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Foreword


We, the employees of the National Economic and Development Authority (NEDA) Regional Office 7, are committed to provide our clients with the highest quality of government service. To achieve this, we have come up with the NEDA 7 Citizen's Charter wherein we outline:

· Our service commitments;

· The standards of service one can expect;

· The procedure of handling complaints;

· The ways to contact us;

· Our handling of client feedback.


We hope you will find the Charter useful and will give you a better understanding of the standards of service you can expect from us. We will also review annually the service charter itself, to ensure that it remains relevant and consistently meets your requirements. If you would like to ask about any of the standards mentioned in this Charter or make any comments, including suggestions on new Charter Standards, please contact the Operations Division at (032) 414-7500 local 113. 


To obtain copies of this Charter please call (032) 414-7500. An electronic copy may be downloaded from www.neda7.net.ph\charter.

About the Citizen's Charter


Republic Act No. 9485 provides that all government agencies shall set up their respective service standards to be known as the CITIZEN'S CHARTER which contains the services provided by the agencies and the procedures of availing the services. It is a public document that communicates in simple terms information on the services provided by the government to its citizens (Nikos in Haque 2005).  It is a document that makes government more transparent, accountable and responsive in delivering public service.

NEDA Regional Office 7 and its Services

Our Role


The National Economic and Development Authority, Regional Office No. VII (NEDA 7), is the premier social and economic development planning agency of the government in Central Visayas. It serves as the technical arm and secretariat of the Regional Development Council (RDC) in Region VII. 


As Secretariat of the Central Visayas RDC, NEDA 7 coordinates the formulation of the region's development plans, policies, programs and projects. It also provides technical assistance to other government agencies, non-government organizations and local government units in the areas of local development planning, investment programming, project development, regional budgeting, and program/ project monitoring and evaluation. NEDA 7 also undertakes field monitoring of critical projects in the region.


The major outputs of NEDA 7 are the following:  a) Medium - Term Regional Development Plan (prepared every 6 years and updated mid way or on the 3rd year), b) Medium-Term Regional Development Investment Program (prepared every 6 years but updated annually), c) Regional Physical Framework Plan (a long term plan), d) Annual Regional Development Report, e) Quarterly Regional Economic Situationer, and f) Quarterly Regional Project Monitoring Report.

Our Mission Statement 


NEDA's primary task is to formulate development plans and ensure that plan implementation achieves the goals of national development.


In the performance of NEDA's mandate, we, its employees, shall be guided by the principles of private initiative and devolution of powers so that greater people participation in the development process may be achieved.  


Our hallmark as a development institution shall be founded on unity and solidarity and on the integrity, professionalism and excellence of each and every staff. We shall be transparent in all our actions and adhere to the highest tenets of public ethics. This is because NEDA is a caring agency, responsive to the needs of every member while working for the welfare of all.

Services Provided

· Project Evaluation


NEDA 7 evaluates and reviews proposed regional programs and projects for consideration by the Regional Development Council (RDC) or approval of the Investment Coordination Committee (ICC) of the NEDA Board. In general, the proposed projects that are subject to evaluation by NEDA include those that are proposed for national government funding, for foreign funding under Official Development Assistance (ODA) sources, or for public-private funding under the Build-Operate-Transfer (BOT) scheme, and those projects that have regional or inter-LGU impact. 


The output of this particular service is an RDC endorsement of the proposed project and a Project Evaluation Report (PER). An RDC endorsement is required for all projects recommended for funding by the national government and ODA.


NEDA 7's evaluation covers the technical, financial and economic viability as well as social and political acceptability of the proposed projects. NEDA 7 also checks the consistency of the proposed projects with the priorities of the region as contained in the Regional Development Plan and Regional Development Investment Program, and their consistency with sectoral policies. 


Figure 1 details the procedures, required documents, responsible entities and the time lines in the evaluation of projects proposed for funding by the national government and ODA. 

Figure 1.  Procedures and Documentary Requirements in the Evaluation of Proposed Projects for RDC Endorsement or ICC Approval

	Procedure
	Documents Required
	Responsibility *
	Time Line

	1)  Proponent submits required documents to RDC 7 Secretariat/ NEDA 7 for review and evaluation
	a)
Letter of request for an RDC endorsement addressed to the RDC Chairman 

b)
Project proposal or feasibility study;

c)
Accomplished ICC-PE forms (for projects for ICC);

d)  Endorsement from Provincial/ City/ Municipal Development Council;

e)
Endorsements from other concerned agencies (e.g. department level endorsement)

f)
Location map
	Proponent
	Complete documents must be received by NEDA 7 at least 30 days before scheduled meeting of concerned RDC Sectoral Committee.

	2)  RDC 7 Secretariat reviews submissions and writes proponent indicating its initial action thereon
	Letters a) to f) in step 1
	RDC 7 Secretariat (PIDPBD)
	3 days to a maximum of 10 days (depending on complexity of submissions and request)

	3)  RDC 7 Secretariat/ NEDA 7  evaluates the project proposal in coordination with the  Regional Project Evaluation Technical Board (RPETB) and calendars it for discussion by the RDC 
	
	RDC 7 Secretariat

(PIDPBD)

RPETB


	1 month to evaluate (upon receipt of complete documents)

	4)  RDC-Sectoral Committee deliberates on the proposed project
	a)
Project Evaluation Report (PER)

b)  RDC Secretariat's brief and/ or resolution 
	RDC 7 Secretariat (PIDPBD)
	RDC Sectoral Committee meets quarterly.

	5)  RDC Full Council discusses the proposed project
	a)  RDC Sectoral Committee endorsement 
	RDC 7 Secretariat
	3 weeks gap between RDC Sectoral and RDC Full Council Meetings

	6)  RDC 7 Secretariat informs proponent of RDC action on the proposed project or furnishes a copy of RDC endorsement of project to proponent
	a)  RDC Resolution endorsing the proposed project and/or

b)
Transmittal letter
	RDC 7 Secretariat

(KMD)
	1 week after RDC Full Council meeting


* NEDA Division in-charge in parenthesis

· Secretariat Services


As the technical staff of the Regional Development Council (RDC), NEDA provides secretariat services to the RDC and its various committees. The four sectoral committees and special committees of the RDC are: Economic Development Committee (EDC), Social Development Committee (SDC), Infrastructure Development Committee (IDC), Development Administration Committee (DAC), Regional Land Use Committee (RLUC), Regional Project Monitoring Committee (RPMC), and Regional Kalahi Convergence Group (RKCG). 


The secretariat services include agenda preparation, preparation of reference / agenda folders, coordination services in the conduct of meetings, and preparation of minutes of meetings, resolutions, reports and other communications. NEDA as the RDC Secretariat also acts as depository of all records (minutes of meetings, resolutions, reports, etc.) of the RDC.


In special cases, secretariat services are also provided to regional inter-agency meetings or activities involving various stakeholders,  especially if they concern the preparation of special plans, programs and the implementation of regional programs and projects. 


Figures 2 to 4 detail the procedures, required documents, responsible entities and the time lines in requesting for the following: a) inclusion of certain matters in the agenda of RDC meetings, b) assistance in the provision of secretariat services or in the coordination of certain activities, and c) copies of RDC resolutions, reports and other documents.

Figure 2.   Procedures and Documentary Requirements in Requesting for the Inclusion of Certain Matters in the Agenda of RDC Meetings

	Procedure / Step
	Documents Required
	Responsibility
	Time Line

	1)  Proponent requests through letter or email the inclusion of certain matters in the agenda of RDC sectoral committee and full council meetings 
	a)
Letter of request / email

b)
Discussion paper, project profile/ brief, draft resolution, or local council endorsements (any one);


	Proponent
	At least three weeks before the scheduled meeting

	2)  RDC 7 Secretariat reviews request and informs    proponent of action on request
	Letters a) and b) in Step 1
	RDC 7 Secretariat/ Seccom Secretariat
	3 – 5 days  (depending on complexity of request and submissions)

	3)  If favorable, RDC7 Secretariat includes matter in agenda of forthcoming RDC sectoral committee meeting 
	
	RDC 7 Secretariat/ Seccom Secretariat
	1 day

	4)  RDC-Sectoral Committee takes up the matter
	RDC Secretariat's brief and/ or resolution 
	Seccom Secretariat
	RDC Sectoral Committee meets quarterly

	5)  RDC Full Council discusses matter
	RDC Sectoral Committee endorsement 
	RDC 7 Secretariat
	3 weeks gap between RDC Sectoral and RDC Full Council Meetings

	6)  RDC 7 Secretariat informs proponent of RDC action on matter or furnishes proponent a copy of RDC resolution 
	a)  RDC Resolution endorsing the proposed project and/or

b)
Transmittal letter
	RDC 7 Secretariat
	1 week after RDC Full Council meeting


Figure 3.   Procedures and Documentary Requirements in Requesting for Assistance in the Provision of Secretariat Services or in the Coordination of Certain Activities

	Procedure / Step
	Documents Required
	Responsibility
	Time Line

	1)  Proponent requests through letter or email assistance in the provision of secretariat services or in the coordination of certain activities  
	Letter of request / email


	Proponent
	At least one month before the scheduled activity

	2)  RDC 7 Secretariat/ NEDA 7 reviews request and informs    proponent of action on request 
	Documents in Step 1
	RDC 7 Secretariat / NEDA 7
	3 – 5 days  (depending on complexity of request)

	3)  If favorable, RDC 7 Secretariat/ NEDA 7 may request coordination meetings with proponent to thresh out details  
	
	RDC 7 Secretariat/ NEDA 7
	To be negotiated


Figure 4.  Procedures and Documentary Requirements in Requesting for Copies of RDC Documents

	Procedure / Step
	Documents Required
	Responsibility
	Time Line

	1)  Proponent requests through letter or email copies of  RDC resolutions, reports and other documents
	Letter of request / email


	Proponent
	At least 7 days before date needed

	2)  RDC 7 Secretariat reviews request and if favorable, retrieves and makes photocopies of documents
	Document in Step 1
	RDC 7 Secretariat
	3 – 5 days  (depending on complexity of request)

	3)  RDC 7 Secretariat releases to proponent photocopies of RDC documents
	a)  RDC documents and/or

b)
Transmittal letter
	RDC 7 Secretariat
	7 days after receipt of request



Technical Assistance.  NEDA provides technical assistance to line agencies, local government units, state universities and colleges, non-government organizations, private sector organizations, business groups, and other regional bodies and entities in the areas of planning, policy formulation, project preparation, project evaluation and development, investment programming, and project monitoring. The technical assistance may include:  a) advisory services, b) resource persons during workshops / meetings, c) provision of inputs, comments, recommendations on proposals and technical papers, d)  preparation of position papers, e) staff support, and f) logistic support. 


Figure 5 details the procedures, required documents, responsible entities and the time lines in requesting technical assistance from RDC 7 or NEDA 7.

Figure 5.  Procedures and Documentary Requirements in Requesting for Technical Assistance

	Procedure / Step
	Documents Required
	Responsibility
	Time Line

	1)  Proponent requests through letter or email technical assistance 
	Letter of request / email


	Proponent
	

	2)  RDC 7 Secretariat/ NEDA 7 reviews request and informs    proponent of action on request 
	Document in Step 1
	RDC 7 Secretariat/ NEDA 7
	3 – 5 days  (depending on complexity of request and submissions)

	3)   If favorable, RDC 7 Secretariat/ NEDA 7 may request coordination meetings with proponent or additional information to thresh out details
	a)  RDC documents and/or

b)
Transmittal letter
	RDC 7 Secretariat
	Depends on nature of technical assistance requested


Service Commitments

       As a development institution dedicated to providing excellent service, we will:

· Deal with our clients fairly, professionally and with utmost respect and courtesy; 

· Respond quickly and efficiently to requests for technical and administrative assistance and service;

· Demonstrate technical and professional competence in providing assistance; 

· Make prompt decisions - our commitment to efficient service - once we have all the information we need to make these decisions; 

· Respond promptly to all inquiries and give accurate and consistent information about our services;

· Answer telephone calls quickly and assist people who use our resources and facilities;

· Rectify our mistakes without delay, and learn from feedback and complaints;

· Consult clients regularly and take account of their comments;

· Observe transparency in all our actions; 

· Continuously improve our services for clients. 

Service Standards


The service standards outlined below are indicative targets providing the benchmark to measure our performance. In your relations with us, you should expect us to conform to the following standards:

          Service for all


We aim to deliver the highest level of professional service to all and ensure that no one shall be discriminated upon by reason of his political affiliation, civil status, gender, religion or cultural beliefs.


We will also ensure that all knowledge resources as well as Office premises are accessible to every client.


No request shall be returned to the client without appropriate action from the office/staff concern.  Action should not be longer than five working days for simple transactions and ten working days for complex transactions. 

        Clear and reliable information



We undertake to provide the public reliable and accurate information about our services and facilities and how to use them effectively. We will also aim to ensure that the information is easy to understand and informative.



In line with the government’s commitment to deliver all appropriate services online, we ensure that publications, information and policy statements are accessible via our website. Information provided online will also be available to clients who have no access to the internet.


We will provide our clients fair and equitable access to print and electronic Library resources. 

        Courteous service



We will provide a polite and welcoming service, treating all clients as valued customers. Staff dealing with the public will normally wear or display their office identity card and deal with the public query as quickly as possible. 


Reception areas will be clean, comfortable and smoke free, with all facilities well signposted, and other information clearly displayed.



When you first arrive at our office, the guard-on-duty will refer you to the person you need to see. If you have an appointment, we aim to see you within 5 minutes of your appointment time. If you call without an appointment, we aim to see you as quickly as we can – usually within 10 minutes, and not more than 20 minutes- unless the staff concern has an extremely urgent matter to attend, in which case, another staff will be assigned to help. If you have to wait longer than this to receive service, you will be given an explanation and, where appropriate, offered the opportunity of making a future appointment. It may be more convenient for you to make an appointment than to call in.



We will ensure that all NEDA 7 staff receive regular client care training to ensure that they are friendly, helpful and knowledgeable.

        Answering the telephone



We aim to answer all calls within 10 seconds after the first ring. If not, you will hear a pre-recorded voice message to facilitate connection to the Operator, and the guard on duty. With Operator assistance, you will then be connected to the person responsible for the services you are inquiring about, as quickly as possible.



If we cannot connect you, you will be told of the delay and given the opportunity to leave a message with the Operator, who shall note the details of your query and/or concern. We will get back to you within two working days after receiving your inquiry. 



All staff answering the main switchboard, usually the Operator or the designated Officer-of-the-Day, will state the Office name. Staff answering directly the telephone will state their name and their division.



We will also aim to ensure that a caller is transferred no more than twice to have a query answered. If necessary, we will take your details and contact you with the information you require if these cannot be made available upon request.



When the service you are asking about is outside the NEDA Region Office 7, we will direct you to the correct service provider. In some cases, we may raise your query with the service provider on your behalf.

Dealing with queries



We will respond to all simple transactions  within 5 working days of receipt. If the transaction is more complex and requires greater attention, we will respond within ten working days. If prolonged study or research is needed, we will inform you of the estimated time our response will be made available. 



All our letters to clients will be written in plain English and, as much as possible, free of unexplained technical language. If necessary, they will have a named person, telephone number and/or email address for you to contact. 

Visits by NEDA 7 staff



If a staff of NEDA 7 has to visit your office, this will normally happen at an agreed time that suits you. Any NEDA 7 staff visiting your office will show an official identification card without being asked. If you have doubt about the authority of a particular staff, you may call the NEDA regional office or the division he/she belongs for confirmation.

Client Feedback


We strive to continually improve the service we provide and ensure that our standards meet our clients’ requirements. If there are things you believe we have done well, could do better, or for any reason you were not happy with some aspects of your dealings with us, we want to hear about it. 


Please feel free to contact the NEDA Regional Office 7 or fill out a Mamamayan Muna Feedback Form or provide feedback in our email and we will aim to ensure we get it right next time.  We encourage you to comment on our performance and to suggest ways to improve our service.

Complaints procedure



In our dealings with clients, we aim to get things right first time. However, if something is not resolved to your satisfaction, you have the right to make a complaint. You can complain by phone, in person, in writing, using the Mamamayan Muna Feedback Form or through our website.




Our complaints procedure, which is confidential, shall ensure that all complaints are dealt with in a full and fair manner.

Your complaint

 
In the first instance, complaints are dealt with by the Division Chief responsible for the service. The Division Chief will acknowledge your complaint and will take action within 10 working days. If this target cannot be met, you will be informed of the delay, the reason for the delay and the revised target for responding.

Your complaint has been investigated but you are not satisfied, or if the subject of the complaint is a division chief

 
At this stage, the complaint will be dealt with by the Assistant Regional Director (ARD). Again, the complaint will be acknowledged and the  ARD will take action  within 10 working days.

If you are still not satisfied, what can you do?


If your complaint has still not been settled to your satisfaction, you have the right to ask the Regional Director to review the matter and take appropriate action. Again, appropriate action will be done within 10 days after receipt.



If you feel dissatisfied with the Regional Director’s action, please contact the Civil Service Commission Regional Office 7:



by letter to:
The Regional Director






Civil Service Commission 7






Sudlon, Lahug






Cebu City 6000



by phone:

(032) 253-6114; (032) 414-7488



by fax:

(032) 254-5147



or by email:

cscro7@cvis.net.ph


You may also bring your complaint to the attention of the Office of the Deputy Ombudsman for the Visayas:



by letter to:
The Deputy Ombudsman for the Visayas






DA Compound






M. Velez Street






Cebu City 6000



by phone:

(032) 255-0976



or by fax:

(032) 253-0981

How to contact our Office

        Calling in person


You may visit the NEDA Regional Office 7 at Sudlon, Lahug, Cebu City from 8:00 am to 5:00 pm, Monday to Friday except on public holidays. 

       Telephone


Our telephone lines are open from 8:00 am to 5:00 pm, Monday to Friday, and a voice message is available 24 hours per day. 


Our trunk line telephone number is (032) 414-7500


The following are the local numbers of the Office of the Regional Director, the functional and administrative divisions, and the library of the Office:

    Office of the Regional Director (ORD)


  304 and 306


   Plan and Policy Formulation Division (PPFD) 

  201 - 206


   Project Development, Investment Programming 
  226 - 232



and Budgeting Division (PDIPBD)

    Project Monitoring and Evaluation Division (PMED)    210 – 216


     


   Knowledge Management Division (KMD)

          217 - 225


   Operations Division (OD)




 102 – 118


   Library 





     

 127

        Fax:  (032) 253-0489

        Writing



Address your letter to the Regional Director, NEDA Regional Office 7, Sudlon, Lahug, Cebu City 6000.

        e-Mail and Website


e-Mail:     ord@neda7.net.ph

Website:  www.neda7.net.ph
