Department of Social Welfare and Development
National Capital Region

FOR . ALL CENTER/RESIDENTIAL CARE FACILITIES
ALL UNITS/SECTIONS
ALL RPMOs { Pantawid, SLP and RCTSU)
FROM : THE REGIONAL DIRECTOR
SUBJECT : Business Process and Requirements Analysis (BPRA) and Process Flow Chart

of Pantawid Pamilya

DATE : June 6, 2018

This is to share with you the Business Process and Requirements Analysis (BPRA) and Process Flow Chart
on Grievance Redress System Enhanced Procedural Guidelines of Pantawid Pamilyang Pilipino Program
as per result of the Technical Assistance Session on July 21, 2018 and inputs/comments of Policy
Development and Planning Section.

Request for Social Services

Partner’s Performance

Facility Issues

Misbehavior of Beneficiaries-Collection of Fees
Ineligibility

Misbehavior of Beneficiaries- False Representation/Fraud
Cash Card Related Issues

Appeal for Reinstatement

PN A WNE

For your information and guidance.
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Department of Social Welfare and Development
NATIONAL CAPITAL REGION
PANTAWID PAMILYANG PILIPINC PROGRAM
PROCESS FLOW CHART OF GRIEVANCE REDRESS SYSTEM ON RESOLUTION OF REQUEST FOR SOCIAL SERVICE

Receipt, Review of
Grievance
Grievance Coordinator

Data Verification in the Pantawid Pamilya
information System
Grievance Coordinator
{5 minutes)

Endorse to City Link for appropriate intervention
Grievance Coordinator
{5 minutes)

Pantawid
Member?

Fill Out Grievance Form
Grievance Coordinator
5 minutes

v

Recording of the Grievance Complaint to GRS
Offtine Tracking
Grievance Coordinator
5 minutes

T

Draft referral fetter for social services
intervention and response letter to complainant
Grievance Coordinator
15 minutes

¥

Review and initials of referral letter for social
services intervention and response letter

Area Coordinator
5 minutes

¥

Affix initials of referral letter for social services
intervention and response tetter
Regional Grievance Coordinator

5 minutes

v

Affix initials of referral letter for social services
intervention and response letter
Regionat Program Coordinator
5 minutes

v

Approval of referral Jetter for social services
intervention and response letteri
Regional Director
3 minutes

Issuance of response letter to
complainant
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NATIONAL CAPITAL REGION

Department of Social Welfare and Development

PANTAWID PAMILYANG PILIPINO PROGRAM

PROCESS FLOW CHART OF GRIEVANCE REDRESS SYSTEM ON PARTNER'S PERFORMANCE

Receipt, Review of
Grievance
Grievance Coordinator

Data Verification in the Pantawid Pamilya
tnformation System
Grievance Coordinator
(5 minutes}

Endorse to City Link for appropriate
intervention
Grievance Coordinator

Recording of the Grievance Complaint to GRS
Offline Tracking
Grievance Coordinator
5 minutes

v

Conduct Field Validation
Fact Finding Team
90 minutes

v

Draft validation report with recommnedation
Grievance Coordinator
60 minutes

v

Review and initials of validation repert with
recommnedation
Area Coordinator
5 minutes

¥

Affix initials of validation report with
recommendation
Regional Grievance Coordinator
5 minutes

v

Affix initials of validation report with
recommendation
Regional Program Coordinator
5 minutes

Approval of validation report with recommendation
Regiana! Director
3 minutes

v

Presentation to Regional Grievance Committee for
review and deliberation
Regional Gri e Coordit
30 minutes

v

Draft recommnedation letter
Grievance Coordinator
30 minutes

v

Review and initials of recommnedation letter
Area Coordinator
5 minutes

¥

Affix initials of recommendation letter
Regional Grievance Coordinator
5 minutes

v

Affix initials of recommendation letter
Regional Program Coordinator
5 minutes

Issuance odf recommendation letter
and conduct of intensive monitoring
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Department of Social Welfare and Development
NATIONAL CAPITAL REGION
PANTAWID PAMILYANG PILIPINO PROGRAM
PROCESS FLOW CHART OF GRIEVANCE REDRESS SYSTEM ON FACILITY ISSUES

Receipt of grievance

Grievance Coordinator
{1 minute)

y

ing of the Grievance Compla ~—
to GRS Offline Tracking
- GRS DFFRINE TRACKING
Grievance Coordinator
(3 minutes}
Conduct case investigation

Grievance Coordinator, Supply Side
Assessment {$54) focal and City Link
(60 Minutes}

b

Preparation and submission of
validation report with initial
recommendation.

Grievance Coordinator
{60 minutes)

Approval/

Endorse to City Link for appropriate Provide
Disapproval i

feedback to the v

Grievance Coordinatot/
City Link

Regional Director

Deliberation of the case during Regional
Gri G i i

8

Members of RGC
{60 minutes)

RGO to draft the result of RGC
deliberation and letter to complainant/
concerned facility to be signed by RD.
Copy furnished the Operations Office

Regional Grievance Officer
{60 minutes}

A

Approved the result of RGC
deliberation

Regional Director
{3 minutes)

Provide feedback to the
complainant

Grievance Coordinator/
City Link

T ‘
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Department of Social Welfare and Developrent
NATIONAL CAPITAL REGION
PANTAWID PAMILYANG PILIPING PROGRAM
PROCESS FLOW CHART OF GRIEVANCE REDRESS SYSTEM ON RESOLUTION OF MISBEHAVIOR OF BENEFICIARY -FALSE REPRESENTATION/FRAUD

i of Feodback

and
Report —with Recommendation/Dernant

Provide feedback tothe

Review and inRiaks of feedback report and
demand jetter

Areq Coortimmor
5 minutes

¥

YES

Racording of the Grievance Complaint to GRS

Preparation and submission of the request for
Holding of Grants and letter to the subject of
complaint

Off
Hficer

(15 rinutes}
¥

Rewview and Initials of Request for Holding of
Grants and fetter to the subject of complaint
Area:
5 eninutes

)

Affix initials of Request for Holding of Grants
and letter to the subject of complaint
Regional Grevonce Coordinatar
§ minutes

v

Affix initials of Raquest for Holding of Grants
and letter to the subjert of compaintGrievance
Regional Progrom Coordinatar
5 rimes

v

Review and affix initials of Request for Holding
of Graras and letter to the subject of
complaint
Asst Regional Director for Operation
3 minutes

]

Approval of Request for Holding of Grants and
tetter to the subject of complaint
Regional Director
3 minutes

i

Tagging of “Holding of Grants” to the
Partawid Pamilyang information System
Regiona! Grievance Officer
5 minutes

¥

Conduct validation and collateral intesview to
validate veracity of the complaint
Grievance Coordinatar crxd City Link
120 minutes

v

Conduct Case Conference of the case
Grievance Coordinator, ACfSWO ili, City
Link,UGU Focal
30 minutes

City Link

e

Offfne Tracking
Grievance Coordinator == GRS OEFLINE TRAGKING.
{3 minutes)

Affix tnitiats of feedback report and demand
letter

Reglomad Grisvonce Coordinetor
5 minutes

¥

Affix inftials of feedback report and demand
letter
Regional Prograrn Coordinator
5 minutes

v

Review and affix initials of feedback report

Approval of fesdback report and demand
letter

Regional Director
3 minutes
NO
Fraud Case? Request of Lifting of Code 19: Grants
Temporary On-Hold
Regional Grievance Coordinatior
YES 5 minutes
Tagging of Delisting duse to Fraud

issuance of demand letter to Pantawid
Pamilys Mernber based on the approved
recommendation
Grievance Coardinator /City Link
30 mintes

Request for processing of payroll of affected period

Provife feedback 10 the complainant

Grievance Caotdinutor/City Link
{15 minutes}
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Departinent of Social Welfare and Development
NATIONAL CAPITAL REGION
PANTAWID PAMILYANG PILIPING PROGRAM

Receipt of Grievance Complaint
regartling appesl for
reinstaternent
Grievance Coordinator
{3 minutes}

Data verification in the Pantawid Pamilya
Informmtion System [ the HH is active or
Inactive; Checking of Stotus {Code 17, 10, 8,

5B
Srievonce Coomdinator
(5 minutes}

4

Recording of received Grievance in GRS

Grievance Coordinator
{5 minutes}

v

Conduct mitial velidaton on the concern
household with collateral interview
Grigvance Coordinator
{90 minutes}

¥

Preparation of report for request of
deliberation to Regional Grievance
Coorenittee
Grievance Coordinator
{60 minutes}

¥

Revisw of Memorandum Request for
RGC Defiberation and Letter to

PROCESS FLOW CHART OF GRIEVANCE REDRESS SYSTEM ON APPEAL FOR REINSTATEMENT

Offline Tracking fr = ==~ —p] RS Offine Trandng

Pantawid Member
Area Coordinator
{5 minutes}
NC Enhancement of Memorandum
Request for RGC Deliberation snd
‘Wah Cotrection? Letterto Pantawid Member
Grievancy Coordinator
{5 minutes}

s

A initials on the draft Memorandum
Request for RGC Defiberation and Letter
1o Pantawid Member
Area Coordirator
(5 minutes}

v

Affix initials on the draft Memorandum
Request for AGC Detiberation and Letter
to Pantawid Member
Regeional Grievance Coordinator
{5 minutes)

v

Affix initials on the draft Memorandum

Regeional Progrom Coordingtor
{5 minutes}

¥

Affix initfals on the draft Request for
RGC Deliberstion and Letter 1 Pantawid
Membes
ARRO
{2 roinutes)

+

Approval of Reguest Letter for RGC
Detiberation and Letter to Pantawid
Member
Reglonol Director
(2 minutes}

4

of request for o
5 to Regionat Grievance Commitee

For reinstatement?

Resctivate the HH in th Partawid Pamilya
Information Systam
Regiona! Grievance Officer
(10 minutes)

Updating of His status of

Provide fesdback tothe complatnant
Grigvance Coordinator/City Link
(25 minutes)

34

Conduct mtensive menitoring of
household in compitance to the program
conditionaiity.

- Mark case a5 resolved i
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Department of Social Welfare and Development
NATIONAL CAPITAL REGION
PANTAWID PAMILYANG PILIPINO PROGRAM
PROCESS FLOW CHART ON GRIEVANCE RESRESS SYSTEM CASH CARD-RELATED ISSUES

Receipt of Grievance Complaint
Cash Card Related ssues
Grievance Coordinator
{3 minutes)

Verify the status of the HH in PPIS
Grievance Coordinator
{5 minutes)

i

Encoding to the GRS Offfine Tracking
Grievance Coordinator "
{5 minutes)

!

tnitial Vafdation to assigned City
Link/MRB
Grievance Coordinator
{6 rainutes)

GRS Offline Tracking

Assist the Household in re-
processing of Cash card
replacement ; endorsed to MRB

Php100, ACRUF,
affidavit of Jost,
photo copy of PP
D

Processed?

Grievance Coordinator
{15 minutes)

Provide feedback to the
complainant
Grievance Coordinator/
City Link

Conduct Spot Check/ Validation
Grievance Coordinator
(60 minutes}

!

Preparation and submission of
Feedback Report
Grievance Coordinator
{60 minutes}

4

Approved/Disapproved of
Feedaback Report of
Regionali Director
{3 minutes)

d

Endorsement of the appoved
report to HR for facilitation of
memeo to concerned staff
Human Resource Staff
(3 minutes)

Provide feedback to the
complainant
Grievance Coordinator/
City Link

Mark case as resolved in
GRS Offline Tracking
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