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CITIZEN’S CHARTER OF ILOILO Province of Iloilo



PROVINCIAL TREASURERS OFFICE BAYAD CENTER Frontline Services: 



Issuance of Receipt of Payments of Real Property Tax / Transfer Tax / Clearance / Certification Fee, and other fees



Availability: 



Monday-Friday (8:00 AM-5:00 PM,no noon break)



Requirements: • Real Property Tax official receipt of previous years / MTO certification of Tax Payments • Transfer Tax - Deed of sale / Deed of Donation / Deed of Adjudication / Extra Judicial Settlement / Current Tax Declaration / Current Real Property Tax (Official Receipt) Fees and charges : 



OrderofPayment



Fees: 



Amount varies according to the Order of Payment (O.P.) issued







Duration: 



STEPS CLIENT 1



30 minutes (under normal circumstances)



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



Gets priority number from Assists the Upon arrival the kiosk (machine) and client at the Bayad waits till the priority number Center. appears on the screen of the queuing machine



PERSON-INCHARGE Security Guard on duty.
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CITIZEN’S CHARTER OF ILOILO Province of Iloilo



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



2



Check s Order of Payment andissues official receipt



30 minutes



Bayad Center Collector (at Counter 1-6).



Taxpayer proceeds to the corresponding counter once the number assigned appears on the screen to avail the service



CASH DISBURSEMENT DIVISION Frontline Services: Payments of Cash Vouchers / Salary Payrolls, Financial Assistance and other Miscellaneous Fees: 







Availability: 



None Monday-Friday (8:00 AM-5:00 PM,nonoon break)



Requirements: • Duly signed and approved cash vouchers • Identification Card • Community Tax Certificate Duration: 



5 minutes (under normal circumstances)



STEPS



CLIENT



1



Proceeds to window Checks and number 1 to get the retrieves the cash cash voucher voucher
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SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



2 minutes



Administrative Aide IV



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



STEPS



CLIENT



SERVICE PROVIDER



2



Signs the cash voucher and presents to designated cash disbursing officer for encashment



Receives, reviews and verifies the cash / voucher and pays 3 minutes the client



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Administrative Officer III ( Cash Disbursing Officer )



TAX ENFORCEMENT DIVISION Frontline Service: Issuances of Certificate of Redemption and Preparation of Documents for Registration of Post Auction Sale Availability: 







Monday - Friday (8:00am - 5:00pm)



Fees: 







It varies as per computation of tax dues, penalties and interest



Requirements: • Official receipt of payments during the auction sale • Affidavit / Certification as to the relationship of the declared owner Duration: 







30 minutes (under normal circumstances)



STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents documents to tax enforcement division personnel



Retrieves and checks files of auctioned properties



5 minutes



Tax enforcement personnel In Charge
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CITIZEN’S CHARTER OF ILOILO Province of Iloilo



STEPS



CLIENT



2



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



Computes and prepares total amount due for payment at the Bayad Center



10 minutes



3



Proceeds to Bayad Center for payment and receives official receipt



4



Presents official receipt to field supervisor



Fills out data in the certificate of redemption for signature of the Provincial Treasurer



10 minutes



5



Receives Owner’s Copy of Certificate of Redemption



Releases Owner’s Copy of Certificate of Redemption



5 minutes



PERSON-INCHARGE



Bayad Center Staff



Tax enforcement personnel In Charge



PROVINCIAL ASSESSOR’S OFFICE Frontline Services: • Issuance of Certified True Copy of Tax Declaration • Issuance of Certifications of Aggregate Landholdings for BIR/ DAR Availability: 







Fees/Charges: 



Monday-Friday (8:00 am-12:00 noon, 1:00 pm-5:00 pm) P75.00/copy



Requirements: • Latest/Updated Tax Receipt/Tax Clearance
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CITIZEN’S CHARTER OF ILOILO Province of Iloilo



• Latest Sworn Statement (available form at the Office) • Deed of Conveyance (for requests of Certifications of Aggregate Landholdings only) Duration: 







1 hour per transaction (under normal circumstances)



STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents requests and submits required documents.



Receives and checks required documents.



10 minutes



Assessment Clerk III



2



Checks & verifies records



15 minutes



LAOO II



3



Issues an order of payment and instructs the client to pay at the Treasurer’s Office BAYAD CENTER.



5 minutes



Assessment Clerk III



Receives and Records OR and Print CTC/ Certification requested.



20 minutes



Assessment Clerk III and Encoder



Releases the document requested.



5 minutes



Clerk



4



After payment, presents the OR to service provider.
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PROVINCIAL ACCOUNTANT’S OFFICE Frontline Service: IPG Employees



Processing of Payrolls, Local Travel Vouchers, Other Claims of



Availability: 



Monday - Friday (8:00 am - 5:00 pm)



Fees/Charges: 



None



Requirements: 



Payroll / Voucher with complete supporting documents



Duration: 



3 hours and 40 minutes / payroll under normal circumstances /
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CITIZEN’S CHARTER OF ILOILO Province of Iloilo















2 hours and 10 minutes / voucher under normal circumstances



STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Submits required documents.



Receives and checks payroll / voucher



5 minutes



Administrative Aide II



2



Scans barcode, identifies source of fund, encodes and indicates voucher number



10 minutes



3



Verifies and records in index card, affixes initials and forwards the same to the processing division



5 minutes / voucher ; 1 hour / payroll



Administrative Aide / In-Charge of carding or indexing



4



Checks allotment obligation, 40 minutes / verifies supporting documents voucher ; 1 and prepares and initial hour / payroll journal entry voucher (JEV)



Administrative Officer II - IV



5



Checks and collates supporting documents, forwards to the PGADH for signature. Reviews and signs payroll / voucher and JEV
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7



Records, scans and releases documents



*Journal Entry Voucher (JEV) Frontline Services: • Processing of Claims (Suppliers) • Travel Claims (Outside province)
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60 minutes



5 minutes / voucher ; 20 minutes / payroll 5 minutes



PGADH



Administrative Aide II



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



Availability: 







Monday- Friday (8:00 am - 5:00 pm)



Fees/Charges: 



None



Requirements: 



Obligation Request with complete supporting documents



Duration: 



2 hours under normal circumstances







STEPS CLIENT 1



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



Submits required Receives and checks payroll 5 minutes documents. / voucher



PERSON-INCHARGE Administrative Aide II



2



Scans barcode, identifies source of fund, encodes and indicates voucher number



3



Verifies and records in index 1 hour card, affixes initials and forwards the same to the processing division



Administrative Aide / InCharge of carding or indexing



4



Verifies supporting documents and prepares and initials journal entry voucher (JEV)



Administrative Officer II - IV



5



Reviews and initials claims / 15 minute voucher



6



Makes final reviews and signs claims / voucher and JEV



5 minutes / voucher



Records, scans and releases documents



5 minutes



7



Receives the document



10 minutes



20 minutes



Supervising Administrative Officer PGDH



Administrative Aide II



*Journal Entry Voucher (JEV)
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Frontline Services: Processing of Clearance Availability: 







Fees/Charges: 



Friday (8:00 am - 5:00 pm) None



Requirements: • Clearance with complete attachments, • Hospital Clearance (Hospital personnel), • Bank Clearance (DBP and Quedan), • Medical Certificate for Sick Leave Duration: 







45 minutes under normal circumstances



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and reviews attachments Affixes signature in the clearance



5 minutes



Administrative Officer IV



10 minutes



Administrative Officer IV, Accountant IV / Accountant III PGDH



Submits required documents



2



3



4



Receives the document



Finalizes the 10 minutes review and signs the clearance Releases clearance 20 minutes



Administrative Officer IV



Frontline Services: Issuance of Certificate of Remittance (PHIC & GSIS) Availability: 
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Friday (8:00 am - 5:00 pm)



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



Fees/Charges: 



None



Requirements: 



Request form (available at the processing division)



Duration: circumstances)



2 hours and 35 minutes / certificate (under normal



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records the request



5 minutes



Administrative Assistant II



2



Checks and verifies against the index card



2 hours



3



Prepares and initials 2 minutes the document



Administrative Aide / Administrative Assistant II Administrative Assistant II



4



Reviews and signs the document



5 minutes



PGADH



Releases the requested document



5 minutes



Administrative Assistant II



Gets the request form, fills out and presents the same



5



Receives the document



PROVINCIAL TREASURER’S OFFICE Internal Control Unit Frontline Service: 



Processing of Vouchers / Salary Payrolls,











Financial Assistance and other Miscellaneous







Monday - Friday (8:00am - 5:00pm)







Availability: 
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Fees: 







None



Requirements: documents



Vouchers / Payrolls duly approved with complete supporting



Duration: 



20 minutes (under normal circumstances)







STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSONINCHARGE



1



Receives, encode and assigns control number



2 minutes per voucher or payroll



Receiving / Releasing Clerk on duty Processor assigned



Submits vouchers / payrolls



2



Forwards to 3 minutes per designated voucher or controlling payroll personnel to check as to cash availability Records and initials for approval of the Provincial Treasurer / Asst. Provincial Treasurer



3



4



5



Receives vouchers / payrolls



Signs documents



10 minutes per voucher or payroll



Records and releases vouchers/ payrolls



5 minutes



MEDICAL – DENTAL CLINIC 11



Provincial Treasurer / Asst. Provincial Treasurer Receiving / Releasing Clerk on duty



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



MEDICAL SECTION Frontline Services : 



Issuance of Medical Certificate



• For Sick Leave • For Employment • For Financial Assistance Availability : 



Monday, Wednesday and Thursday 8:00 a.m. – 5:00 p.m.



Requirements : A. FOR SICK LEAVE 1. CSC Form 6 (3 copies) duly signed by the employee 2. Medical certificate from attending physician (Original and 2 photocopies) 3. Documentary stamp B. FOR EMPLOYMENT 1. CSC Form 211 (2 copies) 2. Chest x-ray, CBC, urinalysis and Drug Test results (Original copy); 3. Psychological Testing Result if necessary 4. Documentary stamp C. FOR FINANCIAL ASSISTANCE 1. Referral from the Office of the Governor or PSWDO 2. Hospital records and / or prescriptions 3. Certificate of Indigency from Barangay Captain Fees/Charges : • 



Employees of the Iloilo Prov’l. Gov’t. 



– Free
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• 



Dependents - 50% discount



• 



Indigents 



• 



Walk-in Patients/Others - P 20/certificate



Duration: 



- Free



40 minutes



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and checks required documents; makes/retrieves patient’s clinic record and instructs patient to proceed to physician’s office.



8 minutes



Nurse-on- duty



2



Receives and verifies accuracy of documents and examines patient.



15 minutes



Medical Officer



3



Prepares medical certificate, issues an order of payment and instructs patient to pay at the Bayad Center.



15 minutes



Medical Officer



Receives and records O.R., signs and issues the medical certificate.



2 minutes



Medical Officer



Presents request and submits required documents.



4



After payment, presents O.R.



DENTAL SECTION Frontline Services : Issuance of DENTAL CERTIFICATE (Patients who have undergone oral prophylaxis, tooth filling or tooth extraction at the Medical – Dental Clinic) Availability : 







Monday to Thursday (8:00 a.m. – 5:00 p.m.)



Fees/Charges : • 
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Employees of the Iloilo Prov.l, Gov’t. 



– Free



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



• 



Dependents 











- 50% discount



• 



Indigents 











- Free



• 



Walk-in Patients/Others 







- P 50/certificate







STEPS



CLIENT



SERVICE PROVIDER



1



Presents request for Dental certificate.



Retrieves, verifies patient 10 minutes record from file and refers patient to the dentist



Dental Aide



Examines patient, issues order of payment and instructs patient to pay at the Bayad Center.



Dentist



2



3



Presents the O.R., receives the certificate



DURATION (Under Normal Circumstances)



10 minutes



Prepares, signs and issues 5 minutes Dental Certificate



PERSON-INCHARGE



Dentist



PROVINCIAL POPULATION OFFICE Frontline Service: 



Request for Population Data



Who may avail: 



Walk-In Clients



Availability: 



Monday- Friday (8:00am- 5:00pm)







Requirements: 



None



Duration: 



35 minutes







14
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STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Signs logbook and specify data needed.



Interviews client.



5 minutes



Admin. Assistant I (Population Program Officer I for Municipalities)



2



Obtains data needed.



Retrieves, discusses and releases data.



30 minutes



Admin. Assistant I (Population Program Officer I for Municipalities)



Frontline Service: Clientele



Conduct of Information Education Communication for Program



Availability: 



As scheduled or upon request







Requirements: 



Letter-Request addressed to Provincial Population Officer /















Municipal Population Officer



Duration: 







POPDEV: 



8 days and 30 minutes







RP and AHYD: 



2 days and 30 minutes



STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents request.



Receives and records request. Orients client about the program and sets schedule.



30 minutes



Population Program Officer I



POPDEV Planning: Gathers and consolidates data needed



5 days



Population Program Officer I and BSPO.



Conducts ground work activities.



1 day



Population Program Officer I and BSPO.



2



3



Assists in preparation of activities.
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STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



4



Participates in the activities.



Conducts the activities.



8 hrs for RP*, and AHYD* ; 16 hrs for POPDEV*



Population Program Officers I & II



∗ RP- Responsible Parenthood ∗ AHYD- Adolescent Health & Youth Development ∗ POPDEV- Population and Development ∗ BSPO - Barangay Service Point Officer



PROVINCIAL SOCIAL WELFARE AND DEVELOPMENT OFFICE Frontline Service: 



Request for Financial Assistance



Who May Avail: Walk-in Clients in Crisis Situation Availability: 



Monday to Friday (8:00am to 5:00pm)



Requirements: • Medical Certificate/Death Certificate (original or Certified true copy) • Certificate of Indigency from Punong Barangay • Referral Slip from Office of the Governor Duration: 



27 minutes (under normal circumstances)
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STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Gets priority number.



Issues priority number



1 minute



Social Welfare Aide



2



Submits requirements.



Checks requirements, Interviews and counsels client. Prepares documents for release of financial assistance.



15 minutes



Social Worker



5 minutes



Admin. Aide III/ Social Welfare Aide



3 minutes



Department Head



3 minutes



Social Worker



3



4



Signs the supporting documents. Receives documents for processing.



5



Approves the supporting documents/ requirements. Records and releases documents.



PROVINCIAL HEALTH OFFICE Frontline Service: 



Issuance of Expanded Program Immunization Vaccine



Who may avail: 



Rural Health Units (MHOs /Authorized Representative)



Availability: 



Monday – Thursday (9:00 a.m. - 4:30 pm)







Fees/Charges: 



None



Requirements: • Inventory Report • EPI Accomplishment Report • List of Live Birth for Hepa-B • RIS signed by MHO/PHN as Requisitioner
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• Vaccine carrier with ice packs Location: 







PHO-Supply / Vaccine Room, Iloilo Sports Complex



Duration: 







45 minutes



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and checks required documents.



11 minutes



Designated Cold Chain Officer or Vaccine in- Charge.



2



Initials the RIS for approval.



2 minutes



Vaccine-in- Charge



3



Approves the RIS.



2 minutes



Supervising Administrative Officer or Provincial Health OfficerI



Receives approved RIS and issues vaccines.



30 minutes



Vaccine-in- Charge



4



Presents RIS and submits required documents to Vaccine Room.



Receives the vaccines.



∗ EPI – Expanded Program for Immunization 



RIS – Requisition Issue Slip



∗ MHO – Municipal Health Officer ∗ PHN – Public Health Nurse



Provincial Council for Culture, Arts, History and Tourism Frontline Service: • Information Dissemination
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• Visitor Facilitation Availability: 







Monday - Friday ( 8:00am - 5:00pm)



Fees: 







None



Requirements: 



None



Duration: 



12 minutes (under normal circumstances)



STEPS CLIENT



SERVICE PROVIDER



1



Requests document needed



Interviews and assists 5 minutes client



2



Receives needed details / instructions



Gives out information 2 minutes needed



3



Receives documents



Releases documents requested



DURATION (Under Normal Circumstances)



5 minutes



Frontline Service: 



Airport Terminal Assistance



Availability: 







Monday - Friday ( 8:00am - 5:00pm)



Fees: 







None



Requirements: 



None



Duration: 



7 minutes (under normal circumstances)
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PERSONINCHARGE Tourism Operations Officer II



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



STEPS



CLIENT



SERVICE PROVIDER



1



Inquires transportation details / accommodation details



Interviews and 5 minutes assists client



2



Receives needed details / Gives out instructions information needed



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Tourism Operations Officer II



2 minutes



PROVINCIAL LEGAL OFFICE Frontline Services: Request for Review of Legal Opinion of Contracts, Resolutions and Ordinances, Quarry Permits and Contract of Affiliation. Availability: 







Monday-Friday (8:00AM -5:00PM) Requirements: None



Duration: 







10 days, 1 hour and 25 minutes



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records document.



5 minute



Designated Records Officer



2



Forwards document to the Provincial Legal Officer for proper disposition



5 minutes



Designated Records Officer



3



Assigns document to Legal Officer



5 minutes



Provincial Legal Officer



4



Reviews and/or render legal 10 days opinion if necessary



Legal Officer



5



Reviews and countersigns the legal opinion



Provincial Legal Officer



Files document.



1 hour
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



6



Records and releases the legal opinion to the requesting party or office



10 minutes



Designated Records Officer



Frontline Services: Administrative Cases



Request For Fact-Finding Investigation And/Or Investigation Of



Availability: 



Monday-Friday (8:00A.-5:00 PM)







Requirements: Duration: 



None







STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records endorsement/referral.



5 minute



Designated Records Officer



2



Acts on the referral/ endorsement and assigns to a legal officer.



30 minutes



Provincial Legal Officer



3



Drafts executive order creating a fact finding committee.



1 day



Legal Officer



4



Reviews and finalizes executive order.



4 hours



Provincial Legal Officer



5



Approves executive order.



10 minutes



Governor



Files endorsement/ referral of the Governor
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STEPS CLIENT



SERVICE PROVIDER



6



Evaluates case. If no merit, 4 hours dismiss the case, if there is a prima facie evidence, formal charges duly signed by the Governor will be filed



DURATION (Under Normal Circumstances)



7



Sends notices to the parties concerned



1 hour



8



Conducts investigation



90 days



9



Renders report and recommendation.



30 days



10



Records and submits Report and Recommendation to the Governor



15 minutes



PERSON-INCHARGE Fact finding Committee



Designated Records Officer



INFORMATION COMMUNICATION TECHNOLOGY MANAGEMENT OFFICE Frontline Services: 1. Troubleshooting and Repair / Assistance (Network / Hardware / Software Problems) 2. In-House Software Development / Enhancement Availability: 



Monday - Friday (8:00 am – 5:00 pm)



Fees/Charges: None TROUBLESHOOTING AND REPAIR / ASSISTANCE (NETWORK / HARDWARE / SOFTWARE PROBLEMS) Requirements / Forms:
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1. Job Order Form (available at the ICTMD Office) – all jobs 2. Letter Request with justification of need for the following services. a. Connections / Reconnections / Transfer of Local Area 3. Network / Internet / Phone a. Software development and enhancement



STEPS



CLIENT



SERVICE PROVIDER



1



Requests for service



Assesses the service needed 2 minutes and refers to specialized staff.



2



Fills-out Job Order Receives forms / request Form / Submits Letter and Records / Schedules Job of Request Order.



DURATION (Under Normal Circumstances)



PERSONINCHARGE Any available personnel



10 minutes



Assigned Staff



3



Evaluates the problem and (depending on Assigned presents recommendations. the trouble) Staff



4



Takes further action and fulfills request.



5



Signs Job Order Form



Counter-signs Job Order Form.



(depending on the action needed) 1 minute



Assigned Staff Assigned Staff



IN-HOUSE SOFTWARE DEVELOPMENT / ENHANCEMENT



STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Submits Letter of Request.



Receives request.



1 minute



Receiving Officer
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STEPS



CLIENT



2



DURATION (Under Normal Circumstances)



Assesses the request (depending on and discuss necessary the request) action with staff; Schedule meeting with client. Informs client to prepare 10 minutes necessary documents and personnel



3



4



SERVICE PROVIDER



Prepares and presents requirements for inputs and results needed.



5



Discuss with client the services to be provided.



(depending on software needed; might need more than 1 meeting)



Prepares System Study and Develops Software Design Presents to Client the Developed Software for review and debugging



6



7



Reviews software developed.



8



Participates in training. Provides training.



9



Dry-Run



Dry-Runs Software



10



Conforms System for Operations.



Finalizes System for Operations.



PERSON-INCHARGE Head of ICTMD, Computer Programmers Administrative Staff Computer Programmers



Computer Programmers Computer Programmers



Sets trainings; Schedule dry-run. 1 minute



ICTMD Technical Staff ICTMD Technical Staff Computer Programmers
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STEPS



CLIENT



SERVICE PROVIDER



11



Launches Software.



Assists and facilitates launching.



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Computer Programmers ICTMD Technical Staff



Provincial Planning and Development Office Frontline Services: 



Release and Monitoring of Project Development Fund



Availability: 



Monday - Friday (8:00 am – 5:00 pm)



Fee: 



None



Requirements: • Cash voucher • Note from Governor or SPS for check release • Pledge of Commitment • Fund Utilization Reports and other attachments Duration: 



20 minutes - before implementation; 15 minutes – after implementation



BEFORE IMPLEMENTATION



AFTER IMPLEMENTATION
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STEPS CLIENT



SERVICE PROVIDER



1



Receives and verifies 15 minutes FUR and other required attachments for encoding, answers inquiries related to project implementation, etc and issues certificate of appearance



Submission of fund Utilization report with required attachments. Photocopy of Work program, Official receipt, certificate of appearance – project picture (before and after implementation )



DURATION (Under Normal Circumstances)



PERSONINCHARGE Project Evaluation Officers (PEOs)



PROVINCIAL ADMINISTRATOR’S OFFICE Frontline Service: 1. Request for use of Venue and LCD Projector 2. Request to Hang Streamers Availability: 







Monday to Friday, 8:00 A.M. – 5:00 P.M.



Requirements: 



Letter Request (3 copies)



Duration: 



21 minutes







STEPS



CLIENT



SERVICE PROVIDER



1



Submits letter request.



Receives, records request, 5 minutes and checks availability.



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Supervising Admin. Officer



Schedules reserva- tion.*
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STEPS



CLIENT



2 3



Confirms approval of request. ∗ 



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



Approves request.



15 minutes



Provincial Administrator



Releases request to GSO (Maintenance)



1 minute



Supervising Admin. Officer



For activity venue and LCD Projector



Frontline Service: Issuance of Certified Copy of Executive Orders, Office Orders, Special Orders, Travel Orders, Memoranda and other documents on file Availability : 







Monday to Friday, 8:00 A.M. – 5:00 P.M.



Requirements : 



Letter Request



Duration : 



50 minutes







STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Submits letter request.



Receives and records request.



5 minutes



Administrative Assistant III



2



Receives document.



Approves request.



15 minutes



Provincial Administrator



3



Client receives Retrieves, certifies copy the document and releases document.



30 minutes



Administrative Officer V/ Administrative Assistant II
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HUMAN RESOURCE MANAGEMENT AND DEVELOPMENT OFFICE Frontline Services: 



Issuance of Service Records (Record’s Section)



Availability: 



Monday-Friday (8:00 AM-5:00 PM)



Requirements: 



None



Duration: 



It varies on the type of request 







STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records request.



5 minutes



Administrative Officer II or HRM Asst.



2a



2b



Fills out request slip.



For initial request: Retrieves 20 minutes 201 files



HRMAssistant



Prepares and print service record.



2 hours



For subsequent request:



30 minutes



HRMAssistant



20 minutes



Administrative Officer V



Retrieves computer files, updates service record and print. 3



Reviews and countersigns the service record.



4



Final review and 20 minutes countersigns the document re- quested.



Supervising Admin. Officer



5



Signs the service record.



Chief of Office



5 minutes
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STEPS CLIENT 6



SERVICE PROVIDER



Client receives Releases the service record. the document



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



5 minutes



Administrative Officer II



Frontline Services: Issuance of Certificate of Employment (Record’s Section) Availability: Monday-Friday (8:00 AM-5:00 PM) Requirements: 



None



STEPS



CLIENT



SERVICE PROVIDER



1



Fills out request slip.



Receives and records request. 5 minutes



Administrative Officer II or HRM Asst.



2



Prepares the certificate.



15 minutes



HRM Asst.



3



Reviews and countersigns the document requested.



15 minutes



Administrative Officer V



4



Final review and countersigns the document.



10 minutes



Supervising Admin. Officer



5



Signs the Certificate of Employment



1 minute



Chief of Office



1 minute



Administrative Officer II



6



Client Releases the document receives the requested. document
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DURATION (Under Normal Circumstances)



PERSON-INCHARGE



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



PROVINCIAL COOPERATIVE DEVELOPMENT OFFICE Frontline Service: 



Conduct of Trainings



Availability: Monday-Friday (8:00 am – 5:00 pm) Fees/Charges: 



None



Forms: 



None



Requirements: 



Letter-request for training addressed to the Governor



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Informs client about the availability of schedule and the resource person.



I hour



Senior Cooperative Development Specialist



Checks availability of schedule and the resource person.



Discusses details with the client and advices him/her to make letter request addressed to the governor.



2



Receives for- warded request from 3 minutes the Governor’s Office.



Administrative Assistant I/ Administrative Officer II/ Computer Programmer I



3



Approves request.



5 minutes



Chief of Office



4



Informs the client that his/her request has been approved.



3 minutes



Administrative Assistant I
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PROVINCIAL BUDGET OFFICE 1. Frontline Services: Recording and Processing of Obligation Requests Availability : 



Monday - Friday (8:00AM - 5:00PM)



Fees/ Charges: 



None



Forms : 



Obligations Requests



Requirements: • Bar Code for every Obligation Requests duly signed by Requesting Officer • Availability of Funds • Specific Account Code for every object of expenditure Duration: 



33 minutes under normal circumstances



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives, scans and assigns control number on Obligation Requests for Processing.



7 minutes



Administrative Aide I



Evaluates, records and forwards Obligation Request for Registry of Allotment and Obligations



5 minutes



Administrative Officers II-IV or Administrative Assistant II



7 minutes



Supervising Admin. Officer / Assistant Department Head



Submits obligation request.



2



(RAO). 3



Checks and initials Obligation Request.
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



4



Approves obligation request.



7 minutes



Department Head



5



Records and releases Obligation Request.



7 minutes



Administrative Aide IV



For Annual Budget are the following: 1. Transmittal Letter 2. Budget message 3. Appropriation Ordinance 4. Budget expenditures and Sources of financing 5. Annual Investment Plan 6. Personnel Schedule 7. Veto message, if any 8. Sanggunian’s Action on Veto if any For Supplemental Budget are the following: 1. Transmittal Letter 2. Appropriation Ordinance 3. Funds Actually available ∗ Certified statement of Additional realized Income ∗ Certification of savings 4. New revenue measures ∗ Certified Statement of Income from New Revenue Measures
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∗ Copy of duly Enacted Tax Ordinance which imposes new local taxes, charges, fees, fines or penalties or which raises existing local taxes, charges, fees, fines or penalties ∗ Copy of official communication stating that the LGU is a recipient of new or higher remittances, contributions and private entities 5. Realignments of Appropriation in times of public calamity ∗ Certification of source of funds available for appropriations 6. Veto message, if any 7. Sanggunian’s Action on Veto if any.



2. Frontline Services: Review of Annual/Supplemental Budget of 1 Component City and 42 Municipalities in the Province of Iloilo Availability : 



Monday - Friday (8:00AM - 5:00PM)



Fees/ Charges: 



None



Forms : Forms required for Annual and Supplemental Budget specified under the Budget Operations Manual for LGUs Duration: 



2 days and 55 minutes (under normal circumstances)



STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Submits obligation request.



Receives Annual / Supplemental Budget documents



10 minutes



Administrative Assistant



Pre- reviews Annual / Supplemental Budget documents



1 day



Supervising Admin. Officer



2
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STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



3



Prepares budget review for local finance committee for signature



15 minutes



Provincial Budget Officer



4



Submits budget for local finance committee - PPDO and PTO for signature



1 day



Liaison mOfficer



5



Receives approved budget from local finance committee and endorses the same to the SP committee on Appropriation



10 minutes



Administrative Assistant



6



Records and endorses budget for review to the SP



10 minutes



Administrative Officer II



7



Submits budget to the SP for review and legislative approval



10 minutes



Liaison Officer



GENERAL SERVICES OFFICE 1. Frontline Service: Issuance of Acceptance and Inspection Report Who may avail : 



Supplier



Availability : 







Monday - Friday (8:00 A.M. - 5:00 P.M.)



Form : 







Acceptance and Inspection Report (AIR)



Requirement : 



Letter Request for delivery of supplies
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSONINCHARGE



1



Receives and records request.



5 minutes



Receiving Clerk



2



Assigns inspector to conduct inspection.



10 minutes



Department Head



3



Prepares AIR Form and informs supplier of the schedule of inspection.



1 hour



Inspector



Receives and inspects 4 hours supplies. Initials form to indicate that the supply were inspected, and then releases supplies to the end- user.



Inspector



5



Receives AIR from the end-user and signs.



5 minutes



Inspector



6



Signs AIR.



5 minutes



7



Process the AIR for the remaining signatories (Chief of Office/Enduser and Office of the Administrator as Representative of the Governor) Records and issues the AIR to the Supplier



Depending on the availability of the signatories



Department Head Inspector



Presents letter request for delivery and inspection of supplies.



4



Delivers supplies.



8



Receives AIR.



5 minutes



2. Frontline Service: Acquisition of Property/Equipment Availability : Fees : 
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Monday - Friday (8:00 A.M. - 5:00 P.M.) 



None



Inspector



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



Requirements : 



Approved Acceptance and Inspection Report



Forms : 







Acknowledgment Receipt for Equipment/ Inventory Custodian Slip



Duration : 







48 minutes



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Records acquired equipments.



30 minutes



Recording Clerk



2



Encodes data for inventory and generate report (ARE/ICS).



5 minutes



Data Encoder



3



Reviews equipment 5 minutes classification and requirements and initials ARE/ICS.



Chief, Inventory Division



4



Posts acquired property or equipment.



3 minutes



Posting Clerk



5 minutes



Releasing Clerk



5



Presents approved Acceptance and Inspection Report.



Releases ARE and Receives ARE/ ICS for signature ICS. of the Chief of Requisitioning Office for processing of payment.



3. Frontline Service: Return of Property/Equipment/Supplies Availability : 







Monday - Friday (8:00 A.M. - 5:00 P.M.)



Fees : 







None



Requirements : 



Property / Equipment/Supplies to be returned



Form : 







Property Return Slip



Duration : 







25 minutes
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents returned property/ equipment.



Receives and records returned equipment and issues Property Return Slip form.



5 minutes



Administrative Officer III



2



Receives PRS form for signature.



Releases PRS form for signature.



1 minute



Liaison



Returns signed PRS form.



Receives and en- codes 5 minutes data in the Inventory Database System.



3



4



Reviews and initials PRS form.



5 minutes



5



Signs PRS form.



5 minutes



Releases duly signed PRS form.



5 minutes



6



Receives PRS form.



Officer Administrative Officer / Posting Clerk Chief, Inventory Division Department Head Releasing Clerk



PROVINCIAL ENGINEER’S OFFICE Frontline Services: Issuance of Certification for Lots Outside Road Right of Way of Provincial Road Availability: 



Monday-Friday (8:00 am - 5:00 pm)



Fees/Charges: 



P 75.00 for certification



Forms: 



None



Requirements: • Letter request addressed to the Department Head
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• Lot plan • Lot Title • Tax Declaration • Special Power of Attorney or Authorization (if the person requesting is not the Legal Owner) Duration: 



5 days, 1 hour and 5 minutes



STEPS CLIENT



SERVICE PROVIDER



1



Receives and records 5 minutes request and forwards to the Department Head



Administrative Aide VI



Endorses the request to the 15 minutes Special Agent and discuss with client schedule of inspection Conducts inspection with 2 days client



Department Head



Prepares and submits report to the Department Head Confers with Special Agent the outcome of inspection and signs report



2 days



Special Agent



30 minutes



Department Head



1 day



Special Agent



5 minutes



Department Head



Presents request with required documents.



2



3



4



5



6



7



Guides Special Agent in the conduct of inspection.



Prepares certification and Informs client for its issuance Signs certification



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



Special Agent
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



8



Instructs client, gets order of payment and pay certification fee at Bayad Center



5 minutes



Administrative Officer III/ Administrative Aide VI



9



Posts acquired property or equipment.



3 minutes



Posting Clerk



Checks OR and Issues certification



5 minutes



Administrative Officer III / Administrative Aide VI



10



Receives certification



OFFICE OF THE SANGGUNIANG PANLALAWIGAN SECRETARIAT 1. Frontline Services (Personnel Section): 1. Issuance of Service Records 2. Issuance of Certifications Concerning Employment. Who May Avail : 



All SP Officials and Employees



Availability 



Monday-Friday (8:00 AM-5:00 PM)



: 



Requirements : 



None



Duration 



60 minutes
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: 
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records request.



5 minutes



Administrative Assistant II



2



Retrieves data, updates and prepares the document.



30 minutes



Administrative Officer V/ Administrative Assistant VI



3



Reviews and initials the document.



15 minutes



Administrative Officer V



4



Final Review and signs the documents.



5minutes



Supervising AdministrativeOfficer



Releases the documents.



5 minutes



Administrative Assistant II



5



Fills out request form.



Receives document.



2. Frontline Service: Issuance of Certified True Copy of Resolutions and Ordinances (Records Section) Availability: 







Monday – Friday except holidays (8:00 AM – 5:00 PM)



Fees and Charges: P50.00/per page of a copy of official records/ documents issued. (Under amended Provincial Tax Ordinance # 2005-055 Section 51) Requirements: 



None



Duration: 



60 minutes







STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents filled-out request form.



Receives and files request.



15 minutes



Administrative Aide VI
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STEPS



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



2



Retrieves and verifies records.



15 minutes



Administrative Officer I



3



Issues an order of payment 5 minutes and instructs client to pay at the Bayad Center.



Administrative Aide VI



Receives and records O.R. and prints/ photocopies documents requested.



15 minutes



Administrative Aide VI (Resolution and Ordinance Encoder)



Certifies the requested document/s.



5 minutes



Administrative Officer V (Records Management Division)



Releases the document/s requested.



5 minutes



Administrative Aide VI



4



CLIENT



Presents O.R.



5



6



Receives documents



3. Frontline Services: Request for Inclusion of Concerns in the Agenda (Journal and Minutes Division) Availability: 







Monday to Friday (8:00 a.m. – 5:00 p.m.)



Fees: 







None



Requirements: 



Written Request



Duration: 



13 minutes
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records request.



5 minutes



Administrative Aide VI



Sorts and identifies matters for inclusion in the Agenda or for filing.



5 minutes



Board Secretary IV/ Board Secretary V



Presents request.



2



3



Inquires about the status of request.



Informs the client about the 3 minutes status of the request.



Administrative Assistant II



PROVINCIAL AGRICULTURIST’S OFFICE 1. Frontline Service: Request for Technical Assistance on Plan Preparation • Production Technology on Crops, Livestock and Fisheries • Irrigation Development and Postharvest Facilities. • Techno-Demo • Fisheries-Postharvest Technology Availability: Monday to Friday (8:00 AM to 5:00 PM) Requirements: 



Written Request approvedbythe Governor



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records written request forwarded by the Governor’s Office.



2 minutes



Administrative Officer I
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



2



Reviews request and refers to Division Chief concerned. Evaluates client/ merit of request and assigns to Project Leader.



2 minutes



Department Head



30 minutes



Division Chief



3



4



5



Assists Project Validates project (site Leader. visitation) and prepares plan.



*1 month & 1 Project Leader week *



Receives plan. Releases plan.



5 minutes



*2 weeks Project Leader



∗ Irrigation Development and Postharvest Facilities ∗ ** Others



2. Frontline Service: Swine Dispersal Availability: stocks







Monday to Friday (8:00 AM to 5:00 PM) subject to the availability of



Requirements: Written Request (with complete address and contact number) approvedbythe Governor



STEPS CLIENT



SERVICE PROVIDER



1



Receives and records approved 2 minutes written request from the Office of the Governor.
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DURATION (Under Normal Circumstances)



PERSON-INCHARGE Administrative Officer I
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



2



Directs preparation of release order and dispersal contract.



1 minute



Department Head



3



Prepares release order and dispersal contract.



1 day



Division Chief



4



Approves release order and dispersal contract.



3 minutes



Department Head



5



Directs Center Chief to make available stocks for dispersal.



i day



Division Chief



a.) Schedules dispersal and informs recipient.



2 weeks



Center Chief/ Division Chief/ Dispersal Officer



30 minutes



Center Chief/ Caretaker/ Farm Worker



6



Attends Orientation.



b.) Orients recipient about Dispersal Program. 7



Receives Stocks.



Releases stock after submission of duly filledup and notarized Dispersal Contract



3. Frontline Service: Request for Planting Materials/ Seeds/ Tilapia Fingerlings Availability: stocks







Requirements: 



Monday to Friday (8:00 AM to 5:00 PM) Subject to the availability of Written Request approvedbythe Governor



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records written request forwarded by the Governor’s Office.



2 minutes



Administrative Officer I
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



2



Reviews request and refers to Division Chief concerned



2 minutes



Department Head



3



Evaluates client/ merit of request and assigns to Project Leader.



30 minutes



Division Chief



4



Validates site (site visitation) and prepares release order.



i day



Division Chief/ Project Leader



5



Approves release order



i minute



Department Head



Releases planting materials/ seeds/ tilapia fingerlings



*10 minutes *Division Chief/ Project **30 Leader minutes **Nursery Caretaker/ Project Leader



6



Accepts planting materials/ seeds/ tilapia fingerlings



∗ *Seeds – Provincial Agriculture Office ∗ **Planting Materials – Provincial Nursery, La Paz, Iloilo City ∗ **Tilapia Fingerlings – Iloilo Rehabilitation Center Compound, Nanga, Pototan, Iloilo



PROVINCIAL VETERINARY OFFICE 1. Frontline Service: Issuance of Veterinary Shipping Permit Availability: 







Fees / Charges: 
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Monday – Friday (8:00 AM– 5:00PM) Rates depend upon the quantity and specie of animals to be
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shipped. Requirements: • Barangay Clearance or Certificate of Ownership. • Inspection Certificate Duration: 







20 minutes



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records required documents.



3 minutes



Receiving Clerk



Checks, verifies required documents, issues order of payment and instructs client to pay at the Bayad Center.



8 minutes



Livestock Inspector



5 minutes



Livestock Inspector



2 minutes



Provincial Veterinarian



2 minutes



Receiving Clerk



Presents required documents.



2



3



Presents O.R. Receives and records OR, prepares VHC and VSP.



4 5



Signs VHC and VSP. Receives VHC Records and Re- leases the & VSP. document requested. ∗ VHC - Veterinary Health Certificate ∗ VSP - Veterinary Shipping Permit



2. Frontline Service: Request for the Release of Veterinary Supplies (Vaccines/ Antibiotics/Vitamins) Availability stocks.



: 



Fees / Charges : 



Monday – Friday (8:00 AM – 5:00 PM) Subject to the availability of None
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Requirement 



: 



Letter-request noted/approved by the Governor



Duration 



: 



20 minutes



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives and records letter – request.



3 minutes



Receiving Clerk



Presents letterrequest.



2



Checks and verifies letter 3minutes - request.



Livestock Inspector



3



Prepares and signs RIS.



3 minutes



Program Project Leader



4



Approves RIS.



3 minutes



Provincial Veterinarian



8 minutes



Program Project Leader



5



Receives rePrepares, releases quested veterinary veterinary supplies and supplies. files RIS. ∗ RIS - Requisition Issue Slip



PROVINCIAL ENVIRONMENT AND NATURAL RESOURCES OFFICE (PENRO) Frontline Service: 



Issuance of Mining Permit



Availability: 



Monday-Friday; 8:00 a.m. - 5:00 p.m.







Fees/charges: 1. Tax on Sand and Gravel, Quarry and other Resources and Small Scale Mining a. Sand and Gravel 







Php 



20.00/cu.m



b. Ordinary Earth 











15.00/cu.m
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c. Guano 















1.00/cu.m.



d. Gemstone 















20.00/cu.m



e Other Quarry Resources 



15.00/cu.m.



b. Industrial 



1,000.00



c. Guano 







500.00



d. Gemstone 







500.00



d. Quarry 















2,000.00



3. Monitoring Fee a. Commercial Sand and Gravel-Php 







500.00



b. Industrial Sand and Gravel 







1,000.00



c. Quarry 







1,000.00



d. Small Scale 







700.00



e. Guano 







700.00



f. Gemstone 







500.00



4. Application Fees a. Commercial, Exclusive, Gratuitous Permit Application -Php 



100.00



b. Industrial Permit Application 







200.00



c. Quarry Application 







200.00



5.Verification Fees ∗ Duration per permit: 6 days, 5 hours and 28 minutes Requirements 



:



A. MANDATORY 1. COMMERCIAL PERMIT APPLICATION
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• Location map/sketch plan of the proposed permit area showing its geographic coordinate/meridional block(s) and boundaries in relation to major environmental features and other projects using topographic map in a scale of 1:50,000 duly prepared, signed and sealed by a deputized Geodetic Engineer. • Area Clearance from concerned agencies that may affected by the permit application or written permission from the landowner(s) and surface owner(s) of the area applied for Environmental Compliance Certificate (ECC) • Work Program • List of Equipment with LTO official receipt and certificate of registration • Proof of payment of excise tax (renewal) • Income Tax Return for preceding three (3) years • Other supporting documents as the PMRB or the Governor may require or the applicant may submit 2. INDUSTRIAL PERMIT APPLICATION • Location map/sketch plan of the proposed permit area showing its geographic coordinate/meridional block(s) and boundaries in relation to major environmental features and other projects using topographic map in a scale of 1:50,000 duly prepared, signed and sealed by a deputized Geodetic Engineer. • Area Clearance from concerned agencies that may affected by the permit application or written permission from the landowner(s) and surface owner(s) of the area applied for Environmental Compliance Certificate (ECC) • Work program duly prepared, signed and sealed by a licensed Mining Engineer or Geologist • List of Equipment with LTO official receipt and certificate of registra tion • Proof of payment of excise tax (renewal) • Proof of Financial Capability to undertake the activity pursuant to work and environmental protection and enhancement program such as the following: a. For individual- statement of assets and liabilities duly sworn in accordance with existing laws, credit lines and Income Tax Return for preceding three (3)
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years b. For corporation, partnership, association or corporations-latest Audited Financial Statement and where applicable, annual report for the preceding year, credit lines, bank guarantees and/or similar negotiable instruments • Photocopy of Articles of Incorporation/Partnership/association, By Laws and Certificate of Registration duly certified by the Securities and Exchange Commission (SEC) or concerned authorized government agency/agencies, the corporations, partnership, associations or cooperatives • Other supporting documents as the PMRB or the Governor may require or the applicant may submit 3. ORDINARY EARTH PERMIT APPLICATION • Location map/sketch plan of the proposed permit area showing its geo- graphic coordinate/meridional block(s) and boundaries in relation to major environmental features and other projects using NAMRIA topographic map in a scale of 1:50,000 duly prepared, signed and sealed by a licensed Geodetic Engineer. • Area Clearance from concerned agencies that may affected by the permit application or written permission from the landowner(s) and surface owner(s) of the area applied for Environmental Compliance Certificate (ECC) • Photocopy of Articles of Incorporation/Partnership/association, By Laws and Certificate of Registration duly certified by the Securities and Exchange Commission (SEC) or concerned authorized government agency/agencies, the corporations, partnership, associations or cooperatives • Title • Affidavit of Consent (if the applicant is not the lot owner) • Other supporting documents as the PMRB or the Governor may require or the applicant may submit 4. GRATUITOUS PERMIT APPLICATTION a. Government Gratuitous Permit • Location map/sketch plan of the proposed permit area showing its geo- graphic coordinate/meridional block(s) and boundaries in relation to major environmental
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features and other projects using NAMRIA topographic map in a scale of 1:50,000 duly prepared, signed and sealed by a licensed Geodetic Engineer. • Area Clearance from concerned agencies that may affected by the permit application or written permission from the landowner(s) and surface owner(s) of the area applied for. • Environmental Compliance Certificate (ECC) • Certification that the infrastructure project(s) has minimal or no funding from the implementing government agency • Work Program duly prepared, signed and sealed by a Licensed Mining or Civil Engineer • Other supporting documents as the PMRB or the Governor may require or the applicant may submit b. Private Gratuitous Permit • Title • Certificate of non-coverage • Project Proposal • Barangay Resolution • Bill of Materials c. Exclusive Sand and Gravel Permit • Project Proposal • Bill of Materials • Certificate of non-coverage • Barangay Resolution 5. GUANO PERMIT APPLICATION • Certificate from the Barangay Captain that the applicant has established domicile in the area applied
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• Declaration of the approximate quantity of guano resources available in the permit area applied. • Location map/sketch plan of the proposed permit area showing its geo- graphic coordinate/meridional block(s) and boundaries in relation to major environmental features and other projects using NAMRIA topographic map in a scale of 1:50,000 duly prepared, signed and sealed by a licensed Geodetic Engineer. • Environmental Compliance Certificate (ECC) 6. ADDITIONAL REQUIREMENTS: • Bank Certification with an amount of at least 80% of total project cost based on Work Program • Picture of the following: A. PROOF OF ESTABLISHMENT OF CONCRETE MONUMENTS (ALL CORNERS) B. EQUIPMENT (FRONT AND SIDE VIEW) • DTI Registration • Mayor’s/Business Permit • Lodging of Contingent Liability Rehabilitation Fund (CLRF) • Certificate of Environmental Management and Community Relations Record (CEMCRR) • Certification of posting from concerned barangay and municipality C. REQUIREMENTS FOR RENEWAL OF PERMIT • Justification of renewal • Comprehensive and validated technical report on the outcome of the operations, including their environmental effects by a licensed Mining Engineer or Geologist • Audited report of expenditures incurred during the operations period • Work program duly prepared, signed and scaled by a licensed Mining Engineer or Geologist
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• Environmental Protection and Enhancement Program • Letter of Intent to renew • Certificate of Environmental Management and Community Relations Record Forms: 1. Application Form 2. List of Equipment Form 3. One Year Work Program Form for Commercial Sand and Gravel Permit Application



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Pre-evaluate documents presented/ submitted



1 hour



Processor assigned



Submits initial mandatory requirements



2



3



4



Presents to the Governor mining application to be approved for processing and returns approved documents to PENRO.
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Plots the survey plan of 1 hour the applied area of the mining applicant in the Mineral Land Survey Map. Endorses to the Office 5 minutes of the Governor to be approved for processing. 5 minutes Issues Order of Payment and instructs client to pay administrative fees to Bayad Center.



Engr. Norman Perez, Mr. Rogel Juanitas Mr. Danilo Diamante Department Head



Processor
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STEPS CLIENT 5



6



7



Presents the OR Receives and files (administrative fees) . permit application for purposes of verification. Prepares and facilitates Notice of Posting to concerned barangay and municipality



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



30 minutes



Processor



1o minutes



Verifying Officer



Assists in the field verification.



Conducts delineation of 1 day mining applied area.



Verifying Officer Verifying Officer



Submits Area Clearance/Status.



Prepares and submits report to Department Head. Approves report submitted by the verifying officer Endorses application form and survey plan for issuance of Area Clearance/Status to MGB R6. Receives and records Area Clearance/Status.



8



9



10



11



SERVICE PROVIDER



Within 4 days after verification 15 minutes



Department Head



1 hour



Processor & Receiving Clerk



5 minutes



Receiving Clerk
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



12



Forwards the endorsement and its supporting document for issuance of Environmental Compliance Certificate (ECC) to Environmental Management Bureau (EMB) Region 6



Endorses area clearance status, mining application, survey plan and Environmental Impact Assessment (EIA) as requirements for issuance of Environmental Compliance Certificate (ECC) to Environmental Management Bureau Region 6.



20 minutes



Processor



13



Presents copy of the ECC to PENRO.



Receives and records the submitted ECC and advises the client to furnish copy to MGB R6 to secure Certificate of Environmental Management and Community Relations Record (CEMCRR) and Certification as proof of Lodging of Contingent Liability Rehabilitation Fund (CLRF)



5 minutes



Processor & Receiving Clerk
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



14



Receives and records the submitted documents.



5 minutes



Receiving Clerk



3 days



Processor



1 day



Processor



1 day



PMRB Members



1 hour



PMRB Secretariat



5 minutes



Processor



a. Submits CEMCRR, CLRF and other mandatory requirements to PENRO b. Requests to schedule deliberation of mining application



15



16



17



18



19



Reviews/evaluates all requirements and prepares necessary documents for PMRB deliberation Informs PMRB members and client of the scheduled deliberation. Convene PMRB Attends PMRB meeting to deliberate deliberation regarding his mining on mining application. application. Prepares PMRB resolutions on approved and denied mining applications Issues Order of Payment to client to pay extraction fees and other administrative fees at the Bayad Center.
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



20



Prepares permit & other supporting documents.



30 minutes



Processor



Endorses the mining permit for approval to the Office of the Governor. Approves the mining permit. Presents the approved permit duly notarized and receives permit Records and releases the approved mining permit to the permitee



3 minutes



Department Head



1 hour



Governor



5 minutes



Clerk



Presents the OR (extraction fee & administrative fees).



21



22 23



24



Files original copy and furnish copy of permit and supporting documents to barangay chairman and municipal mayor



5 minutes



Clerk



25



Informs municipal mayors, barangay chairman, PNP for monitoring purposes.



10 minutes



Processor



ILOILO PROVINCIAL LIBRARY & ARCHIVES OFFICE
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Frontline Services: 



Request for Bookmobile Library Service ( Library Division)



Availability: 







Monday to Friday (8:00 a.m. – 5:00 p.m.)



Fees: 







None



Requirements: 



Letter request addressed to the Governor



Duration: 



5 hours and 15 minutes under normal circumstances







STEPS



CLIENT



SERVICE PROVIDER



1



Presents letter Receives letter request request and endorse to the chief of office for approval



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



5 minutes



Librarian and Department Head Administrative Aide II and Librarian Librarian I



2



Prepares books needed



5 hours



3



Informs client of the schedule of bookmobile library service



10 minutes



Frontline Services: Division)



Request for Library Automation for ID Registration (Library



Availability: 







Monday to Friday (8:00 a.m. – 5:00 p.m.)



Fees: 







None



Requirements: 



None



Duration: 



11 minutes under normal circumstances
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STEPS CLIENT



SERVICE PROVIDER



1



Assists the client of the 10 minutes necessary information and directs client to encode personal information into the system Informs and releases 1 minute client’s automated membership



Requests for the service and encodes personal information into the system Client receives membership



2



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Librarian



Librarian



Frontline Services: Division)



Borrowing of Library Materials in the closed shelves (Library



Availability: 







Monday to Friday (8:00 a.m. – 5:00 p.m.)



Fees: 







None



Requirements: 



Valid Identification Card



Duration: 



15 minutes under normal circumstances







STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSONIN- CHARGE



1



Checks and verifies ID and issues request slip Receives and checks the slip and gets the library materials in the shelf



30 seconds



Librarian



Presents Identification Card Client fills out request slip



2



10 minutes



3



Checks and scans Verifies book card library materials and releases library needed, fills out the materials book card



4 minutes



4



Receives library materials



30 seconds
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Frontline Services: 



Borrowing of Library Materials in open shelves (Library Division)



Availability: 







Monday to Sunday (8:00 a.m. – 5:00 p.m.)



Fees: 







None



Requirements: 



Valid Identification Card



Duration: 



20 minutes under normal circumstances







STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents Identification Card



Checks and verifies ID



30 seconds



Librarian



2



Inquires / browses books in the shelf



Assists client



15 minutes



3



Presents library materials needed at the counter and signs the book card



Verifies book card and releases library materials to the borrower



4 minutes



4



Receives library materials



30 seconds



Frontline Services: 



Transfer of Government Records (Archives Division)



Availability: 







Monday to Friday (8:00 a.m. – 5:00 p.m.)



Fees: 







None



Requirements: • Letter request addressed to the Governor /Provincial Administrator to authorize transfer of records • Accomplished Archives prescribed forms Duration: 







3 days under normal circumstances
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STEPS CLIENT 1



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1 day



Administrative Officer III



1 day



Supervising Administrative Officer



Clients transfers Receives and files records 1 day records for storage



Administrative Officer III / Administrative Aide II / IV



Submits letter Receives letter request, of authority to visits requesting agency transfer records and checks records for transfer and provides request forms to be accomplished Accomplishes Receives and releases and processes the approved request for required forms transfer of records



2



3



Frontline Services: Borrowing of Archival Collections (historical and cultural photographs, artifacts, paraphernalia and other related items of the Province of Iloilo (Archives Division) Availability: 







Monday to Friday (8:00 a.m. – 5:00 p.m.)



Fees: 







None



Requirements : • Letter request • Accomplished Archives prescribed forms Duration: 
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STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents requirements and fills out request form



Receives requirements and request form, and checks availability of material If material is available : Approves request and proceeds to step 3



15 minutes



Administrative Aide II



1 minute



Supervising Administrative Officer



5 minutes



Administrative Officer III



2



3



If material is not available: Returns request to the client Prepares and releases collections and files approved request



Receives borrowed materials



Frontline Services: Request Copy of Archival Documents (historical and cultural records, and other related documents of the Province of Iloilo (Archives Division) Availability: 







Monday to Friday (8:00 a.m. – 5:00 p.m.)



Fees: P50.00 /copy or page of document issued (under amended Provincial Tax Ordinance # 2005-055, Section 51) Requirements : • Letter request • Accomplished Archives prescribed forms Duration: 







22 minutes under normal circumstances
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STEPS



CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents requirements and fills out request form



Receives requirements and request form, and checks and retrieves available document Issues payment slip and directs client to pay at the Bayad Center Checks O.R and reproduces needed document



15 minutes



Administrative Aide IV



2 minutes



Administrative Officer III



2 minutes



Administrative Aide IV



2



3



Presents Official Receipt



4



Receives documents



Releases documents requested



3 minutes



ARCHIVES DIVISION Frontline Service: Borrowing of Archival Documents (historical and cultural records and other related documents of the Province of Iloilo) Availability: 







Monday –Friday (8:00 am – 5:00 pm)



Fees/Charges: 



None



Requirements: 



Any valid ID



Duration: 



20 minutes
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STEPS



CLIENT



SERVICE PROVIDER



1



Fills out request slip.



Receives request, checks 15 minutes and retrieves available documents on file.



Administrative Officer I



2



Receives documents.



Releases documents requested for reproduction / photocopying.



Administrative Officer I



DURATION (Under Normal Circumstances)



5 minutes



PERSON-INCHARGE



LIBRARY DIVISION Frontline Services: Borrowing of Books and Other Reference Materials Availability: 







Monday –Friday (8:00 am – 5:00 pm)



Fees/Charges: 



None



Requirements: 



Borrower’s Card



Duration: 



24 minutes







STEPS CLIENT 1



2



3



Inquires/browses books needed.



SERVICE PROVIDER



Assists the client in looking for books and other reference materials needed. Presents Borrower’s Verifies client’s Card and books to borrower’s card and be borrowed. checks the book card.



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



15 minutes



Librarian II



3 minutes



Librarian I



Signs the book card.
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4



Releases the books/ other reference materials needed.



5 minutes



Frontline Service: 



Availment of Library Membership Card



Availability: 



Monday –Friday (8:00 am - 5:00 pm)







Who may avail: 



General Public Clientele



Fees/Charges: 



None



Librarian InCharge of the section



Requirements: FOR STUDENT • 2 1x1 ID picture • Photocopy of school ID NON-STUDENT • 2 1x1 ID picture • Photocopy of any valid ID Duration: 



14 minutes



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Presents requirements and receives application form.



Gives out application form and instructs the applicants to fill it out and have it signed by the guarantor.



2 minutes



Librarian I



2



Submits duly accomplished form.



Receives and verifies duly accomplished form and forwards to Head Librarian for approval.



5 minutes



Librarian I
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



3



Approves application.



1 minute



Head Librarian



4



Prepares and records member- ship card.



5 minutes



Administrative Assistant II



Releases the membership card.



1 minute



Librarian I



5



Receives membership card.



OFFICE OF THE ECONOMIC ENTERPRISE Frontline Service: 



Exclusive Use of Sports and Hometel Facilities



Who May Avail: Group



Government Agencies / Private Companies or Organizations or 



Availability: 



Monday to Sunday ( per schedule of activity)







Booking Schedule: 



Monday to Friday ( 8:00 am to 5:00 pm)



Requirements: of the Office



Letter Request addressed to the Governor / Department Head



Duration: 



35 minutes under normal circumstances







STEPS



CLIENT



SERVICE PROVIDER



1



Presents letter Receives letter 5 minutes request request and reconfirms availability of the facility



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Administrative Aide I
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STEPS



CLIENT



2



3



Checks assessment / fee Signs contract / Conforme letter



4



5



6



Presents Official Receipt (OR)



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



Prepares assessment slip



10 minutes



Sports development Officer IV / HeadAdmin and Finance Division



Prepares contract / conforme letter



10 minutes



Administrative Aide I



Approves contract / conforme letter



10 minutes



Department Head



Instruct client to pay at the cashier / ticket seller



2 minutes



Sports development Officer IV / HeadAdmin and Finance Division



Records OR number an d posts final booking



3 minutes



Administrative Aide I



Frontline Service: 



Non - Exclusive Use of Sports and Hometel Facilities



Who May Avail: 



Walk-In clients



Availability: 



Monday to Sunday (4:00 am to 8:00 pm)







Requirements: 



None



Duration: 



10 minutes under normal circumstances
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STEPS CLIENT



SERVICE PROVIDER



1



Inquires availability of the facility



Checks, confirms 5 minutes availability and presents fee for the use of the facility



2



Pays corresponding fee



Receives payment and 5 minutes issues O.R / cash ticket and directs the client to proceed to the venue



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Administrative Aide I / Ticket Seller



HOSPITAL OPERATIONS AND MANAGEMENT SERVICE 1. Frontline Service: Emergency Room - Admission Fees: 







P50.00



Forms: 







Vital Signs Slip, OPD Chart, Charge Slip, Patient Chart



Duration: hospital)







53 minutes under normal circumstances (time may vary per



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-IN- CHARGE



1



Patient arrives at the hospital.



Conducts patient to E.R.



2 minutes



AdministrativeAide on duty/ Security Guard/ any designated personnel



2



Patient submits for vital signs check and assessment.



Takes vital signs and assesses patient.



5 minutes



ER Nurse / Nursing Attendant
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-IN- CHARGE



3



Interviews whether patient is old or new.



5 minutes



OPD Clerk / HOMIS Clerk / Admitting Clerk / Security Guard



If old, refers to index card and retrieve old chart If new, issues new file for patient If old patient, takes 5 minutes patient’s personal data with same hospital number, issues card to folks/ 



4



5 6



Receives charge slip and pays to Cashier or designated Collecting Officer, if out-patient.



7



Submits for admission



If new patient takes patient’s personal data, issues new hospital number and endorses to ER Nurse Examines and treats 30 minutes patient. Issues charge slip 1 minute



Admits patient



2. Frontline Services: Discharge of Patient
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5 minutes



Admitting Clerk



Resident on Duty ER Nurse/ Nursing Attendant



Resident on Duty / ER Nurse



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



Availability: 







Monday to Sunday (8:00 a.m. – 5:00 p.m.)



Fees: 







Depends on the patient’s hospital bill



Duration: hospital)







55 minutes under normal circumstances (time may vary per



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Requests discharge clearance from the Nurse’s Station



From Nurses’ Station: Issues discharge clearance form.



5 minutes



Nurse on Duty at the Nurse’s Station



2



Have clearance form signed by concerned personnel



Concerned Department-inCharge



3



Presents discharge clearance form



Signs discharge 20 minutes clearance and attaches charge slip for payment. Computes bill. 10 minutes



4



Pays bill and receives official receipt (OR) and discharge clearance form



Receives payment, issues OR and discharge clearance form.



Administrative Officer I



5



Presents discharge clearance form



Checks form and gives 10 minutes doctor’s advice



6



Submits discharge form



Receives the form, inspects patients’ belongings and releases patient.



5 minutes



5 minutes



Billing Clerk



Nurse on Duty at the Station Security Guard on duty



3. Frontline Services: Out-Patient Consultation (Out-Patient Department OPD) Availability: 







Monday to Friday (8:00 a.m. – 12:00 1:00 - 4:00 p.m.)











(time may vary per hospital)







None







Fees: 
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Forms / Requirements: None Duration: 







It varies



STEPS CLIENT 1



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSONIN- CHARGE



5 minutes



Information Clerk



For new patient: Prepares OPD chart and issues new hospital number Takes vital signs



5 minutes



Nursing Attendant / OPD Nurse Medical Officer IV



For old patient: For old patient: Registers and presents Retrieves OPD chart on old number file For new patient: Requests for new OPD chart



2



Submits for vital signs check



3



Submits for physical examination and consultation Submits for diagnostic examination



Examines client



15 minutes



Performs diagnostic procedure



It varies



Medical Technologist



Receives prescriptions and advice



Gives prescriptions and advice



5 minutes



Medical Officer IV



4 5



4. Frontline Services: Payment of Hospital Bills (Billing Section) Availability: hospital)







Monday to Friday (8:00 a.m. – 5:00 p.m.) (time may vary per



Fees: 







It varies



Duration: 







25 minutes per payment
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STEPS



CLIENT



1



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



Submits signed Receives departmental discharged clearance charges and posts the same to patients’ ledger card and billing statement



10 minutes



Billing Clerk



2



Presents necessary Computes bill documents (Senior Citizen’s ID./ Phil Health Card) for bill adjustment



10 minutes



3



Receives billing statement



5 minutes



Issues Billing Statement and instructs client to pay at Cashier’s Office



5. Frontline Services: Laboratory Services (Laboratory Department) Availability: Monday to Friday (8:00 a.m. – 12:00, 1:00 - 4:00 p.m.) (time may vary per hospital) On Call Basis (Night, Saturdays and Sundays) (time may vary per hospital) Fees: 







It varies



Duration: 







It varies



STEPS



CLIENT



SERVICE PROVIDER



1



Presents laboratory request



Receives laboratory request 5 minutes and issues charge slip and instructs client to proceed to the Cashier



DURATION (Under Normal Circumstances)



PERSON-INCHARGE Medical Technologist
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STEPS



CLIENT



2



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



Pays required Receives payment and fee/s and receives instructs client to bring OR charge slip with official receipt(OR) to laboratory department



5 minutes



Administrative Officer I (Cashier’s Office)



3



Presents charge slip and OR



Collects and examines specimen



Within the day Medical Technologist



4



Receives result and advice



Interprets result and gives advice



10 minutes



Medical Officer IV



6. Frontline Services: Radiology Services (XRay Department) Availability: Monday to Friday (8:00 a.m. – 12:00 1:00 - 4:00 p.m.) (time may vary per hospital) On Call Basis (Night, Saturdays and Sundays(time may vary per hospital) Fees: It varies Duration: 







It varies



STEPS CLIENT



SERVICE PROVIDER



1



Presents request and receives charge slip



Receives request and issues 5 minutes charge slip



Radiologic Technologist



2



Pays required fee/s



Receives payment and 5 minutes instructs client to submit charge slip with official receipt to XRay Department



Administrative Officer I (Cashier)
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DURATION (Under Normal Circumstances)



PERSON-INCHARGE
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STEPS CLIENT



SERVICE PROVIDER



3



Presents charge slip with official receipt (OR) and submits for examination



Checks documents and 10 minutes brings patient to the Xray room and informs patient to return at the scheduled day for the release of result



4



Presents OR



Checks OR and releases 5 minutes result; Instructs client to proceed to Medical Officer III/IV on duty



5



Receives result and advice



Interprets result and gives advice



DURATION (Under Normal Circumstances)



10 minutes



PERSON-INCHARGE Radiologic Technologist



Medical Officer III/ IV



7. Frontline Services: Cash Payment for Purchase of Medicines/Medical Supplies (Pharmacy Services) Availability: hospital)







Monday to Sunday (7:00AM -7:00AM) / (time may vary per



Fees: 







It varies



Duration: 







10 minutes per payment



STEPS CLIENT 1 2



SERVICE PROVIDER



Presents prescription Receives prescription slip slip Informs availability of drug/s and its cost



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



30 seconds



Pharmacist



30 seconds



Pharmacist/ Pharmacy Aide
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



3



Presents Checks and issues official prescription slip with Receipt (OR). charges Returns prescription slip and instructs client back to the pharmacy



3 minutes



Cashier



4



Presents OR and prescription slip



Receives OR and prescription slip



1 minute



5



Receives medicines/ medical supply Releases medicines/ medical supply



Releases medicines and instructs client to bring items to nurse on duty at station.



3 minutes



Pharmacist/ Pharmacy Aide



8. Frontline Services : Charged Medicines/Medical Supplies (Pharmacy Services) Availability 



: Monday to Sunday (7:00 AM –7:00AM) / (time may vary per hospital)



Fees 



: It varies



Duration 



: 6.20 minutes per transaction



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Receives prescription



20 seconds



Pharmacist



Presents prescription



2



Releases medicines/ medical 2 minutes supply and instructs to bring items to nurse on duty at station



3



Issues charge slip and forwards to billing station



3 minutes



4



Files/Records prescription form



1 minute
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Pharmacist/ Pharmacy Aide



Pharmacist/ Pharmacy Aide
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9. Frontline Service 



: Dental Extraction (Simple Case)



Availability : Monday –Friday ((8:00 am – 12:00 noon, 1:00 pm-5:00 pm) (time may vary per hospital) Saturday (8:00 AM – 12:00) (time may vary per hospital) Fee : P 80.00 Duration 



: 



1 hour and 6 minutes per cas



STEPS CLIENT



SERVICE PROVIDER



1



For old client: Retrieves dental 3 minutes chart on file



Requests for the procedure



DURATION (Under Normal Circumstances)



For new client: Prepares new dental record



PERSON-INCHARGE Information Clerk/Nurse



2



Interviews and records vital 15 minutes signs and issues dental form to the dental aide.



3



Fills out dental form/record



5 minutes



Dental Aide



Examines, evaluates and treats client.



35 minutes



Dentist



4



Submits to dental examination



Issues charge slip and instructs client to pay at the cashier’s office.



5



Pays required Receives payment and instructs 3 minutes fee client to return to the Dentist



Cashier



6



Presents charge slip and OR



5 minutes



Dentist



Checks and prescribes medications and makes final instructions



10. Frontline Service: Request for Dental Services such as Extraction, Filling, Oral Prophylaxis, Consultation Availability: vary per hospital)



Monday - Friday (8:00am - 5:00pm, no noon break) / (time may
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Fees: 







It varies on the User’s Fee Guide



Duration: 



It varies on the case (under normal circumstances)



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSONIN- CHARGE



1



For old client: Retrieves dental chart on file



3 minutes



Information Clerk/Nurse



15 minutes



5 minutes



Information Clerk/OPD Nurse on duty Dental Aide



1 hour



Dentist



3 minutes



Cashier



5 minutes



Dentist



Requests for the procedure



2



For new client: Prepares new dental record



3



Interviews and records vital signs and issues dental form to the dental aide



4



Proceeds to the Fills out dental form / record dental clinic Submits Examines, evaluates and to dental treats client. examination



5



6



Issues charge slip and instructs client to pay at the cashier’s office



7



Pays required fee



Receives payment and instructs client to return to the Dentist



8



Presents charge Checks and prescribes slip and official medications and makes final instructions receipt (OR)



11. Frontline Service: Request for Issuance of Dental Certificate Availability: vary per hospital)



Monday - Friday ( 8:00am - 5:00pm, no noon break) / (time may



Fees: 



Php 50.00
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Duration: 







20 minutes under normal circumstances



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Requests for the procedure



For old client: Retrieves dental chart on file For new client: Prepares new dental record



3 minutes



Information Clerk/Nurse



3



Proceeds to the dental clinic



Fills out dental form / record



5 minutes



Dental Aide



4



Submits to dental examination



Examines, evaluates and treats client.



5 minutes



Dentist



2



5



6



Pays required fee



7



Presents charge slip and official receipt (OR)



Issues charge slip and instructs client to pay at the cashier’s office 5 minutes Receives payment and instructs client to return to the Dentist Gives dental certificate to 2 minutes the client



Cashier



Dentist



12. Frontline Service: Request for Managing Senior Citizen /Elderly Patients / PWDs (Medical Social Services) Who may avail : 



OPD / In-Patient Senior Citizen /Elderly Patients / PWDs



Availability: vary per hospital)



Monday - Friday ( 8:00am - 5:00pm, no noon break) / (time may



Fees: 







None



Duration: 







45 minutes under normal circumstances
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Evaluates elderly patient and provides necessary treatment.



10 minutes



Physician



15 minutes



Medical Social Worker



Seeks medical treatment



2



Refers patient to MSWD for psycho-social purposes and special procedures



3



Prioritizes client’s needs



4



Conducts patient to determine proper identification and assesses level of psycho-social functioning



5



Orients client on the benefits and scope of their entitlements whether if an eligible Senior Citizen or not, PHIC member or dependent If found eligible Senior Citizen, facilitates client’s necessary treatment If not eligible, classifies patient’s ability to pay and provides psycho social intervention If patient is PHIC member or dependent, refers patient to the billing / PHIC section



6



7



8



9



Verifies entitlements of benefits 5 minutes



Billing / PHIC section



10



Provides appropriate social work intervention Documents and reports activities / services conducted



Medical Social Worker



11
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13. Frontline Service: Availment of MSWD Services in the OPD (Medical Social Services) Who may avail : 



Out Patients



Availability: vary per hospital)



Monday - Friday ( 8:00am - 5:00pm, no noon break) / (time may



Fees: 







None



Requirements: 



None



Duration: 



20 minutes under normal circumstances







STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



1



Prepares referral form #1 and forwards the same to MSWD or through the client



2 minutes



Medical Social Worker



Patient / folks directly seeks MSWD assistance



2



3



Client receives the assistance



Evaluates and classifies the 15 minutes client if approved by hospital protocols, so registers client. If not, makes appropriate recommendations to chiefs of hospital or CAO / CMPS 3 minutes Once informed that the recommendation was approved, informs client of the action, issues or re validates service card, stamps charge slip with classification and indicates discount



14. Frontline Service: Availment of PCSO Individual Medical Assistance Program (Medical Social Services)
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Who may avail : 



Out Patients / In Patients



Availability: vary per hospital)



Monday - Friday ( 8:00am - 5:00pm, no noon break) (time may



Fees: 



None







Requirements: 1. Social Case Study (MSW) a. *Medical / Clinical Abstract 2. Social Service Referral Form a. *Billing statement / Prescription 3. Picture ( any size) 4. Personal Letter Request Duration: 







1 hour and 45 minutes under normal circumstances



STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSONIN- CHARGE



1



Receives and refers client to MSW for PCSO assistance



5 minutes



Health Care Team



Patient / folk seeks the assistance program
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STEPS CLIENT



SERVICE PROVIDER



2



Prepares social case 35 minutes summary / referal, validates completeness of the requirements Verifies qualification 1 hour of patient as per completeness of requirements and orients the coverage of assistance. Once approved refers client to PCSO Social Service Checks documents, 5 minutes records and forwards the same to the billing section for availment of the assistance



Secures requirements for the program at the MSWD



3



4



5



Client returns and submits documents including issuances from the PCSO Social Service Client avails the assistance program



DURATION (Under Normal Circumstances)



PERSONIN- CHARGE



Medical Social Worker (MSW)



15. Frontline Service: Availment of MSWD Services of the In Patients (Medical Social Services) Who may avail : 



In Patients



Availability: vary per hospital)



Monday - Friday ( 8:00am - 5:00pm, no noon break) (time may



Fees: 







None



Requirements: 



None



Duration: 



40 minutes under normal circumstances
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STEPS CLIENT



SERVICE PROVIDER



1



Forwards Clinical Cover 2 minutes Sheet (CCS) to MSWD



Patient seeks assistance



2



DURATION (Under Normal Circumstances)



Assesses patient if new 20 minutes or old : If old, retrieves and updates record, If new, conducts intake interview Classifies and provides orientation to the patient or his folk on the hospital policies, available social services and coverage of assistance Revalidates or issues service card Returns CCS to the admitting section and receives names of admitted patients from the said section



3



4 5
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PERSON-INCHARGE Admitting unit staff / designate on duty Medical Social Worker
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



6



Conducts daily ward rounds / visits



Daily



7



Receives copy of patient’s progressive bill from biling unit Informs/ orients 10 minutes patient/ folk of the coverage of MSWD assistance once covered, if not, makes recommendation to CMPS / AO 8 minutes Once informed that the recommendation was approved, informs patient and the billing unit about the approved classification and discount



8



9



Client avails the service



PERSON-INCHARGE



16. Frontline Service: Issuance of Death Certificate (Medical Service Records) Who May Avail? : 



Nearest Kin of patient



Availability : Monday to Friday 8 AM to 5 PM (time may vary per hospital) Saturday 8 AM to 12 Noon (time may vary per hospital) Fees/Charges: 



P20.00



Requirements/Forms: Duration: 







None



35 minutes under normal circumstances



84



CITIZEN’S CHARTER OF ILOILO Province of Iloilo



STEPS CLIENT 1



1a



SERVICE PROVIDER



Gives personal Drafts death certificate information of the form and receives deceased additional information/ personal data of the deceased Requests the doctor and the informant to sign the document



1b



Instructs client to get the document at the records section



1c



Forwards the document and the patient’s chart at the records section Receives and prepares death certificate



1d



2



Pays bill at the cashier Presents Official Receipt



3



4



Receives and checks the duly accomplished death certificate
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DURATION (Under Normal Circumstances)



PERSON-INCHARGE



10 minutes



NURSE on duty



Receives payment and 5 minutes issues Official Receipt Receives/Verifies OR if the 5 minutes document is paid Presents discharge clearance signed by the cashier / Philhealth staff for release Gives the accomplished death certificate for review



5 minutes



Records Officer/ clerk Cashier Records Officer/ clerk



Records Officer/ clerk
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STEPS CLIENT



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



PERSON-INCHARGE



5



Signs the logbook



5 minutes



6



Receives the document and instructions



Requests the informant to sign the logbook Gives the document and instructs the client to let the embalmer and MHO sign the document and submits the document to LCR for registration



Records Officer/ clerk



5 minutes



17. Frontline Service: Processing of certificate of Live Birth (Medical Service Records) Who May Avail? : 



Parents/Nearest Kin



Availability hospital)



: 



Monday to Friday (8:00 AM– 5:00 PM) (time may vary per







: 



Saturday 8 AM to 12 Noon (time may vary per hospital)







Fees/Charges: 



P20.00



Requirements: 



Marriage Contract for married











Community Tax Certificate of the father for unmarried







30 minutes







Duration: 
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STEPS



CLIENT



1



Submits for interview Receives and reviews 5 minutes the filled out pre form/ draft COLB from the nurse on duty Interviews client 15 minutes Presents MC or CTC Receives MC if married; Receives CTC if not married



2



4



SERVICE PROVIDER



DURATION (Under Normal Circumstances)



Transcribes data from pre-form / draft into the official form (4 copies) and forwards the same to the attending nurse on duty for proof reading Processes accomplishment of the document 10 minutes Receives duly accomplished COLB from the nurse Receives instructions Gives instructions on and waits for the claiming their personal release of COLB from copy of COLB from the LCR the LCR Prepares and forwards transmittal letter together with the accomplished COLB to LCR/MCR for registration



5



6



7



PERSONIN- CHARGE AO I or AA IV



Nurse and attending physician



AO I or AA IV



18. Frontline Service: Issuance of Medical Certificate / Medico-Legal Certificate (Medical Service Records)
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Who May Avail? : 



Patient/s



Availability: Monday to Friday (8:00 – 5:00) / Saturday 8:00 to 12:00nn (time may vary per hospital) Fees/Charges: 



P20.00



Requirements: 



Patient’s records for Medical certificate











Police request for medico-legal certificate



Duration: 







25 minutes under normal circumstances



STEPS CLIENT



SERVICE PROVIDER



1



Refers request to 2 minutes records officer on duty / attending physician



Nurse on duty from OPD / Nursing Service



Submits patient with doctor’s order to medical records section for issuance of medical certificate



2 minutes



Nurse on Duty



Receives payment and issues OR



5 minutes



Administrative Officer I (Cash)



Endorses the document to the Medical Records Officer



2 minutes



Nurse on duty / OPD staff



Prepares the certificate



3 minutes



Administrative Officer I



Gives the document to the Medical Officer for signature



8 minutes



2



3



Requests medical certificate / medico-legal certificate



Pays the bill at the cashier



Receives the certificate



Receives OR and issues the certificate with dry seal



DURATION (Under Normal Circumstances)



PERSON-INCHARGE
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