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Abstract

This study concluded that based on the data present, the Calamba AtaitetrHas
effectively implemented the Citizen’s Charter RA 9485 service delivery standards.
However, there should still be room for enhancement of delivery standards for publi
service, and the researcher suggested this as a room for future resedarpoader and
expound on
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Main text

Service delivery standards are followed as is a practical way to manage performance
in an era of fiscal restraint and help shape the expectations okdii@ve of government
services. With service delivery standards, services can be improvediedivered at
reduced cost by refocusing services on clients. It includes finding out wdras aonsider
to be critical aspects of government services and service delivery, gnanggers the
flexibility to respond to client needs, developing proper incentives to promubedtion,
and monitoring and analysing performance against realistic targets and staAdaaifs
integral part of good management, service delivery standards promote partnership in quality
client service; provide the means to measure service performancesasdatiably. It also
provided meaningful information on the content, value and method of serviceryledind
used performance and client satisfaction information to guide operationalodscto
improve service standards and actual performance conyinual
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Theoretical Framework

The study was based on the concept of the Philippine Implementing Rules
and Regulation (IRR) known as Citizen’s Charter of RA 9485. In accordance to this, for
transparency and smooth transactions in all government offices, all governmerg office
must adhere to the following service standards: All government agenacilesling
departments, bureaus, offices, instrumentalities, or government-owned and/orlezbntrol
corporations, or local government or district units shall set up their respeaervice
standards to be known as the Citizen's Charter in the form of information bihehich
should be posted at the main entrance of offices or at the most conspicuous place, and in the
form of published materials written either in English, Filipino, or in thelldedect, that
detail: the procedure to obtain a particular service, acceptaraggplcations and request
that all officers or employees shall accept written applicati@gjasts, and/or documents
being submitted by clients to the office or agencies. However, the persgpbnsible for
each step are the officers or employee who should acknowledge with reteipth
application and/or request by writing or printing clearly thereon his/her nameinihe
where he/she is connected with, and the time and date of receipt.

The maximum time to conclude the process of all applications and/orstecugmitted
should be acted upon by the assigned officer or employee during the period stated in the
Citizen's Charter which shall not be longer than five working daysercdise of simple
transactions and ten (10) working days in the case of complex transactions from the date the
request or application was received. Depending on the nature of the frontline sservice
requested or the mandate of the office or agency under unusual circumstaeces, t
maximum time prescribed above may be extended. For the extension due toohature
frontline services or the mandate of the office or agency concernecetioel [for the
delivery of frontline services shall be indicated in the Citizen's Charter.offtoe or
agency concerned shall notify the requesting party in writing of the reason fotehsien

and the final date of release for the extension and the final tiaéécase of the frontline
service/s requested; the document/s to be presented by the customer, if necessary.

The receiving officer or employee shall perform a preliminary assessmina efquest so

as to promote a more expeditious action on requests. The amount of feess#ang to be
collected should be included in the assessment of the service being mcuastéhe
procedure for filing complaints. Also, the act also mandates to ektablipublic
assistance/complaints desk in all their offices at least two information deslotoraodate
concessionaires.

Under the said Law, each office or agency is tasked to perform infydemtts frontline
services and whose charge. Reengineering of transactions that inclutieg time number

of signatories to a maximum of five (5) and providing for the period witkimch
applications or request are acted upon which shall not be longer thdB)fiverking days

for simple transactions and ten (10) working days for complex transacHietigg up of
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standards to be known as tfigizen’s Charter, includes forming a task force to prepare the

said charter, to present it on a billboard or other prominent announceméet affite
handling the processes and services explained therein.

The study also used the RA 11032 or the Ease of Doing Business and Efficient Government
Service Delivery Act, which aimed to streamline the current systmdsprocedures of
government services.

Conceptual Framework

The aspect under the Independent Variable is the service delisadasts
of Citizens Charter R.A.9485 of Calamba Water District (CWD) in terms of procséalure
obtain a particular service; the person/s responsible for each step, mmaxime to
conclude the process; document/s to be presented by the customer; ahieast and
procedure for filing complaint, while the process to relate the indepetwdtém dependent
variable referred to the level of stakeholders’ satisfaction on ease of doing business on the
aspect of customer service, quality of service delivery, easy tramsattdocuments and if
all action and complaints are well taken.

Research Paradigm

Independent Variable Dependent Variable
1.Level of service delivery standardg 3. Level of concessionaires’
of citizen’s charter R.A. 9485 of satisfaction on Ease of Doing
Calamba Water District (CWD) Business in CWD in terms of:
e The procedure to obtain a e Customer Service

particular service; e Quality and Delivery
e The person/s responsible for e Documentation
[ ]

each step; Action and Complaint

e The maximum time to =>

conclude the process;

e The document/s to be
presented by the customer,
necessary;

e The amount of fees, if
necessary;

e The procedure for filing
complaints

As illustrated in Figure 1, the aspects reflected under the Independesibl¥as
the service delivery standards of Citizens Charter R.A.94850f Calamba Wiatact
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(CWD) in terms of procedure to obtain a particular service; the person/s respdosibl
each step, maximum time to conclude the process; document/s to betqutesdy the
customer; amount of fees; and procedure for filing complaint. An arrow pointed toward the
Dependent Variable refers to the level of stakeholders’ satisfaction on ease of doing
business on the aspect of customer service, quality of service deliveryragasction of
documents and if all action and complaints are well taken.

Scope and Delimitations

This study was focused on the assessment in the service delivery stamidards
Citizen’s Charter R.A. 9485 as implemented by Calamba Water District (CWD) and was
limited only on the procedure to obtain a particular service; person/s respdosibhch
step; the maximum time to conclude the process; document/s to $enteck by the
customer, if necessary; amount of fees, if necessary; and the procedure for filing
complaints. It also disclosed the stakeholders’ level of satisfaction on the ease of doing
business with CWD in terms of customer service, quality and delivery neottation
requirements, and the taking of action on complaint. The commerciates@mnaas or
department was chosen as the locale of the study for they areydireatived in the
effectiveness and  appropriate implementation of Citizens Charter R.A. 9485eservic
standards.

The respondents of the study was the 41 office personnel of CWD directly involhel in t
implementation of CWD Citizen‘s Charter service standards and the 386 residents of
Calamba City with water connections and concessionaires.

Because of the ongoing health pandemic caused by COVID-19, the daigatnased
through survey questionnaires in accordance to Inter-agency Task Force (IATR) hea
safety protocols.

Review of Related Literature

Perante-Calina and Brillantes (2018) states the relevance of bureaucratic
inefficiency to the ineffective delivery of services as well as coonptOsborne and
Gaebler (2019) cited the United Kingdom as the origin for strong impetus for bureaucratic
reform for efficient and effective delivery of public services, which came fRyime
Minister Margaret Thatcher in the late 80’s. Calina and Brillantes (2018) also provides the
help of the Filipino citizens to stop Anti-Red Tape Act as well the effective
implementation of the Citizen’s Charter.

However, most of the abovementioned studies focused on red tape and the eetdvanc
corruption in bureaucratic inefficiency. These also cited implementasian aucial way
for service delivery to become a success, specifically in the works of Hudsater and
Peckham (2019).

Despite the abundance of the literature and studies present, this study lyad beén
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explored by earlier research undertakings.

1.0METHODOLOGY
Research Design

The researcher used the descriptive correlational research desigler to
gather information relevant to the study. This helped in enhancing the rdig®ns
or associations between and among variables. It was affirmed by Creswell (2012),
especially if the researcher seeks to establish the overall tenoferesponses from
individuals and to note how this tendency varies among people. It had combined a
quantitative approach, in order to address the trends and ascertaingbe loahind
it, as well as the descriptive method, which is relevant taldseriptive statistic
approach.

Research Instrument

The research instrument utilized in the study was adopted from the manual
of Citizens Charter R.A. 9485.The survey questionnaire had an English version as
well as Tagalog in order for respondents to understand them thoroughly. It was
validated by experts before distribution, which were two (2) graduate Ischoo
professors, one (1) institutional statisticial and one (1) representative from the
Calamba Water District. Accordingly, it was divided into threetgathe
respondent’s profile, indicators of delivery standards of Citizen’s Charter RA9485,
and the leveof stakeholders’ satisfaction on the ease of doing business.

The second part wanted to determine the level of implementation by CWD
in terms of procedure to obtain a particular service i.e. terms ofdanecéo obtain
a particular service; the person/s responsible for each step, maximmemtcti
conclude the process; document/s to be presented by the customer; anfieesit of
and procedure for filing complaints, while the third part was in terms ¢broes
service, quality of service delivery, easy transaction of documents athddctian
and complaints are well taken.

The initial draft of the questionnaire was based on the related liteeatdre
studies gathered, and was further modified. It was consisted of 63 questidnis: 38
the second part and 25 for the third part, and utilized the Four-Point Likert Scale.
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Participants of the Study

The respondents were composed of the Calamba Water District office
personnel and customers or concessionaires who belong to non-governmental
organizations. The G-score determined the 326 concessionaires as the number o
respondents, while all 56 CWD office personnel were asked to participéte in
study.

Data Gathering Procedure

Non-probability purposive sampling technique is used, as the researcher had
no ability to determine the particular population for the study. After dat@érgithe
research instrument necessary for the study, the researcher sought permission from
the CWD Management for the distribution of questionnaire. Upon successfully
gaining permission, the researcher personally distributed the said quais&ation
the respondents and retrieval soon followed while abiding by minimum health
safety protocols. The responses of the subjects was scored, talliexbaladed for
the purpose of data presentation, analysis and ultimate presentation afderihe
researcher asked the assistance of a statistician to detetin@neappropriate
statistical tools and proper treatment of the gathered data.

Treatment of Qualitative Data

To answer SOP 1 and 3, the weighted mean was used to determinekhe le
of implementation of Citizen’s Charter RA 9485 service delivery standards and the
level of stakeholders’ satisfaction on the ease of doing business. For SOP 2. the t-
test for independent samples was employed to determine thécsigndifference
on assessments of CWD personnel and customers on the implementation of
Citizen‘s Charter (RA 9485).
Lastly, to establish the relationship between the extent of inguigtion of
Citizen‘s Charter (RA 9485) and level of satisfaction on the ease of doing business
in SOP 4, the Pearson product-moment correlation was employed. To give
interpretation to computed Pearson correlation coefficient, the following guide
adopted:

2.0RESULTS AND DISCUSSION
The extent of impimentation of Citizen’s Charter RA 9485 service delivery

standards as assessed by the employees and concessionaires in terneslafeproobtain
a particular service indicates that Calamba Water District fallyg implemented the
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Citizen’s Charter RA 9485 service delivery standard in terms of procedure to obtain a
particular service.

For the Level of Implementation of Citizen's Charter RA 9485 Service Delivery
Standards of Calamba Water District (CWD) as Assessed by the Emplamd
Stakeholders in Terms of the Person/s Responsible for each Step, thergiliegl that
Calamba Water District (CWD) fully implemented the Citizens ChdRi&9485 service
delivery standards in terms of the person/s responsible for each step. It ony/thaahis
government agency is compliant on the implementation or serviceastiandf citizens
charter R.A.9485 by providing or assigning enough personnel to take charge or be
responsible to the needs of every customers or clients. It also intpie@alamba Water
District (CWD) fully implemented the Citizens Charter RA9485 servelesery standards
in terms of maximum time to conclude the process. It only signifieSCM&D gave high
consideration on the availability of the services during the office hours and proper
information visible in the agency.

The results regarding the Stakeholders’ Level of Satisfaction on the Ease of Doing
Business at the Calamba Water District in Terms of Action and Camslated that the
stakeholders of Calamba Water District (CWD) were fully satisfied oe e&sloing
business in terms of action and complaints. The stakeholders of Caldatba District
were fully satisfied on ease of doing business in terms of documentagoimements and
processes and it was evident that the CWD employees are vergt@othresponsive in
handling inquiries and customer complaints, as shown in the the Stakeholders’ Level of
Satisfaction on the Ease of Doing Business at the Calamba WatdctDistTerms of
Documentation.

For the test of significantelationship between the level of implementation of Citizen’s
Charter RA9485 service delivery standards and the level of stakeholders’ satisfaction on the
ease of doing business at the Calamba Water District, the findinge study implied that
the higher the implementation of the RA 9485 by the Calamba Water Digtachigher
the satisfaction of their stakeholders. Calamba Water District (CWD) fully implechéme
Citizens Charter RA9485 service delivery standards in terms of documeng/ptese nted
by the customer and amount of fees as well as procedures in filling complaints.

When it comes to the Test of Significant Difference on the Assessofiethie
Respondents on the Level of Implementation of Citizen’s Charter RA 9485 Service
Delivery Standards of Calamba Water District (CWD), there is sigmifidifference on the
assessment of the two groups of respondents oextbet of implementation of Citizen’s
Charter R.A. 9485 service delivery standards.

Furthermore, the study also proved that the ease of doing business at the Calamba
Water District in terms of customer service are much appreciatethkshslders. It only
means that the CWD employees are great in citizen service agpechandling or giving
priority to Senior Citizens and Perserwith Disability and are fully satisfied with the
CWD in terms of quality, delivery, documentation as well as action and complaint.
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When it comes to the regression analysis oridh# of implementation of Citizen’s
Charter RA9485 service delivery standardshtolevel of stakeholders’ satisfaction on the
ease of doing business at the Calamba Water District in terms afycaadl delivery.
Based on the table, person responsible, process time, and fees sityifiopact of the
level of satisfaction on the ease of doing business at the CalambaDitiet in terms of
customer service. The three variables except on procedures on servicejedbc
requirements, and action and complaints significantly impact the yqaaldt delivery by
77.4 %., whichmeans that Calamba Water District implementation of Citizen’s Charter
R.A. 9485 acquired an above average impact based on the stakeholders’ satisfaction rating.

When it comes to the regression analysis orieh# of implementation of Citizen’s
Charter RA9485 service delivery the level of stakeholders’ satisfaction on the ease of
doing business at the Calamba Water District in terms of customwceseprocedures on
service, person responsible, Process time, documents, and amount of fdesrdigni
impact of the level of satisfaction on the ease of doing business &athmba Water
District in terms of customer service. The results revealed thditvheariables except on
action and complaints significantly impact the customer service by 78.8 %.

Based on the regression analysis oni¢hel of implementation of Citizen’s Charter
RA9485 service delivery tdhe level of stakeholders’ satisfaction on the ease of doing
business at the Calamba Water District in terms of documentatignpeesponsible and
Process time significantly impact of the level of satisfaction on the ease of doingsstest
the Calamba Water District in terms of customer servidge person responsible for every
step of transactions and the process time significantly impactusemer service by
69.2%, which only means that stakeholders of Calamba Water District wouidlye
satisfied if all aspects of the implementing rules and regulations of Citizen’s Charter R.A.
9485 would be highly complied.

For the regression analy on the Level of Implementation of Citizen’s Charter
RA9485 Service Delivery Standards to the Level of Stakeholders’ Satisfaction on the Ease
of Doing Business at the Calamba Water District in Terms of Action Rfichg
Complaints, the variables’ procedures in service and documents required does not
significant impact to the stakeholders’ satisfaction on the ease in doing business with
Calamba Water District. The probability values of .000, .042, .022 and .001 respectively are
less than the level of significance at .05, thus reject the null hypothesis. The resuledreveal
that the three variables above significantly impact the action and complaints%y 76.
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3.0CONCLUSIONS/REFLECTIONS AND DIRECTIONS FOR FUTURE USE

The study concluded, based on thévimation present, that the Citizen’s Charter
RA 9485 service delivery standards were fully implemented.

It was also evident that the Calamba Water District emplogemsde clear, high-
quality services to its customers in accordance with the implemen of ARTA at the
Commercial Department of Calamba Water District. The researdker discovered
significant differences on how CWD personnel and stakeholders assespltmaemtation
of Citizen’s Charter, but had concluded that the overall perception of the ARTA
implementation had shown that both types of respondents are aware of its existence.

Stakeholders are fully satisfied with the performance of CWD employees in
addressing their concerns regarding their particular transactions. Aside them
abovementioned conclusions, the service delivery standards are signifredatibgl to the
satisfaction of the concessionaires. With this in mind, the researchestdytfeat there is
a need to enhance the delivery of service standards programs. This reseadcto pave
the way for future researchers to improve the standards set for public seagicesll as
exploration on the effective implementation of the citizen charter
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APPENDIX

SURVEY QUESTIONNAIRE

Dear Valued Respondents:
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The undersigned is conducting a study on #®ERVICE DELIVERY
STANDARDS OF CITIZEN’S CHARTER R.A. 9485 OF CALAMBA WATER
DISTRICT AND IT’S IMPACT TO THE EASE OF DOING BUSINESS WITH
STAKEHOLDERS” as part of the requirements on her Graduate Studies at the Laguna
College of Business and Arts.

In this regard, your cooperation in answering the questionnaire is highly
appreciated. It is hoped that all questions included in the survey wouldsbherad
honestly and appropriately. Rest assured of the strict confidentiality of all data shared.

Thank you for giving your precious time to answer this survey questionnaire.

Very respectfully yours,

MONETTE CALPE ALZONA
Researcher

Part 1. Respondent’s Profile

Name (Optional):

Age: Gender:

Type of Respondent o CWD Office Personnel
o CWD Customer

Part I1. This part aims to assess the level of implementation of Citizen’s Charter
R.A. service delivery standards of Calamba Water District.

l. Direction: Please answer the questions by checking the appropriate box that
corresponds to your answer using the scale below.

Options Symbol
4 - Fully Implemented FI
3 - Implemented I
2 - Partially Implemented Pl
1 - Not Implemented NI

A. The procedure to obtain a particular service

CWD service delivery procedures observes... FI |1 |PI[NI

1. Clarity of the services offered (kalinawan ng serbisyong
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ibinibigay)

2. Accuracy of information given to customers (kawastuhan ng
impormasyong ibinibigay sa mga customer)

3. Accessibility to customers (madaling ma “access” ng mga
customer )

4. Visible to the customers (madaling makita ng mga customer)

5. Efficiency of service provided ( Kahusayan ng serbisyong
binigay)

6. Timeliness of the process ( maagap at nasa oras na proseso)

B. The person/s responsible for each step

CWD frontliners observes... FI {1 |PI|NI

1. Competence. (kakayanan)

2. Proper grooming and decorum (wastong pananamit at pag-uy

3. Punctuality in reporting to work (pumapasok ng tama sa oras

4. Patience in dealing with others (mahinahon sa pakikipag-usaj
iba)

5. Commitment to public interest (nagpapakita ng”’commitment” sa
interés ng publiko)

6. Professionalism (nagpapakita ng “professionalism”)

7. Nationalism and patriotism (nagpapakita ng pagiging
nasyonalismo)

8.Commitment to democracy (nagpapakita ng “commitment” sa
demokrasya)

9. Political neutrality (nagpapakita ng pagiging patas sa politika)

10. Simple living (hagpapakita ng simpleng pamumuhay)

11. Responsiveness to the public (medaling tumugon sa publiko

12. Justness and Sincerity (nagpapakita ng pagiging patas at sif

C. The maximum time to conclude the process

FI {1 |PI|NI

1. Adequate information displayed about the mandated time to
complete a process or transaction is available. (sapat na
impormasyong naka display tungkol sa itinalagang oras para
matapos ang proceso o transaksyon)

2 Observance of the length of legally mandated time per transac
is followed. (pagsunod sa tagal ng oras ng transaksyon na legal
itinakda)

3. Availability of the services during the office hours is observed
(pagkakaroon ng serbisyo sa oras na itinakda ng tanggapan )
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Fl

Pl

NI

1. Adequate information about the required documents is provid
(sapat na impormasyon tungkol sa kailangang mga dokumento
ibinigay)

2. Completeness of the documents being required is observed.
(kahustuhan ng mga hinihinging dokumento ay naobserbahan)

3. Legal basis of documents required is provided. (legal na base
ng mga kailangang dokumento ay ibinigay )

4. Reasonableness of the documents being required is observe(
(karampatan ng mga hinihinging dokumento ay naobserbahan)

5. Number of documents to be presented is provided ( bilang ng
dokumentong hinihingi ay ibinigay)

6. Relevance of the documents being required ( kaugnayan ng 1
dokumentong kinakailangan)

E. The amount of fees, if necessary

The CWD provides....

FI

Pl

NI

1. Legal basis of fees being collected is followed. (legal na base
ng bayaring kinokolekta ay sinusunod)

2. Adequate information about the fees to be collected is provide
(sapat na impormasyon tungkol sa mga bayaring kinokolekta
ibinigay)

3. Affordability of the terms or mode of payment is observed. (al
kayang termino ng pagbabayad)

4. Reasonableness of the amount base on the request is obsery
karampatang halaga batay sa kahilingan ay naobserbahan)

5. Relevance of the amount of request is provided. ( kaugnayan
mga halaga ayon sa kahilingan ay naibigay)

F. The procedure for filing complaints

The CWD provides....

Fl

Pl

NI

1. Clarity of the procedure is observed. (Kalinawan ng proseso
naobserbahan)

2. Appropriateness of the procedure is followed. (kawastuhan n
proseso ay sinusunod)

3. Accuracy of the procedure is observed. (kahustuhan ng pros
ay naobserbahan)

4. Sequence of the procedure is followed. (tamang pagkakasun
proseso ay sinusunod)

5. Effectivity of time indicated for each process is observed. (
pagkamabisa ng itinakdang oras sa bawat proseso ay naobserb
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6. Process flow to be taken in the procedure is provided. (
pamamaraan sa daloy ng itinakdang proseso ay naibigay)

PART Il . The following statement will assess the level of stakeholders’ satisfaction
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on the ease of doing business with Calamba Water District. Please answer the
guestions by checking the appropriate box that corresponds to your answer using

the scale below.
Options Symbol
4 — Fully Satisfied FS
3 Satisfied S
2 - Partially Satisfied PS
1 - Not Satisfied NS
A. Customer Service

The Customer Service Division...

FS

PS

NS

1. Adheres to professional standards of conduct (sumusunod s
pamantayan ng wastong pag uugali)

2. Has knowledge and confidence (may sapat na kaalaman at
kakayanan)

3. Understands concessionaires needs (naiintindihan ang
pangangailangan ng mga kliyente )

4. Concessionaires can always contact someone for
inquiries/questions (may agarang nakakausap )

5. Relevance of information provided by frontliners (kaugnayan
mga inpormasyon ay naibigay)

6. Timelines of response ( Maagap at nasa oras na pag respon

7. Priority lane for Senior Citizen’s and Person with Disability (
May prioridad na linya para sa PWD at Senior Citizens)

B. Quality and Delivery

FS

PS

NS

1. Conforms to specifications and requirements are observed.
(pagsunod sa detalye at kinakailangan sa pagtugon ng serbisy
naobserbahan)

2. Manifests consistency and reliability of service delivered are
manifested. (maasahan at patuloy na serbisyo ay naihayag)

3. Follows on-time delivery of service is observed. (agarang [
hatid ng serbisyo ay naobserbahan )

4 Availability of information is readily accessible and up to the
minute. (agaran at pagkakaroon na+aecess ang mga detalye)

5. Compliance with the requirements is observed. ( pagtugon s
detalyeng kailangan ay naobserbahan)

6. Extension of service delivery with complicated request is bei
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provided. ( pagbigay ng karagdagang serbisyo sa mga
komplikadong kahilingan ay naibigay)

C. Documentation

FS PS| NS
1. Estimates/quotes are provided quickly and accurately (mga
presyo at serbisyo at mabilis at tama)
2. Timeliness in the submission of requested
documents/certifications is observed. (maagap sa pag sumite
hinihiling na dokumento )
3. Billing issues are fairly and satisfactorily resolved. (madalin
ma “access’” ng mga customer )
4. Relevance of pertinent documents are observed. ( kaugnaya
may kinalaman na dokumento ay naobserbahan)
5. Quality of documents being required is provided. ( kaledad n
dokumentong hinling ay naibigay)
6. Availability of printed materials indicating cost of every servig
provided. ( pagkakaroon ng mga kopya babasahin sa mga
serbisyong ibinibigay)
D. Action and Complaints
FS PS| NS

1. Promptness in handling customer complaints (kadalian sa pq
hawak ng mga reklamo)

2. Complaint resolution. (solusyon sa mga reklamo maayos na
pinag-ugnay )

3. Responsiveness to enquiries is done promptly. (agad na
pagtugon sa mga katanungan)

4. Service request response time is observed. (naobserbahan
aayon na oras matugununan ang kahilingan)

5. Accuracy of solutions given is observed. ( kawastuhan ng m
solusyon ay naobserbahan)

6. Response time for every complaint in accordance with the
needed resolution is provided. ( naayong responde sa mga
kinakailangang solusyon sa mga reklamo)

THANK YOU SO MUCH
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