Foreword
“Public office is a public trust. Public officials and employees shall, at all times, be accountable to the people, and shall discharge their duties
with utmost responsibility, integrity, competence and loyalty, act with patriotism and justice, lead modest lives, and uphold public interest over personal
interest.” Guided by this time-honored principle of governance, the provincial government – under the present leadership – has been doing its best to give
better service to the people, especially the Pangasinenses.
At the onset of my administration, I prioritized the repair and rehabilitation of various provincial government buildings inside and outside the capitol
complex. The move is not only meant to exhibit the beauty of our physical infrastructures, but more so to showcase orderliness and meaningful governance.
Unlike before, offices that have inter-related functions are now clustered together to serve our constituents systematically, expeditiously and conveniently.
Likewise, we have a Capitol Building which is acclaimed as world-class, and probably the best capitol in the country today.
Hand in hand with the transformation of the physical infrastructure is the more challenging task of transforming the human infrastructure of the
provincial government. We have endeavoured to transform the mindset and the culture of the provincial government bureaucracy from apathy and lowperformance to professionalism and excellence, and in restoring their dignity and self-respect as public servants.
We went through the long and tedious process of clarifying basic roles and functions of each office/department,
and how these roles and functions can be efficiently and effectively carried out without losing focus on the need to remain
coordinated in the realization of the common vision for the province.
This “PangASINan” book, the Citizen’s Charter of the province, is an offshoot of our hard work and constant struggle to
professionalize the provincial bureaucracy.
Nakasaad dito sa Citizen’s Charter ang mga programa at serbisyo ng pamahalaang lokal para sa mga
mamamayan ng Pangasinan. Sa pamamagitan nito, malalaman ninyo ang mga prosesong angkop sa serbisyong nais
ninyo. Makakaasa rin kayo ng mataas na kalidad ng serbisyo at paglilingkod mula sa ating mga ahensiya at kawani.
This book is the first of its kind in the province, and it is a work-in-progress. Thus, we encourage you the public - to send us feedbacks for us to be able to perfect our system and services so that we can deliver
the best quality service.
Rest assured that we will continually upgrade the over-all capability of your provincial
government to provide you with the basic services.
Mabuhay po kayo !
AMADO T. ESPINO, JR
Governor
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Executive Order
NO. 0038-2009
ESTABLISHING A CITIZEN'S CHARTER FOR THE PROVINCE OF PANGASINAN AND CREATING THE STEERING COMMITTEE AND
TASK FORCE FOR THE PURPOSE
WHEREAS, the Anti-Red Tape Act of 2007 otherwise known as Republic Act No. 9485 declared the policy of the state to promote integrity,
accountability, proper management of public affairs and public property as well as to establish effective practices aimed at the prevention of
graft and corruption in government;
WHEREAS, in accordance with this policy, local government units have been mandated by R. A. 9485 to set up service standards to be known
as the Citizen's Charter in the form of information billboards which should be posted at the main entrance of offices or at the most conspicuous
place, or in the form of published materials written either in English, Filipino, or in the local dialect;
WHEREAS, the leadership advocates the promotion of good local governance through clear, transparent, accountable and responsive public
service delivery, which is also espoused by R. A. 9485;
WHEREAS, the leadership is aware that implementation of a Citizen's Charter would result in lesser cost of public services, reduced
vulnerability to graft and corruption, availability of feedback mechanism, concrete basis for assessing the performance of the local government
units and the staff, as well as to measure customer satisfaction, equal treatment of customers, availability of complaints and redress mechanism,
and opening opportunities for greater people participation in local governance, among others;
WHEREAS, it is our desire for all local government units in Pangasinan and their constituents, to reap the same benefits as mentioned above
through the establishment of individual LGU Citizen's Charters;
NOW, THEREFORE, I, AMADO T. ESPINO, JR., Provincial Governor of the Province of Pangasinan, by virtue of the powers vested in me by
law, do hereby order the following:
Section I. Establishment of a Citizen's Charter for the Province of Pangasinan. The Province of Pangasinan shall establish an official
document, a service standard, or a pledge, that communicates, in simple terms, information on the services that it provides to its constituents.
Said document shall describe the step-by-step procedures for availing a particular service, and the guaranteed performance level that the
constituents may expect for that service, and shall include the following information:
· Vision and mission of the government office or agency
· Identification of the frontline services offered and the recipients of such services
· The step-by-step procedure to obtain a particular service
The officer or employee responsible for each step
· The maximum time to conclude the process
· Documents to be presented by the client, with a clear indication of the relevance of said documents
· The amount of fees, if necessary
· The procedure for filing complaints in relation to requests and applications, including the names and contact details of the
officials/channels to approach for redress;
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· Allowable period for extension due to unusual circumstances; i. e. unforeseen events beyond the control of concerned government
office or agency; and Feedback mechanisms, contact numbers to call and/or persons to approach for recommendations, inquiries,
suggestions, as well as complaints.
Section 2. Creation of the Steering Committee on the Citizen's Charter Initiative. A Steering Committee on the Citizen's Charter Initiative shall be
created to serve as primary advisory body to the local chief executive in the overall direction and supervision of the Citizen's Charter Initiative. The
Provincial Steering Committee and Task Force on Citizen's Charter Initiative shall be composed of the following:
Chairperson:

GOVERNOR AMADO T. ESPINO, JR.

Vice-Chairperson:

VICE GOVERNOR MARLYN L. PRIMICIAS-AGABAS

Members:

Board Member Danilo B. Dizon
Committee Chairman on Business and Industry
Board Member Amadeo T. Espino
President, Federation of the Liga ng mga Barangay
Board Member Danilo C. Uy
President, Pangasinan Filipino-Chinese Chamber of Commerce
All Department Heads of the Province of Pangasinan

Section 3. Terms of Reference for the Steering Committee. The Steering Committee shall perform the following functions:
· Act as the Local Chief Executive's advisory council in the overall direction and supervision of the Citizen's Charter initiative's
implementation;
· Assist the Local Chief Executive in setting the goals and objectives of the Citizen's Charter initiative;
· Assist the Local Chief Executive in the review and refinement of the Citizen's Charter;
· Lead in advocating and lobbying for the institutionalization of the Citizen's Charter to the Sangguniang Panlalawigan through an
appropriate ordinance.
Section 4. Creation of the Task Force on Citizen's Charter Preparation. A task force on Citizen's Charter Preparation shall be created to take the
lead in the formulation, writing and packaging of the Citizen's Charter. The Task Force shall be composed of the following:
Provincial Administrator
Provincial Local Government Operations Officer/
President, Federation of Liga ng mga Barangay
Department Heads
Administrative Officers
Provincial Governor
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Section 5. Terms of Reference for the Task Force. Members of the Task Force shall perform the following functions:
· The Department Heads, assisted by one or two of their Senior Staff, shall lead in the review of their office frontline services in
terms of procedures, requirements, charges and fees, in the setting of new service standards, and in the conduct of consultative meetings
with the consumers or beneficiaries of the services provided by their departments.
· The Department Heads shall also be in charge of writing their new office procedures, list of requirements, and schedule of
charges and fees for submission to the Task Force Head.
· The Task Force Head shall see to it that standards and deadlines with regard to the Citizen's Charter preparation are met,
assume responsibility for the review, consolidation and finalization of the published form of the Charter.
· The Deputy Heads, shall assist the Task Force Head in the review and consolidation and finalization of Department outputs, as
well as in the finalization of the Charter.
Section 6. Effectivity. This order shall take effect immediately.
Done this 28th day of May 2009 in Lingayen, Pangasinan.

AMADO T. ESPINO, JR.
Provincial Governor
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Executive Order
No. 162 S. 2009

CREATING THE CITIZEN'S CHARTER ACTION TEAM, ITS COMPOSITION AND FUNCTIONS AND RELATED PURPOSES
WHEREAS, the leadership of the Province of Pangasinan, advocates the promotion of good local governance through clear, transparent, accountable and responsive public service
delivery, which is also espoused in R. A. 9485 known as the "Anti-Red Tape Act of 2007.”
WHEREAS, R. A. 9485 provides that: "All government agencies including departments, bureaus, offices, instrumentalities, or government owned and/or controlled corporations, or
local government or district units shall set up their respective service standards to be known as the CITIZEN'S CHARTER in the form of billboards which shall be posted at the main entrance of
offices or at the most conspicuous place, and in the form of published materials written in English, Filipino, or in the local dialect";
WHEREAS, the Provincial Government of Pangasinan is desirous to establish the Citizen's Charter in all of its departments/ offices and provincial, district and community hospitals;
contents of which shall be made known to the transacting public in pursuance to Article XI, Sec. 1 of the Philippine Constitution of 1987 which states that: "Public Office is a Public Trust;
WHEREAS, the basic contents of the Citizen's Charter as provided for are : 1) Vision of the provincial government; 2) The functional statement of offices/ departments; 3) The
process flow of a particular service; 4) The maximum time to conclude the process; 5) The frontline services offered, and the clientele; 6) Suggestions and complaint procedures; 7) Feedback
mechanism; and 8) Statement or pledge of commitment of actions or implementers to excellent public service;
NOW, THEREFORE, I, AMADO T. ESPINO, JR. Provincial Governor of Pangasinan, by powers vested in me by law, do hereby order:
Section 1. Creation of Provincial Citizen's Charter Action Team. There is hereby created a Provincial Citizen's Charter Action Team composed of the following:
PA Rafael F. Baraan
Atty. Verna N. Perez

-

Provincial Action Team Leader
Deputy Provincial Action Team Leader
(Representative, Provincial Legislative Department)
Ms. Janette C. Asis
Deputy Provincial Action Team Leader
( Representative ,Provincial Executive Department)
Dr. Anna De Guzman
Representative, Hospital Services
Prof. Dea I. Que-Hoffman
Consultant, Provincial Governor's Office
All Chief of Offices & Chiefs of Hospitals of the Province of Pangasinan
Section 2. Functions, Duties and Responsibilities of the Provincial Action Team. The Provincial Citizen's Charter Action Team shall perform the following functions, duties and
responsibilities.
?
Formulate, in coordination with all stakeholders, the Pangasinan Citizen's Charter for approval by the Provincial Governor and the Sangguniang Panlalawigan;
?
Promote and popularize the Citizen's Charter;
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?
Ensure regular training of front liners and other Provincial Government of Pangasinan personnel;
?
Monitor compliance to service standards of front liners and employees;
?
Formulate an incentive system for performing frontliner personnel of the Provincial Government of Pangasinan, with the assistance of the Human Resource Management Office
(HRMO); to be approved by the Provincial Governor and the Sangguniang Panlalawigan;
?
Ensure appropriate and timely response to complaints;
?
Conduct periodic systems review to further improve the actual delivery of provincial government services and activities;
?
Submit a regular monitoring and evaluation report of the results of the Citizen's Charter implementation;
?
Review and update the Citizen's Charter every six years thereafter as necessary;
?
Perform other related functions, duties and responsibilities as may be required by the Provincial Governor and/or higher authorities from time to time.
Section 3. Powers, Functions, and Roles of the Provincial Citizen's Charter Action Team Leader and Deputy Action Team Leader. The Provincial Action Team Leader shall directly be
responsible to the Governor and shall be granted authority/ powers to: 1) oversee the formulation of the Citizen's Charter in each Provincial Government of Pangasinan department/ office with
clearly defined vision, mission, and objectives and shall guarantee the following:
?
Quality public service
?
Transparency in service delivery
?
Predictability
?
Equal level of service
?
Proper redress for poor service; and mutual accountability; and
2) Supervise and coordinate the Provincial Citizen's Charter Action Team Members to ensure most effective, efficient, and economical implementation of the irrespective Citizen's Charter
as approved.
The Deputy Action Team Leader shall assist the Team Leader in the performance of his function roles and assume full responsibility in his absence.
Section 4. Secretariat. The Provincial Citizen's Charter Action Team shall technically and administratively function as the Secretariat.
The Secretariat shall conduct a regular monthly monitoring and evaluation of the formulation and eventual implementation of the Citizen's Charter in each department/ office and
provincial, district, and community hospital and submit its monitoring and evaluation report to the Office of the Governor thru the Provincial Citizen's Charter Action Team Leader.
Section 5. Creating a Provincial Government of Pangasinan Department/ Office and Provincial, District, and Community Hospitals Citizen's Charter Action Team. All Department
Heads/OICs and Chiefs of Hospitals shall create or establish their own department/ office or hospital Citizen's Charter Action Team with designated Action Team Leader and Deputy Action
Team Leader and Team Members. They will take the lead in curbing red tape within the department / office or hospital and ensure attainment of the above objectives and service-guides as
contained in their Citizen's Charter for total customer/ client satisfaction and most efficient utilization of government resources.
For this purpose, all Provincial Government of Pangasinan Department Heads/ OICs and Chiefs of Hospitals shall submit to the Office of the Governor their respective Memorandum
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Order within five (5) working days upon receipt of the Executive Order for approval/ notation.
Section 6. Funding. Monetary requirements for the Provincial Citizen's Charter activities and outputs shall come from any available budget of the province duly approved for such
purpose/s.
Section 7. Repealing Clause. Except as otherwise provided herein, all executive orders, memoranda and administrative regulations or part/s thereof which are inconsistent with this
Executive Order are hereby repealed or modified accordingly.
Section 8. Effectivity Clause. This Executive Order shall take effect immediately.
Done this 9th day of December, 2009 in Lingayen, Pangasinan.

AMADO T. ESPINO, JR.
Provincial Governor
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Executive Order
No. 165 S. 2009

ADOPTING THE PANGASINAN CITIZEN'S CHARTER, PUTTING IT INTO ACTION AND FOR OTHER RELATED PURPOSES
WHEREAS, pursuant to Executive Order No. 038, s. 2009 – "Creating the Citizen's Charter Action Team and Related Purposes", the Provincial
Citizen's Charter Action Team formulated and submitted the Pangasinan Citizen's Charter, First Edition, that will promote and sustain honesty and integrity,
transparency, accountability, proper management of public affairs and public resources and responsiveness in the delivery of government frontline services
for total customer welfare and satisfaction; and
WHEREAS, the said Pangasinan Citizen's Charter was prepared and packaged in accordance with R.A. 9485, otherwise known as "AN ACT TO
IMPROVE EFFICENCY IN THE DELIVERY OF GOVERMENT SERVICE TO THE PUBLIC BY REDUCING BUREAUCRATIC RED TAPE PREVENTING
GRAFT AND CORRUPTION, AND PROVIDING PENALTIES THEREOF" and its Implementing Rules and Regulations (IRRs). This document is a Provincial
Government of Pangasinan's public service standard and a pledge that communicate basic information on the services provided by each frontline
department/ office of the provincial government. It described the step-by-step procedure/s for availing a particular service, the expected time and amount of
fees to be collected, if necessary for such service delivery by the concerned government officer/ employee and the mechanism for redress and
commendations for excellent work.
NOW, THEREFORE, I, AMADO T. ESPINO, JR., Governor, Province of Pangasinan, by virtue of the authority vested in me by law, do hereby order:
Section 1. Adoption of Pangasinan Citizen's Charter. The Provincial Government of Pangasinan formally approves and hereby adopts the
Pangasinan Citizen's Charter, First Edition, as its Provincial Government of Pangasinan Public Service Guide Book to ensure fast, efficient, most convenient
and reliable service to all its clients/ beneficiaries especially the needy indigent sector of society by all concerned provincial government frontline services,
offices/ departments;
Section 2. Accountability of Heads of Provincial Government of Pangasinan Frontline Offices/ Departments. The Department Head/ OIC,
Chief of Hospitals and their concerned Division/ Section Chiefs of all frontline offices of the Provincial Government of Pangasinan shall be primarily
responsible for the following:
Section 2.1 Preparation of a Citizen's Charter information billboard/ tarpaulin or posters in the most conspicuous area or at the main entrance of the
office/ hospital and necessary pamphlets or brochures for distribution to clients;
Section 2.2 Orientation/ training of all frontline service employees/ staff in rendering the most efficient and reliable service to clients and be held
accountable for it. All official identification cards should be visibly worn during office hours;
Section 2.3 Establishment of a functional Public Assistance/ Complaint Desk in all their respective offices. This desk shall be attended to, even
during break time, by an employee/s knowledgeable in frontline services;
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Section 2.4 Adoption of working schedules to serve clients, especially those within their premises prior to the end of official working hours, and even
during lunch break and after regular working hours; and
Section 2.5 Participation in the review, upgrading and revision, if necessary, this Citizens Charter so that it will be relevant to the needs of the people
and the objectives by which it is created.
Section 3. Provincial Citizen's Charter Oversight Committee. There is hereby mandated the Provincial Citizen's Charter Action Team to act as
the Provincial Government of Pangasinan's Citizen's Charter Oversight Committee composed of the following:
PA Rafael F. Baraan
Atty. Verna N. Perez

-

Provincial Action Team Leader
Deputy Provincial Action Team Leader

Ms. Janette C. Asis

-

Deputy Provincial Action Team Leader

( Representative, Provincial Legislative Department)
( Representative, Provincial Executive Department)

Dr. Anna De Guzman
Representative, Hospital Services
Prof. Dea I. Que-Hoffman
Consultant, Provincial Governor's Office
All Chief of Offices & Chiefs of Hospitals of the Province of Pangasinan
This committee shall ensure the swift, effective and efficient implementation of the Pangasinan's Citizen's Charter in all frontline service agencies/
offices of the Provincial Government of Pangasinan. It shall submit a periodic integrated provincial compliance monitoring review and evaluation report to the
Office of the Provincial Governor and recommend appropriate measures, plans, programs, and supplemental budget proposal as operational support for
appropriate action.
Section 4. Printing and Dissemination. The Pangasinan Citizen's Charter shall be widely disseminated to the service providers and the general
public through print and broadcast media to promote transparency in each office and agency by the Provincial Information Office and Human Resource
Management Office as lead offices.
Section 5. Allocation of Funds. The Provincial Government of Pangasinan frontline offices shall allocate a portion of their MOOE budget or submit
their proposed supplemental budget for the funding implementation of the Anti-Red Tape Act of 2007, including the conduct of seminars and other services
for consolidation and endorsement of the Provincial Budget Office to the Office of the Governor and the Sangguniang Panlalalwigan, as necessary.
Section 6. Effectivity. This Executive Order shall take effect immediately.

Done this 11th day of December 2009 in Lingayen, Pangasinan

AMADO T. ESPINO, JR.
Provincial Governor
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Vision
Pangasinan, the best place to
invest, work, live and raise a family
“We, the officials and employees of the new
administration, care a lot for your welfare, our fellow
Pangasinenses, and we dare to shape - with your
help, the future of Pangasinan as the best place to
invest, work, live and raise a family.
We have started to translate
this dream into reality. Together,
let us enjoy the fruits of our labor
in every step of the way to attain
our lofty aspirations”.
Gov. AMADO T. ESPINO, JR.
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