
 
 
 
 

 

 

 

 

CITY OF ILAGAN 
WATER DISTRICT 

 
CITIZENS CHARTER 

 

 

Maharlika Highway, Brgy. Osmeña, 

City of Ilagan, Isabela 

 

 

 

 

 

 

 

I. VISION  
Our vision is to be the most 

innovative and efficient water 

district when it comes to providing 

safe and potable water in the City 

of Ilagan, Isabela. 

 

II. MISSION 
Our mission is to provide 

consumers with a safe and potable 

water supply by continuously 

developing and maintaining 

established health practices in the 

delivery of safe, environmentally 

and ecologically friendly water. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

III. PERFORMANCE PLEDGE  
We, the God fearing, honest and 

dedicated officials and employees of 

the City of Ilagan Water District 

(CIWD) commit to: 

  

C – Commit to Ilagueños for a 

higher level of clients’ 

satisfaction. 

  

I – Institute a well-organized 

water service provider to the 

community. 

  

W – Welfare of clients we 

serve be given utmost 

importance. 

  

D – Deliver adequate and safe 

potable water to our clients. 

  
 

All these we pledge to serve you better 



 

a) APPLICATION FOR NEW 
SERVICE /CONNECTION 

 
 
 

 
 
 
 
An individual, firm or office may 
apply for a water service from 

CIWD provided all requirements are met, all fees are paid and the application is duly 
approved by the General Manager. The schedule of installation is based on a “first come, 
first serve” basis.  

 

Office/Agency 
 

City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction 
 

Government-to-Clients/Government-to-Government/ 
Government-to-Business 

Who may avail Residents of the City of Ilagan, Isabela 

Checklist of Requirements                                                   Where to Secure 

Principal Applicant:  

➢ Valid ID; (any government ID, company 
ID, passport, driver’s license, UMID); 
 

➢ For Senior Citizens: Senior Citizen’s ID 
 

➢ Duly accomplished Application for New 
Service Connection Form 

 
Thru Representative: 
➢ Authority letter; 

 

➢ Valid ID; (any government ID, company 
ID, passport, driver’s license, UMID); 
 

➢ All requirements of principal sponsor; 
 

 

➢ Government offices, work place 
(government or private); 

➢ Office of Senior Citizens; 
➢ Water districts. 

 
 
 
 

➢ Person being represented; 
➢ Government offices, work place 

(government or private); 
 

CLIENT STEPS AGENCY ACTIONS FEES TO 

BE PAID 

PROCESSING 

TIME 

PERSON 

RESPONSIBLE 

1. Proceed to PACD 

to process of 

application of 

service 

connection 

Facilitate application, Interview 

and orient the applicants;  

 

Proceed to filing up of    

application form 

none 10 minutes Karina Abegail R. 

Claravall; 

Ray Anthony E. 

Navarro; 

Mary Joy D. Maramag 

Assess, verify and evaluate 

filled-up service application 

form, prepares cost estimate 

form; 

prepares and issue service 

requests. 

none 10 minutes Karina Abegail R. 

Claravall; 

Ray Anthony E. 

Navarro 

Mary Joy D. Maramag 

Takes action on the given 

service request, conduct ocular   

inspection for possible  

location and estimate cost of 

materials for new service         

connections. 

none 3 hours Ronald M. Balayan; 

Macky L. Pua 

Arnold T. Salmos 

2. Pay registration 

fee and cost of 

materials 

Verifies and recomputes 

estimated cost of materials and 

check availability of stocks & 

material preparation. 

none 10 minutes 
Noel M. Peredo 

Gretchen May A. San 

Pedro 

 



 
 
 
 
 
 

 

3. Acknowledges 

schedule of 

service 

 

Takes action for the installation 

of new service connection & 

schedule of  

installation 

none 1 to 3 days Ronald M. Balayan 

Macky L. Pua 

Arnold T. Salmos 

Wilson Aguto 

Orlando Abad 

  

Job Order: 

Rodel Ramos 

Jomar Lazaran 
 

 

 

End of Transaction  
 

 
Please see attached Schedule of Water Rates, New Service Connection Fees and Charges 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

 
The City of Ilagan Water District meter readers conduct meter reading activities by zoning. 
Meter reading is conducted 1st week of every month.  
 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction 
 

Government-to-Clients/Government-to-Government/Government to 
Business 

Who may avail Clients of CIWD 

Checklist of Requirements                                                   Where to Secure 
CLIENT STEPS AGENCY ACTIONS FEES TO 

BE PAID 

PROCESSING 

TIME 

PERSON RESPONSIBLE 

1. Zone I-IX Meter Reading and Billing  
System (MRBs) gadgets 

none 5 mins per 

customer 
Al Andrei Garcia 

Julius Manuel 
Antonio Estrellon  

 
Job Order: 

Nikko Mar Gaffud 
  

  
2. Receives copy 

of Billing Notice 
  

  
Issues Billing Notice 

none 3-5 minutes 

per customer 
  

Al Andrei Garcia 
Julius Manuel 

Antonio Estrellon  
 

Job Order: 
Nikko Mar Gaffud  

 

3.    
Submit MRBS gadget to 
office for downloading 

 

none 30 – 45 

minutes 
  

Karina Abegail R. 
Claravall 

Mary Joy D. 
Maramag 

 

End of Transaction 
 

 

 

 

 

 

 

 

 

 

 

 

 
 

b)  METER READING SERVICES 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

How to avail of the service of Meter Reading 



 

 

 
 

The City of Ilagan Water District accepts payments from 8am to 5pm daily at the office or at the 
CIWD bills payment counters located at Save More, Northstar Mall – Alibagu, City of 
Ilagan/Save More-Baligatan or through Electronic Commerce Payments (Express Pay, GCash, 
Paymaya) located at Centro, City of Ilagan or by Electronic Portal Payment (e-portal payment or 
EPP) at the Land Bank of the Philippines. 
 
On time payments are encouraged to avoid penalty of 10% on late payments. Two (2) 
consecutive non-payment of water bills is subject for disconnection. 
 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction 
 

Government-to-Clients/Government-to-
Government/Government to Business 

Who may avail All member consumers of CIWD 

Checklist of Requirements                                              Where to Secure 
 

c. WATER BILLS PAYMENT 



 
 
 

 
 

Labor cost for leak repairs of service connections are free of charge except for the cost of  
 

CLIENT STEP 
 

AGENCY ACTION FEES TO 
BE PAID 

PROCESSING 
TIME 

 

PERSON 
RESPONSIBLE 

1.   Acknowledge & record none 3 - 5 mins. Karina Abegail R. 

CLIENT STEP 
 

AGENCY 
ACTION 

FEES TO 
BE PAID 

PROCESSING 
TIME 

PERSON 
RESPONSIBLE 

1. submit billing notice 
to the cashier 

 Verify in the 
computer billing 
system then issue 
official receipt 
  

none 3-5 minutes Noel M. Peredo 
Gretchen May A. 

San Pedro; 
 

(NO NOON BREAK 
POLICY) 

 

2. To pay water bills 
with adjustments due 
to franchise tax and 
other adjust-ments 

  

Verify account in 
the computer 
billing system. 
Make the  
necessary  
adjustments and 
issue official 
receipt 
 

None 10 minutes Karina Abegail R. 
Claravall; 

Mary Joy D. 
Maramag 

3. Pay water bills 
without billing notice 

Verify account in 
the computer 
billing system  and 
issue official 
receipt 
 

None 3-5 minuites Gretchen May A. 
San Pedro; 

Noel M. Peredo 
 

(NO NOON BREAK 
POLICY) 

 

 
End of Transaction 

 
 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction Government-to-Clients/Government-to-
Government/Government to Business 

Who may avail All member consumers of CIWD 

Checklist of Requirements                                                Where to Secure 
 

d) LEAK REPAIR OF SERVICE CONNECTION 



1. Request for leak 
repair of service 
connection are done 
personally or by 
phone, emissary or 
representative. 

  

complaints of client in the 
record book and 

immediately prepares 
service request and 

forward it to the 
Engineering & 

Construction Division. 
 

Claravall; 
Mary Joy D. Maramag 

 2. 
   

Acknowledge/ receives 
services request and 

assign plumber to 
undertake repairs 

  

none 2 – 5 minutes Ronald M. Balayan; 
Macky L. Pua; 

Arnold T. Salmos 

 
3. Signs service request 

 Conduct major and minor 
repairs  

 

None 
(all leak 

before the 
meter) 
 

 1 day – 3 days for 
major repairs; 

 
3-4 hours for 
minor repairs 

 

Reynie S. Abad; 
Recto Lazaran; 
Wilson Aguto; 
Andrew Abad; 

Zerome Ducusin; 
Epifanio Alamon; 

Orlan Abad 
 
Job Order personnel: 

 
Joey Lugo; 

Rodel Ramos; 
Flaviano Ceynas; 

 

 
End of Transaction 

 

 

 
 

 
 

Reconnection fee, cost of materials and unpaid water bills (if any) must be paid to 
CIWD before the restoration or reconnection of the water services. 
 
Reconnection schedule shall be as per first come, first serve basis. 

CLIENT STEP AGENCY ACTION 
FEES TO BE 

PAID 

PROCESSING 
TIME (Under 

Normal 
Circumstances) 

PERSON IN CHARGE 
 

1. To request for 
reconnection 

Acknowledge and 
records clients’ request 

for 
reconnection and 

forward client’s name 
to Cahier for 
verification 

None  
3-5 minutes 

Karina Abegail R. 
Claravall; 

Mary Joy D. Maramag 

2.  
  

Verifies records of 
client in the 

None  
3-5 minutes 

Karina Abegail R. 
Claravall; 

Mary Joy D. Maramag 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction Government-to-Clients/Government-to-
Government/Government to Business 

Who may avail All member consumers of CIWD 

Checklist of Requirements                                         Where to Secure 



f) TRANSFER/RELOCATION OF SERVICE CONNECTION 

computer billing system 
whether it is with or 

without arrears 

3. To pay  
reconnection fee 
and arrearages 

  

Issues on line official 
receipts 

 

None  
3-5 minutes 

Gretchen May A. 
San Pedro; 

Noel M. Peredo 
 

4.  
 

Prepares/issues 
service request for 
reconnection to 
Finance & 

        Commercial Div. 

None  
3-5 minutes 

Ray Anthony Navarro 
Karina Abegail R. 

Claravall; 
Mary Joy D. Maramag 

 5. Signs service   
request 

Implement 
reconnection 

None 3-5 hours Jonard Corpuz 
Julius Manuel;; 

 
Job Order 
personnel: 

Marcial Dumrique; 
Christopher Aguto; 

 

 
End of Transaction 

 

 

 
 
 
 
 

 

Reconnection fee, cost of materials and unpaid water bills (if any) must be paid to 
CIWD before the restoration or reconnection of the water services. 
 
Reconnection schedule shall be as per first come, first serve basis. 

CLIENT STEP AGENCY ACTION 
FEES TO BE 

PAID 

PROCESSING 
TIME (Under 

Normal 
Circumstances) 

PERSON IN CHARGE 
 

3. To request for 
reconnection 

Acknowledge and 
records clients’ request 

for 
reconnection and 

forward client’s name 
to Cahier for 
verification 

None  
3-5 minutes 

Ray Anthony Navarro 
Karina Abegail R. 

Claravall; 
Mary Joy D. Maramag 

4.  
  

Verifies records of 
client in the 

computer billing system 
whether it is with or 

without arrears 

None  
3-5 minutes 

Ray Anthony Navarro 
Karina Abegail R. 

Claravall; 
Mary Joy D. Maramag 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction Government-to-Clients/Government-to-
Government/Government to Business 

Who may avail All member consumers of CIWD 

Checklist of Requirements                                         Where to Secure 



g) SENIOR CITIZEN DISCOUNT 

3. To pay  
reconnection fee 
and arrearages 

  

Issues on line official 
receipts 

 

None  
3-5 minutes 

Gretchen May A. San 
Pedro; 

Noel M. Peredo 

 

4.  
 

Prepares/issues 
service request for 
reconnection to 
Finance & 

        Commercial Div. 

None  
3-5 minutes 

Ray Anthony Navarro 
Karina Abegail R. 

Claravall; 
Mary Joy D. Maramag 

 5. Signs service   
request 

Implement 
reconnection 

None 3-5 hours Al Andrei Garcia; 
Julius Manuel 

 
Job Order 
personnel: 

Nikko Mar Gaffud; 
Flaviano Ceynas; 

Christopher Aguto; 
 

 
End of Transaction 

 

 
 
 
 
 
 

 
To avail 5% Senior Citizen discount, the following are needed: 

1) Must present a Senior Citizen ID; 

2) Proof of residence; 

3) The water consumption must not exceed 30 cu.m.; 

4) Water meter must be registered in the name of the senior citizen for a period of one 

(1) year; 

CLIENT STEP  
AGENCY 
ACTION 

FEES TO BE 
PAID 

PROCESSING 
TIME 

PERSON IN 
CHARGE 

1. Proceed to the PACD 
and request for Senior 

Citizen discount 

Acknowledge 
the intent of 
the Senior 

Citizen client 
and facilitate 
request for 
discount; 

 
validate the 

requirements 
submitted. 

none 15 mins. Karina Abigail 
Claravall; 

Ray Anthony E. 
Navarro 
Mary Joy 
Maramag 

 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction 
 

Government-to-Clients/Government-to-
Government/Government to Business 

Who may avail All Senior Citizens that are member consumers of CIWD 

Checklist of Requirements                                     Where to Secure 



a)  Request Pertinent Documents 

 

2. Proceed to the cashier 
for the discount 

 

Encode to 
billing & 

collection to 
reflect the 
discount 

 

none 
5-8 minutes 

 

Jay Anthony 
Cristobal; 

Gretchen May 
San Pedro 

Noel M. Peredo 
 

 
End of Transaction 

  
 

 

 

INTERNAL SERVICES: 
 

 
 

 

The CIWD is committed to ensure full public disclosure of all government records including 

public interest and upholds the constitutional right of people to information and public concern.  

 

The CIWD-Freedom of Information (FOI) is to facilitate access to information through the most 

efficient and effective manner, promote and exercise transparency within the District and 

uphold the right of the public to free flow information. 

CLIENT STEPS  AGENCY ACTION 
FEES TO 
BE PAID 

PROCESSING 
TIME 

PERSON 
RESPONSIBLE 

1. Proceed to the 
FOI Receiving 
Officer or PACD 
and present letter 
of intent or file the 
necessary 
request form; 

 
 
 

Stamp the request 
form, “Received”; 

 
(Statement of 

Account/Cert. of 
employment/Customer 
Ledger/Certification/ 

Cert. of 
Appearance/copy of 
Official Receipt, etc 

none 7 -15 minutes Cheryll Ann P. Razon; 
Mary Joy D. Maramag; 

Or 
Ray Anthony E. Navarro 

 

2. Forward/endorse 
the request to the 

concerned 
section; 

Personnel of the 
concerned section 

None 
(except for 

the 
Certificate 

of 
Potability 

amounting 

If the request 
is simple, it will 

be released 
within 5 mins; 

 
If the request 
is complex, 3 

Concerned section 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction Government-to-Government/Government-to-
Clients/Government-to-Private entities 

none All Individuals with official intent 

Checklist of Requirements                                       Where to Secure 



b)  ADMIN & GSO and HUMAN RESOURCE SECTION  

to 
P1,000.00) 

 

days 

 
End of Transaction 

  

 

 

 
 

 
 

 

The Industrial Relations Management Office or the HR Office is in-charged of all matters 

concerning personnel, from recruitment and selection to learning and development to 

professional growth and rewards and recognition. 

 

It is the part of the actions is agency to oversee the personnel actions, attendance and ensure 

that personnel are in conformance with labor laws. 

CLIENT STEPS  AGENCY ACTION 
FEES TO BE 

PAID 
PROCESSING 

TIME 
PERSON 

RESPONSIBLE 

Job Application Process: 

1. Submit application 
paper & other relevant 
documents 

Acknowledge the 
submitted application 
documents; marked it 

“Received”; and 
evaluate 

none 30 minutes Cheryll Ann P. 
Razon; 

Irene S. Castelo; 
Heldibranda 

Corpuz 

2 Fill up pen & paper 
test  

Conduct pen & paper 
test  

none 30 minutes to 
1 hour 

Cheryll Ann P. 
Razon; 

Irene S. Castelo; 
Heldibranda 

Corpuz 

 
 

Verify and assess the 
accomplished test 

papers 

none 20 minutes Cheryll Ann P. 
Razon; 

Irene S. Castelo; 
Heldibranda 

Corpuz 

 Review paper 
qualifications of 

application based on 
QS to streamline no. of 

applicants 

none 40 mins to 1 
day 

Cheryll Ann P. 
Razon; 

Irene S. Castelo; 
Heldibranda 

Corpuz 

 Conduct skills/ actual 
test for technically 
inclined applicants 

none 40 mins to 1 
day 

Human 
Resource Merit 

& Promotion 

Office/Agency City of Ilagan Water District (CIWD) 

Classification Simple 

Type of Transaction 
 

Government-to-applicant/Government-to-
government/Government-to-Private entities 

Who may avail Qualified applicants and all personnel of CIWD 

Checklist of Requirements                                   Where to Secure 



Selection Board 
(HRMPSB) 

 Inform applicants if 
meet or not the 
requirements 

none 1-2 days Cheryll Ann P. 
Razon; 

Irene S. Castelo; 
Heldibranda 

Corpuz 

 Personnel Selection 
Board meet to assess 
the aspiring applicants; 

 

none 4-hours Human 
Resource Merit 

& Promotion 
Selection Board 

(HRMPSB) 

 Conduct orientation to 
the appointee 

none 2-3 hours Cheryll Ann P. 
Razon 

 
Application for Leave: 

Accomplish application 
for leave form 

Prepare, receive and 
process application 

form 
 

none 10 -15 
minutes 

Cheryll Ann P. 
Razon; 

Heldibranda L. 
Corpuz 

Application for Monetization 

Application for 
Monetization 

Prepare all documents 
needed in the 
application for 
monetization 

(receive request for 
monetization; earned 
leave computation; 

application for 
monetization) 

none 30 minutes to 
1 hour 

Cheryll Ann P. 
Razon;  

 
Heldibranda L. 

Corpuz 

Loan application form 

Accomplish Loan 
application form 

Facilitate and prepare 
needed documents 
and attachments for 

the loan 

None  1 hour Heldibranda L. 
Corpuz 

Step Increment 

Preparation for Step 
Increment 

Prepare documents 
needed for step 
increment to be 

submitted to DBM 
(earned leaves 

computation, service 
record; certified xerox 
copy of appointment, 
DBM request for step 

increment) 

None  2-4 hours  Heldibranda L. 
Corpuz 

Authority to Travel  

Prepares authority to 
Travel form 

Facilitate authority to 
travel form 

none 20-30 
minutes 

Cherry P. Guibao 

Overtime Authority 

Prepare overtime 
authority 

Facilitate authority to 
overtime 

none 20-30 
minutes 

Concerned Division 

Printing of Biometric attendance 

Data gathering/ 
transfer of biometric 

Printing of attendance 
from biometrics 

none 3- 4 hours Heldibranda L. 
Corpuz; 



data from the 
biometric machine to 
computer 

machine (permanent & 
JO) 

Irene S. Castelo 

End of Transaction 

 

 

 

 


