that SC was
disconnected upon
return with verbal
agreement to
immediately settle
account on the next
working day.

CD lnformation
dissemination
isa
continuing
activity

Delayed
maintenance

- Emphasize in the
orientation to the
applicants for new water
service connection the
following:
. Maintenance

requests are on a
first-come, first-serye
basis;

. Customer to provide
complete information
when sending
maintenance
requests through
"AGAS'Patrol.

CD
OGM
EOD-

Const and
Maint

Divided
maintenance
crew into 2
groups to
hasten
maintenance
activities.

lnformation
dissemination
isa
continuing
activity to
help reduce
Non-Revenue

16



lnstruct the guard-on-
duty to accept
maintenance
requesUs in case
customer personally
requested the service
after office hours,
Saturdays, Sundays
and holidays.

Water
(NRW)

Optimize the
use of
Maintenance
Order
Management
System
(MOMS) and
AGAS Patrol.

Provided 2
sim cards for
Globe and
Smart users

Quality of
Service

No water bill
received

- Emphasize in the
orientation to the
applicants for new water
service connection that
allwater meters are
read, usage billed, and
delivered. No billing
received is not an
excuse for non-payment
of water bills;

- Continue sending Billing
and Disconnection
Notice through SMS to
service connection
owner/s.

- lnstruct Meter Readers
to ensure that all water
service connections are
read, billed, and
delivered.

- Post on Facebook page
how to know your zone
and reading schedule
and disconnection date.

CD Continuing
activity

lntermittent
water supply
from low to no
water in some
areas

- Continue the
implementation of
rehabilitation projects
(replacement of
undersized pipes with
bigger sized pipes;

- lnstall PRV's and
implement valving
scheme;

EOD-
Const and

Maint
EOD.
Water

Resources

Rehabilitation
of waterlines
isa
continuing
activity

L7



- lncrease production
capacity of wel! or
develop new wells

- Conduct "recoreda" and
water rationing during
water interruptions of
more than 8 hours

Communication Delayed
receipt of
SMS/text blast

- Engage the services of
the telecommunication
provider for the
additional line for the
new modem intended for
text blast

- Maximize the use of
Facebook page as a
communication tool

EOD-
Const and

Maint
OGM.M!S

CD
FD

2 additional
postpaid
plans are
used for
unlimited text

Continue the
use of FB
account for
auto posting
of advisories
on water
interruption

Access and
Facilities

Congested
lobby during
due date/s

- Tap additional payment /
collecting partners

FD
OGM

lncreased the
number of
collecting
partners to 10
and2 online
service
facilities (LBP
linkbiz portal
and EC Pay
(GCash and
Palawan Pay)

Tapping of
additional
collecting
partners is an
ongoing
activity

Competence &
skilr

NONE - Continue training of
employees / enhance
customer service skill

AD-HR Continuing
activity

Friendliness,
Courteous-
NCSS,

Politeness, Fair
Treatment &

NONE - Maintain good customer
relations

Ail
employees

Continuing
activity

L8



Willingness to
go extra mile

Overall
Satisfaction

NONE - Continue to improve
facilities and provide the
best service

Top
Manageme

nt

Continuing
activity
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Vl.Gontinuous Agency lmprovement Plan for FY 2A25:

SERVICE
QUALITY

DIMENSION

ISSUES /
CONCERNS AGTION PLAN RESPONSI

BLE

Responsiveness Reconnection - Continue to emphasize in the
orientation to the applicants for new
water service connection the
procedure in requesting re-
connection;

- lmplement no disconnection in the
afternoon. All disconnection of
water service connection will be
done in the morning only.

- All reconnection requests for the
day will be acted within the same
day.

CD

Maintenance - Strengthen the campaign for AGAS
Patrol and FB posting of
announcements for water
interruptions.

- lnform customers that maintenance
is done on first in first out basis.

CD
EOD-Const
and Maint

EOD.
Production

Reliability Intermittent to
low water

supply

- Continue the implementation of
rehabilitation projects by replacing
undersized pipes with bigger sizes

- lnstall PRV's and implement valving
scheme;

- lncrease production capacity of well
or develop new wells

EOD-Const
and Maint

EOD-
Production

No water bill
received

- Continue to emphasize in the
orientation to the applicants for new
water service connection that all
water meters are read, billed, and
delivered. No billing received is not
an excuse for non-payment of water
bills;

- Provide hotline number of customer
service for inquiry of their water bill.

- Continue sending Billing and
Disconnection Notice through SMS
to service connection owner/s.

- lnstruct Meter Readers to ensure
that all water service connections
are read, billed, and delivered to the
right SC owner.

CD
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Access and
Facilities

- Continue availing the services of
collecting partners

- Tap additional payment / collecting
partners

- Continue information dissemination
re: collecting partners

FD
OGM

Access to
adequate

water supply

- Continue to implement extension
and expansion projects to areas not
yet reached by PoIWD services.

EOD-Const
& Maint

Communication SMS/text blast - Continue availing postpaid plans
(SMS only) to send messages of
water intenuptions, billing and
disconnection dates, etc.

- Maximize the use of Facebook
page as a communication tool to
customers

EOD-Const
and Maint

EOD-
Production

CD
FD

OGM-MIS

Costs NONE - lmplement the new LWUA-
approved water rate (water rate
within the 5% income of the lowest
income group)

BODs and
Top Mngt

lntegrity NONE - Maintain transparency, justice,
fairness, and trust in service while
dealing with the customers

Ail
employees

Assurance NONE - Continue compliance with standard Ail
employees

Outcome NONE - Continue to ensure customer
satisfaction / provide customers'
needs

Ail
employees

Vll. lndex

a. Clear image of CSM survey used

Prepared by:

ilrr-rw
ABLENE B. DEMETILLO

+ecutive Asst. B
ELAINE E G. GILVA
lnternal Control Officer-A

tu
Noted By

ENGR.
Genera

oJ. GILLA
I Manager B / Chairperson
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Congested
waiting area
during due

dates

Checked by:



ANNEX A, Survey Questionnaires Used

POTOMOTOK WATER OISTRICT

HELP US sERVE YOU BETTER!
Control No.:

Date

This Client S€tisfaction Mc.rurlmlnt (CSM)

tracks the austomer experienae of ggvemment

offices. Your feedback on your recently concluded

transa.tion will help thir otfice provide a better
service. Personal information shared will be kept

conlidentaal and you always have the option to not
answer this form.

ClienrTyp.: cni... &!in.$ _G@.mnsr(Emplove/..orh6.!.ftv)

ln accordance with the Data Privacy Actof 2012, Polomolol Water
0igtrict commits to protect the pravacy ofthe personal information
of its clientr, employees, or any other legal personalities and/or
entities, in connection with the water rervices it provide5.

SiSnature

PERSONAL DATA

Name Address:

Age: _ Sex: _ Region of Residence: _
Contact Number: EmailAddress:

TYPE OF EXTERNAT SERVICE AVAII-ED:

INSIRUCTIONST ChGd( mark (/) your answer to the Citizen's Charter (CC) questions. The Citiren's Charter is an olfacial
document that reflecls the services of a government agency/ oflice includinS its requirements, fees, and pro.essin8 times
amohg others.

CITIZEN'S CHARTER

CCl. Which of the following bestdescibe5 vour awareness ofa Citizen's Charter?

_ 1. I knouwh.t. CITIZEMS CHARTER lr.nd l3.yrthb orficCr Ch.rt.r.
_ 2. I know whit a OTIZEN'S CI|ARTER l. but I dld NOT..c thli offlr!'. Cltlrcn's €h.rter.
_ 3. I l...n.d of th€ CITIZEN'S CHARIER only wh.n I ..w thl. offirCl Cltlr.n's Ch..tcr.

- 
4. I do not know wh.t . CITIZENS CHARTER 13 and I dld ilot i.e onc lh thlr ofllc.. /Arslrer 'N/A' o Cltizen's Chortet

2 ond Citizen t Chorter 3)
CC2.lf aware of Citiaen's Charter (answered 1-3 in Citiren'r Charter 1), v{ould you say that theCitiren's Charterof thi5 office

_1. €.sy to se. _3. Dlfflqrlt to r.. _ 5. N/A
_ 2. Somcwhat aesy to s.e _ 4. Not vtslbh .l e[

CC3.lfaware of Citizen's Charter (answered codes 1-3 in Citi.en's Charter 1), how much did the Citiren's Charter helpyou in
yout transaction?

_ l. Hclp€d v..y mudr _2. Som.what h.lped _ 3. Od not h.lp _ 4. N/A

INSTRUCfONS: FoTSQD G8, please put a.h!ck ma* (y'lon the column that best corresponds to your answer.

SERVICE QUALITY DIMENSIONS
(saD)

sqm I .m laitf.d wilh rh. 3.tuk. th.r I .v.il.d.

SQDr ltp6r. r.t$Mbl. .66unr of nm.ld myrr.B..rnrn

SqO2. !. 0,6.. ioll*.d rh. lnB.ti6'r cqskd.iB rd st !.b&d dttr.

3qol. tr. n.ps lin.lldha p.rtui0 I @&d to & 6r nrY r..n$6io. wa. .jy..'d

SqOl. I alily load hiomdo .bod my t @di6lrft rh. otft.or n! w.5iiE,

5Q05. I p.i, . r!rs.bl. .moum ol let tor riy re!..tp..
!Q05. L.d th. olie *- l.i to &ry.n., o, .r.t6! p.t t e., rtu.i.a nry r&!r-tid.
SQO7. I wi rror.d .eEwdy by $. rt 4..d l .rr.d to. h.tp, ri. rt f,*8 h.tpaut.

tQD' I !.r ltri I G.lc.l rron l,l. .o6lmlr ofte, 6 0r d-id) ir-i.t ot r..r..r ws
s6d.nttcd.i dtoc.
saivrcE 5PEof tc ot Bnq{s:

- !. 1!!!s_@_
2. W.a.r S(pdy

Complaints/Suggestionr on howwe can further improve our seMces {optional)

THAN( YOUI

@o ooo



ru Control No.

Date

This Clbnt Satisfactbn Measurement (CSM)

tracks the customer experience of government

offices. Your feedback on your recently concluded

transaction will help this office provide a better
service. Personal information shared will be kept

confidential and you always have the option to not
answer this form.

Client Typc: _ Gtiacn _ Eush.sr 
- 

Gov.mm.nt (Erplova./.mther.B6cy)

ln accordance with the Data Privacy Act of 2012, Polomolok Water
District commits to protect the privacy of the personal information
of its clients, employees, or any other legal personalities and/or
entities, in connection with the water services it provides.

Signature

PERSONAT DATA

Name:

Age: _ Sex: _ Region of Residence: _
Contact Number:

Address:

Email Address:

WPE OF INTERNAT SERVICE AVAITED:

INSTRUCIIONS: Check mart (/) your ansurer to the Citizen's Charter (CC) questions. The Citizen's Charter is an official
document that reflects the services of a government agency/ office including its requirements, fees, and processing times

among others.

CITIZEN'S CHARTER

CCl. Which of the following best describes your awareness of a Citizen's Charter?

_ 1. I lnow what a CITIZEN'S CI{ARTER is and I saw thls offlce's Charter.

_ 2. I know nrhat a CIflZEN'S CHARTER ls but ! dld NOT see thls offtce's Cltluen's Charter.

_ 3. I learned of the CffiZENS CI{ARTER only whcn I saw thls offtce's Otizen's Chartcr.

-4. 
I do not know what a CITIZEN'S CI{ARIER is and I dld not see one ln thls offfce. (Answer 'N/A'on Citiren's Chorter

2 ond Citizen's Charter 3)
CC2. lf aware of Citizen's Charter (answered 1-3 in Citizen's Charter 1), would you say that the Citizen's Charter of this office
was?
_ 1. Easyto sec _3. Dlfffcutttosee _5. N/A
_ 2. Somahat easy to s.e _ 4. Not vlslble at all

CC3. lf aware of Citizen's Charter (answered codes 1-3 in Citizen's Charter 1), how much did the Citizen's Charter help you in
your transaction?

_ 1. Helped very much _ 2. Somewhat helpcd _ 3. Old not help _ 4. N/A

INSTRUCIIONS: For SQD 0-8, please put a ched< mark (/l on the column that best corresponds to your answer.

SERVICE QUALITY DIMENSIONS

(saD)
SQDo. I am stiificd with the rcrvicc that I availed.

SqDl. lspdt r rcoBbl€ lmountof timcltr my tranr.di6.

SqD2. Ihc cffte ,ollqilcd the tEn$ctim's rcquirmats md ltcpr b6cd ff th.
iniomatbn providcd.

SqD3. Thc rtcps (ircludht p.yrent) I m"ded to do for nry tr.n$ctkn w6..6y!nd
simplc.
SqO4. I orily found hlomtix abqrt my tEmctio ,rm tt! of,ficc or its wcbriu.

SQD5. I pcid c roon.blc cmount of fer ior my trrntrtion.

SQD6. I fccl thc offie we frir to trryoc, or "wdmg palakasm., during my trnstim.
SQD7. I ms tated c@rt.@sly by thc !t!ft, and (it.sked ,or hclp) thc st fl wrr hclpful.

sqD8. I aot wh.t I mcdcd llm trcgoElmst ofGc, or (ildaicr) dohlof rcqucatw.i
suffcindy apl.imd to m.
SERVTCE SPICIFTC QUEsTr0{5:

1. Wrt€r Qu.lity

OOOH
ra$r- h shrtr a9eft'*lG

aaE.E d' O/^l
t l..are

o@
trdfi Da{R
Oit{rc

2. Wrtcr tupply

Complaints/Suggestions on how we can further improve our services (optional)

THANK YOUI
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POTOMOI-OK WATER DISTRICT
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