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VISION 

To be a highly efficient water utility rendering excellent service to the community. 

 

MISSION 

To provide adequate, safe and affordable water supply to all our concessionaires, deliver 

efficient service and be responsible in promoting environmental conservation, 

rehabilitation and sanitation. 

 

CORE VALUES 

We, in the Metro Cotabato Water District, are guided in everything we do by the following 

core values: 

 

HONESTY 

To be true to ourselves and trustworthy in dealing with others. 

ACCOUNTABILITY 

To take full responsibility for our actions. 

COMMITMENT 

To perform our duties with commitment under the principle of transparency. 

TEAMWORK 

To work together as a team, with dedication, dignity and respect, to achieve our corporate 

goals. 

SERVICE EXCELLENCE 

To provide effective and efficient service to our customers. 
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OVERVIEW 

PURPOSE 

The purpose of this Operations Manual is to establish uniform and non-discriminatory policies, procedures, 

standards, and fees for the proper administration of the Commercial Services Department.  The Department will 

conduct itself in accordance with the intent of this Operations Manual. 

DEPARTMENT WORK PROCESSES 

The Department has established typical work processes as guides for various work functions.  These work processes 

are attached and part of this Operations Manual.  The Commercial Department shall use the work processes as 

guides for work done and interfaces with other departments, to the extent that the coordination is practical.  

STANDARD OPERATING PROCEDURES 

The Department shall maintain and upgrade as necessary, internal standard operating procedures that describe the 

expected procedures needed to efficiently and safely perform necessary functions within the organization.  These 

Standard Operating Procedures shall be maintained with hard copy in the District and a copy in the Administrative 

Department.  Revisions of the Standard Operating Procedures shall be approved by the District Board of 

Directors. 

VALIDITY 

The policies and the procedures specified herein supersede and replace any prior policies, procedures, regulations, 

etc., governing provision of utility service unless such prior specification is protected by valid agreement or 

otherwise protected by law.  In the event that a portion of this Operations Manual is declared unconstitutional or 

void for any reason by any court of competent jurisdiction, such decision shall in no way affect the validity of the 

remaining portions of this Operations Manual. 

REVIEW OF POLICIES AND PROCEDURES MANUAL 

The Department shall periodically review this Operations Manual to evaluate the adequacy of its provisions.  

Revisions must be reviewed by the General Manager and the Board of Directors prior to implementation and 

dissemination, except as may be authorized as a ministerial responsibility.  Changes to water rates and fees shall be 

approved by resolution of the Board of Directors to be submitted to LWUA for final approval. 
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DEFINITION OF TERMS 

 

Whenever in these regulations the following words and phrases set forth in this section are used, they shall, for the 

purpose of these regulations have the meanings, respectively ascribed for them in this section. 

 

“Board”: The General Manager, Chairman of the Board of Directors and commercial head office of the Metro 

Cotabato Water District.  For specific routine purpose, the Board may designate a representative authorized to act in 

their stand. 

“Commodity Charge”: A charge payable by a user based on water consumption. 

“Meter Tampering”:   When any person shall willfully alter, injure, or knowingly suffer to be injured any water 

meter, lock or other apparatus or device belonging to the District in such a manner as to cause loss or damage or to 

prevent any such meter installed from registering the quantity which otherwise would pass through the same. 

“Person”: Any individual, partnership, co-partnership, firm, company, governmental entity or any other legal entity, 

or their legal representatives, agents or assigns. 

“Service Connection”:  The tapping of water mains and laying of pipes from the main to the stand pipe and the 

setting of the water meter. 

“Service Line”: The line on the premises installed and maintained by user, connecting the system to the premises. 

“Cost”:  Labor, materials, supervision, engineering and all other necessary overhead expenses. 

“District”: The Metro Cohabite Water District, its General Manager, appointed officers and any persons or bodies 

invested with responsibility and jurisdiction in matters pertinent to said District. 

“P.D. 198 “:  Presidential Decree which is known as The Provincial Water Utilities Act of 1973 

“R.A. 8041”:  Republic Act otherwise known as the Water Crisis Act of 1995. 

“Water Meter”: A mechanical device designed to measure the flow of water to a specific location. The water meter 

is owned and installed by the District to measure water consumption of the customer. Water meter readings are used 

as the basis for billing of water bills. 
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GENERAL INFORMATION 

ABOUT METRO COTABATO WATER DISTRICT 

The Cotabato City Water District was established under the Local Water District Law by virtue of the 

Presidential Decree 198 which is known as The Provincial Water Utilities Act of 1973. All local water districts 

which were formed pursuant to the Local Water District Law are declared government owned and controlled 

corporations with original charter by the Supreme Court on its decision promulgated last September 13, 1991. The 

water district being a GOCC falls under the jurisdiction of the Civil Service Commission and the Commission on 

Audit. 

 

 The Cotabato City Water District (CCWD) was formed on October 12, 1976. by virtue of theSangguniang 

Panlunsod ng Cotabato Resolution No. 35, dated March 9, 1976, authorizing its formation under Sec. 6 of 

Presidential Decree 198, as amended.  A Conditional Certificate of Conformance No. 030, was issued by the Local 

Water Utilities Administration on November 5, 1976, authorizing its operation as a Local Water District. 

 

 The purpose of its formation is to acquire, install, improve, maintain and operate water supply and 

distribution systems for domestic, industrial, municipal and agricultural use for residence and lands within its 

boundaries (Sec. 5, Chapter II of P.D. 198). 

 

 Effective March 7, 2004, the District has been renamed to Metro Cotabato Water District pursuant to 

CCWD Board Resolution No. 030 B-03, dated August 8, 2003, and in accordance with LWUA Board of Trustees 

Resolution No. 186 series of 1997. 

 

The Board of Directors serves as policy-making body of the District, composed of five (5) members, 

representing the community from the professional, civic, business, women’s and education sectors, having a term of 

office of six (6) years. 

 

Directly under the Board of Directors is the General Manager, who is in-charge of the management and 

supervision of detailed operation of the water district. There are four departments directly under the supervision of 

the General Manager, namely: Administrative, Finance, Commercial, and Engineering. 

 

 The Local Water Utilities Administration sets the water rate structure of the District to ensure its viability, 

being self-reliant agency of the government, not dependent on national or local appropriation but subsists purely on 

internally-generated funds thru its concessionaires, providing for its operating expenses, loan repayments, expansion 

projects, maintenance and improvements that ultimately redound to the benefit of concessionaires and the public in 

general. 

 

 At present, MCWD has five (5) production water sources namely: Tanuel Spring and Dimapatoy River 

located at Datu Odin Sinsuat, Maguindanao ; and Rebuken, Macaguiling I and II Wells situated at Sultan Kudarat, 

Maguindanao.  The District has three (3) concrete ground reservoirs located at PC Hill (2,000 cu.m. and 750 corm.) 

and Awang  (2,000 cu.m.).  The 750 cu.m. reservoir at PC Hill serves the concessionaires thereat thru a booster 

station, due to its high elevation. 

 

 The District serves 34  out of 37 barangays in the City of Cotabato (except Tamontaka 4 and 5 and 

Kalanganan 1 – Darping), 10 barangays in Sultan Kudarat, and 7 baranggays  in Datu Odin Sinsuat Municipalities. 
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ORGANIZATION AND RESPONSIBILITIES 

 

The Board of Directors 

 Appoints the General Manager.  Approves the  District rules and regulations, corporate plan, annual budget, 

contracts, loans, acquisition of real property at pre-determined amounts and nature, organizational structure, 

compensation and benefits, water rates and charges; the policy-making body of the District. 

Office of the General Manager 

 Responsible for the operation of the District and its long term and short-term planning.  Recommends 

organizational structure and manpower level, compensation and benefits schedules, water rates and charges, 

acquisition of real property, construction contracts, acceptance of completed projects, management strategies 

appropriate for the district, executes payment for approved projects and programs. 

There are four departments directly under the supervision of the General Manager, namely: Administrative, 

Finance, Commercial, and Engineering. 

 

Administrative and Human Resource Department 

 

 Responsible in the execution of  the following duties: 

 Formulate and implement Human resource programs, policies and procedures pursuant to Civil 

Service law and rules.  

 Formulate and implement procedures on procurement of adequate supply of quality materials, 

equipment and services.   

 Formulate and implement policies on records management for the whole organization.   

 Formulate and implement policies related to security measures of building, grounds and people in 

the organization.   

 Formulate and implement corrective maintenance of water meters and other measuring devices.  

 Formulates and implements systems on warehousing and maintenance of materials, supplies, 

vehicles and equipment in accordance with the regulations and policies. 

There are (2) divisions directly under the supervision of the Department Manager, namely: 

1. Administrative Services and Human Resource Division 

2. General Services Division 

 

Finance Services Department 

 Responsible in the execution of the following duties: 

 Maintenance of the corporate books of accounts and all accounting records, documents and the 

preparation of Financial and Accounting reports and analysis. 

 Implements procedures and policies on cash management particularly on safekeeping, 

disbursement, control of water district funds. 

 Implements procedures and policies on collection of water bills, cash funds and other monies or 

income of the District. 

 Coordinates with concerned departments in the preparation of annual budget and prepares and 

monitors projected financial reports based on approved annual budget. 

 Determines financial resources available to carry out water district programs. 

There are two (2) divisions directly under the supervision of the Department Manager, namely: 

1. Accounting Division 

2. Budget and Cash Management Division 
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Commercial Services Department 

 Responsible in the execution of the following duties: 

 Maintains accurate and updated customer service records and follow-up all delinquent accounts, 

and enhance collection efficiency 

 Enforces utility rules and regulations as to billings, delinquencies and adjustments. 

 Receives and processes service application including installation of new service connection and 

attends to customer complaints and requests such as closed accounts. 

 Conducts marketing surveys and formulates program on consumer relations. 

 Investigates illegal connection. 

  Implements policy on delinquent customers. 

There are two (2) divisions directly under the supervision of the Department Manager, namely: 

1. Customer Services Division 

2. Customer Accounts Division  

 

Engineering and Operations Department 

 Responsible in the execution of the following duties: 

 Determines water production requirements and ensures the steady supply of water to the service 

area. 

 Maintains water pumps and water treatment facilities and water quality in accordance with the 

standards set by the Philippine National Standards for Drinking Water and World Health 

Organization. 

 Conducts preventive maintenance and repair or equipment and facilities. 
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OPERATIONAL CONTROL AND SUPERVISION 

 

The General Manager 

 The General Manager is responsible  in the management and supervision of detailed operation of the water 

district and its long term and short-term planning.  Recommends organizational structure and manpower level, 

compensation and benefits schedules, water rates and charges, acquisition of real property, construction contracts, 

acceptance of complete projects, management strategies appropriate for the district, executes payment of approved 

projects and programs. 

 The General Manager has the ultimate decision-making authority in all matters affecting the water 

district. 

Commercial Services Department 

 The Department Manager C is responsible in supervising, directing and coordinating all activities of the 

two (2) divisions, namely:  Customer Accounts and Customer Services Divisions. 

Customer Accounts Division 

 Maintains accurate and updated customer service records and follow-up all delinquent accounts, and 

enhances collection efficiency. Enforces utility rules and regulations as to billings, delinquencies, adjustments and 

collections of water bills.  The Division Manager C is responsible in supervising all activities of the three (3) units, 

namely:  Meter Reading, Billing and Collection units. 

a.) Meter Reading Unit - Responsible in the reading of water consumptions of concessionaires and 

deliveries of monthly water bills. 

b.) Billing Unit – Responsible in maintaining accurate and updated customer service records, 

computerized billing and data entries. Follows-up delinquent accounts. Also reconciles the Accounts 

Receivable monthly. 

c.) Collection Unit – Responsible in collection of water bills, account receivables relative to water 

consumption of the customers billing. 

 

Customer Services Division 

 Responsible in directing and coordinating all activities related to water service applications, customer 

complaints, investigations, and implements policy on delinquent accounts.  Also conducts marketing surveys and 

formulates program on consumer relations.  The Division Manager C supervises all activities of the three (3) units, 

namely:  Servicing, Investigation, and Disconnection. 

a.) Servicing Unit – Responsible in processing of service connection applications and installations and 

attends to customer complaints and requests. Conducts marketing surveys. Also maintains customers 

guarantee deposits records and prepares reconciliation monthly. 

b.) Investigation Unit – Responsible in undertaking field investigations to verify and acts on 

concessionaire’s complaints regarding high water consumption, meter status, illegal connections, and 

other related problems regarding billing. 

c.) Disconnection Unit – Responsible in the implementation of collection enforcement policy on 

delinquent accounts and reconnections of disconnected service connections with closed meters. 
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POLICIES 

 

I. POLICY ON WATER SERVICE CONNECTION 

 

1. The water service connection applicant shall abide by the METRO COTABATO WATER DISTRICT 

(MCWD) rules and regulations appertaining to water services. 

2. The MCWD shall furnish water to the applicant thru the service connection installed at the address given   

at the rate and under conditions provided in the schedule of rates and fees fixed by MCWD. The applicant 

shall provide all necessary materials needed for the said installation at his/her own expense.   The water 

charges begin when a service is installed and the meter is set. 

3. The applicant shall assume responsibility for securing any excavation permit and/or works that maybe 

needed in the installation of the service. 

4. The applicant shall protect the meter installed outside /or inside his premises and to pay the cost of a new 

meter if found damaged or stolen in his possession and control.  

5. The applicant shall use the water services on a month to month basis, automatically renewed unless 

otherwise terminated upon due notice by the applicant to the MCWD or when services is disconnected by 

MCWD due to applicant’s delinquency or violation of MCWD rules and regulations. 

6. The applicant  shall pay MCWD Guarantee Deposit in the amount of: 

 Residential  P 1,000.00 

 Government     3,000.00 

 Semi-Commercial A   2,500.00 

 Semi-Commercial B   2,500.00 

 Pure-Commercial    3,000.00 

 Industrial  10,000.00 

Said Guarantee Deposit shall be forfeited in favor of MCWD in case of delinquency to the extent of the 

remaining unpaid balance. 

7. The applicant shall pay regularly and promptly his/her water bill on or before due date at the MCWD office 

or in any of its authorized collecting banks.  Failure to receive a bill does not relieve the customer of 

liability and the unpaid account shall be deemed a debt to MCWD. 

8. In case of non-payment of bill on due date, a surcharge of five percent (5%) of the bill shall be imposed, 

which shall be reflected in the next bill, except for accounts paid by City Government. 

9. The applicant shall take note of the warning/notice as shown in the water bill for the second month, which 

shall serve as a reminder to the applicant to pay his/her obligations on or before the due date, otherwise the 

applicants/ service connection shall be disconnected without further notice. 

10. In the event the service connection of the applicant is closed/disconnected, and will thereafter apply for 

reconnection, he shall pay the following: payment of total unpaid bills, guarantee deposit equivalent to 

latest two (2) months consumption but not lower than One Thousand pesos (P1,000.00), and cost of 

materials, if needed. 

11. Should the applicant’s water meter become unserviceable, the latter’s average consumption for the last 

three (3) months shall be the basis for computing his /her subsequent bills. 

12. The MCWD shall not be responsible for interruption of the water service for causes beyond its control and 

should not be liable to the applicant for high consumption caused by rotten pipes or plastic pipes used and/ 

or defective connection made after the meter. 

13. The MCWD or its authorized representative shall at any time during office hours be allowed by the 

applicant to enter his/her premises for purposes of inspecting the water pipeline, reading of meter, 

disconnection or as specified in the job order. 

14. Any device that may be found attached to the applicant’s line or meter contrary to the rules and regulations 

by the MCWD, or installations that maybe discovered to have been tampered with and or illegally 

connected from  or installed upon, shall be sufficient cause for the disconnection of the water services by 

the authorized representative of MCWD and automatic termination of this contract, in addition to the filing 

of a criminal and/or civil action in court, in violation of the provisions of P.D. 198 or R.A. 8041 otherwise 

known as the Water Crisis Act of 1995. 

The applicant shall not remove or tamper the padlock installed in case of water service disconnection, 

otherwise he shall be liable for a penalty and fines imposed by MCWD. 
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15. The applicant shall maintain the pipes and fixtures extending from the meter stand to his/her residence.  

The service lateral extending from the distribution main to the meter including the meter shall be 

maintained by the district.  Water that passes through the meter whether consumed or wasted, shall be the 

responsibility of the applicant. 

16. The applicant shall notify the MCWD in case of transfer of ownership of the house or building where the 

service connection is installed.  In the event the applicant is on a tenant or lessee and vacates the 

house/building and has arrears with MCWD, it is understood that no reconnection shall be made without 

prior payment of the obligations mentioned in par. 10 hereof.  In such case, the house/building/lot owner 

shall be jointly liable with the applicant. 

17. In the event applicant, because of misrepresentation was able to secure a new service connection, despite 

having an old connection with arrears in the same house or building or location, the MCWD reserves the 

right to disconnect the new service line unless the total amount of arrearages on the old account is paid. 

18. Disputed Bills:  In the event a complaint is made by a consumer that his water bill is excessive, a re-read 

shall be made on the meter and check shall be made to determine in particular if there are leaks in the 

meter.  Should no leak in such meter be found, then, upon request of the consumer, the meter shall be 

removed and can be subject to a test. 

 In the event the meter tests is within the approved limitations and the consumer continues question 

the water bill, a personal investigation of said premises served by the meter shall be made by responsible 

officer of the Commercial Department or his appointed representative.  Should said investigator find no 

reason to adjust said bill, he shall refer the disputed bill to the MCWD Board for final ruling, subject to the 

rights of the consumer to appeal such ruling. 

 

II. POLICY ON CONSUMERS CLASSIFICATION 

To establish and consolidate the guidelines, and further classify the categories of service connections.                  

(Bd. Res. No. 021-92) 

A. PURE COMMERCIAL/INDUSTRIAL 

 a.  Business establishments directly using water in  their day to day operations such as:  rest houses, 

hotels, lodges and the likes, cafeterias managed by cooperatives, corporations, etc., ice cream parlors, beer houses, 

bars, nightclubs and disco pads, restaurants, gasoline stations, bus stations and/or terminals, Chan concrete product 

manufacturers, carenderias, bakeries and confectionaries, ice plants, factories and other processing plants, 

refreshment parlors, building constructions, piggeries, poultry farms, food caterers, machine shops, massage and 

sauna parlors, sawmills, fish and meat stalls in public markets with individual water meter. 

 b. Games and amusement centers such as, theaters, cockpits, bowling center, billiard halls with four or 

more tables. 

 c.  Single meter with shared use 

      1.  Any residential user who sells or supplies water to others 

      2.  Multiple household or families housed in one building sharing payment for one meter consumption. 

     3.  Boarding houses for transients and working boarders. 

 d.  Institutional/Lending Establishment such as private schools, private banks and pawnshops 

B. SEMI-COMMERCIAL TYPE A 

 a.  Business establishments indirectly using  water in their day to day operations such as:  Photo services, 

warehouses, grocery stores, gift shops, offices, including government banks, wholesale and retail outlets, furniture 

shops, beauty parlors, radio and TV stations, barber shops, rice mills dress shops, tailoring shops, buy and sell of 

agri products, agricultural supplies stores, lumberyards, rice retailers, dry goods stores, hardwares, funeral parlors, 

automotive repair shops, video houses, appliance display centers, magazine and display centers, fruit stands, car 

display centers, drugstores, boarding house for students and living quarters of hotel and restaurant workers. 

 b. Medical Services such as: Hospitals, whether private or public (Br. Res. 011-91 dtd Feb. 15, 1991), 

dental and medical clinics and family planning clinics. 



12 
 

C. SEMI-COMMERCIAL TYPE B 

 a. Small business establishments, with or without permit to operate legally with capitalization of not more 

than P10,000.00, such as: Sari-sari stores selling softdrinks, beer or products requiring refrigeration and vulcanizing 

with repair shop. 

D. BULK 

 Persons or establishments drawing water from the system or those involving bulk purchase. 

E. RESIDENTIAL/DOMESTIC/GOVERNMENT 

a. One family or single household using water for domestic purpose. (A family or household refer to a 

body of persons who live in one house and under one head including parents, children and servants, 

provided that none of them by themselves, constitute another family.  A household may constitute only 

one person.) 

b. Government offices and schools 

c. Churches, mosques and others centers devoted exclusively for religious purposes (Bd. Res. 019-85 dtd 

March 11, 1985) 

 

III. POLICY ON ILLEGAL CONNECTION 

It is a criminal offense to tamper a water meter or steal water.  Tampering and water pilferage are violations of 

Section 31d of PD No. 198, as amended, and Section 8 of PD 8041, the National Water Crisis Act, with 

corresponding penalties for violators. 

No one except an employee or representative of the District shall at anytime in any manner operate the 

District’s system, or interfere with meters or their connections, street main or other parts of the water system.  

An Illegal Connection can be identified by the following circumstances: 

1. Installation of water service connection without proper authority from MCWD. Any person who wants to 

have a water service connection should visit the office for proper application and approval of a water 

service connection. 

2. Tampering of water meters or using “jumpers” or other devices whereby water is stolen.  

3. Repair/installation before the water meter done by person not connected with or has no authority from 

MCWD.   

4. Transferring of the water meter and the tapping point without permission from MCWD. 

5. Reopening of closed services without authority or permission from MCWD. 

To prevent the occurrence of these illegal water users, the Water District imposes a penalty as follows: 

 1. Automatic disconnection of water service 

 2. Pay an Administrative fee plus the cost of  unaccounted for water. 

   1
st
 Offense  P2,000.00 

   2
nd

 Offense    4,000.00 

   3
rd

 Offense    6,000.00  

 3. Pay for the cost of new water meter 
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IV. POLICY ON THE GRANT OF DISCOUNT ON LEAKAGES 

1. No discount shall be granted for visible leakages after the meter within the customer’s compound like 

leaking faucets, shower heads, toilet closets and exposed pipelines. And for leakages after the meter 

repaired using plastic pipes. 

2. Discounts shall only be granted once for unidentified leakages of embedded and/or long pipelines only after 

the repair is made, provided that pipes used for repair are made of G.I.  A maximum discount of 50% of the 

difference in a customer’s monthly average consumption. 

3. Limitation:  The share of the customer on the wasted water shall not exceed 50% of his average monthly 

billing. 

Example: 

 Average Normal Consumption 50 cu.m. 

 Consumption with Leak  150 cu.m. 

 Increase in Consumption   100 cu.m. 

After leak repair, the customer has to pay 75 cu.m. which is 50 cu.m. average consumption plus 50% of the 

difference or 50% of his average consumption, whichever is lower. 
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DETAILED PROCEDURES AND FLOWCHARTS 

 

I. PROCEDURES IN THE APPLICATION OF NEW WATER SERVICE CONNECTION 

SERVICE APPLICANT 

1. The applicant shall secure the following requirements: 

Basic Requirements: 

One (1) pc. Photocopy of valid or any  Government issued ID with picture and signature 

One (1) pc. 2 x 2 (recent) ID picture 

Barangay Clearance 

Location/Sketch plan 

Additional Requirement: (any applicable) 

Photocopy of Lot Title; if applicant is the owner 

Consent/Authorization from lot/building owner (duly notarized) – if applicant is renting/informal 

settler 

Affidavit of Undertaking (duly notarized) – if government property 

Consent from lot owner to install water facilities in his lot-  if service line passes through private 

lot 

Photocopy of deed of sale/ if property is newly acquired or letter of consent from previous owner 

Memorandum of Agreement for string connection (Form available at Engineering Dept.) 

Excavations permit (if applicable) 

2. Submit requirements to Customer Service Asst. B (Frontliner) and pay Inspection Fee to Teller. 

3. Wait for the scheduled first inspection to be done by Surveyor which will take 2 to 3 working days from 

payment of inspection fee. Then  wait for the final inspection to be done by Cust. Service Officer B or 

Investigator, and will advise the applicant to pay the installation charges at the office. 

4. Will pay installation fees at the office, ask to pause for picture taking and sign the Service Application 

Contract. 

5. Requested to bring the Service Application Contract to Division Manager for Customer Services for 

orientation of office policies and final approval of application contract. Receives copy of Service 

Application Contract. 

6. Prepare the after the meter provision and wait for the scheduled installation, which normally takes within 2-

3 working days from payment. 

7. He shall sign the accomplished Maintenance and Construction Order to acknowledge of the work done. 

 

CUSTOMER SERVICE ASSISTANT B 

1. Receives request for a service connection from service applicant. 

2. Evaluates requirements and conducts casual interview. Verifies against records as to whether or not 

applicant has any outstanding account with the District. If applicant is applying for a reconnection of 

service previously closed due to nonpayment of water bills, asks customer for the payment of applicable 

fees. 

3. Asks the service applicant to pay the inspection fee at the Office Teller. Records application to Logbook on 

assigned pre-numbered Applicants Information Sheet (AIS) for control.  

4. Process and encode applicants required information on AIS per EDP. Prints individual AIS and Daily List 

of Summary and forwards to Engineering Asst. A for first inspection/survey. 

5. Receives accomplished AIS from Investigator and records updates in logbook and files alphabetically.  

Notify the applicant thru SMS messaging that application is ready for payment. 

6. Upon return of customer for payment, the Customer Service Asst. B shall retrieve the AIS and the 

submitted requirements and prepare assessment of installation charges and ask the customer to pay at the 

Office Teller. 

7. Prepares the Service Application Contract, Promissory Note, if any, and Maintenance Construction Order.  

Requests the customer to have a picture taking thru web cam for records purposes. Prints the Service 

Application Contract and have the customer read and sign on the space provided. Asks the customer to 

bring the Contract to Division Manager C for orientation and final approval of the contract. 

8. Gives the customers’ copy of the contract, promissory note and estimates of materials.  Advise the 

customer to make ready the after the meter provision, and advise on the schedule of installation. 
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9. Prints the List of Materials (LOM) and Requisition Issue Slip (RIS) and forwards together with the 

Maintenance Construction Order to Sr. Customer Service Officer who will assign work to plumber. 

10. Upon completion of installation, the CSA B receives the acted MCO from Installation unit.  Retrieves the 

contract, Promissory note and assigns service connection number then prepare the Service Connection 

Card. Updates the acted MCO per EDP.  Records the acted service application in a logbook and forwards to 

Billing Section for encoding/ updating in the database. 

11. Prepares Returned Materials Slip and have it approved by the Division Manager C and gives the copy to 

SCSO to be submitted to Property Section. 

12. From Billing Section, files the service application contract together with the attached requirements, 

promissory note and AIS. The Service Connection Card will be filed by location of the service connection. 

 

SURVEY TEAM 

1. Receives Applicants Information Sheet together with the requirements from CSA B. 

2. Conducts survey possible tapping point, determines the adequacy of the system to serve the proposed 

connection. 

3. Prepares the estimates of materials to be used for installation and prepare the sketch plan and detailed 

specification of the service connection. 

4. Prints final AIS in 3 copies, and submits to SCSO/Division Manager for approval. 

5. Forward acted AIS to Investigator/CSO B for second inspection. 

6. Retains original copy for filing. 

 

INVESTIGATOR/CUSTOMER SERVICE OFFICER B 

1. Conducts background investigation to the proposed service connection applicant.  If with previous balance 

and connection, advise the customer to settle the account and have it applied for reconnection. 

2. Determines proper categorization of the service application 

3. Advise the applicant to go to office to pay the installation fees. 

4. Assign account number and update service connection list.  Records in a logbook and forwards the 

accomplished AIS that undergone second inspection to CSA B and attached notation as to findings of the 

investigation conducted. 

5. Prepare monthly summary of AIS undergone second inspection and forward to Division Manager for 

Customer Service for verification and approved by Department Manager.  

 

INSTALLATION TEAM 

1. Upon receipt of MCO and LOM, withdraws materials and water meter needed for the installation at the 

Property Section. 

2. Installs the water meter at the address and location indicated in sketch prepared by Surveyor. 

3. Fill-up properly the acted MCO and have the customer sign to acknowledge the work done. 

4. Submit the acted MCO and excess  materials, if any to Sr. Customer Service Officer. 

5. Returns the excess materials together with the LOM at the Property Section. 
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