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CORE VALUES  

Service 

Professionalism 

Integrity 

Resilience 

Innovativeness 

Teamwork 
 

QUALITY POLICY 

Fully committed to fulfill the task of 

providing the highest quality of potable 

WATER and best value of SERVICES to 

Carcar City, CARCAR WATER DISTRICT 

commits to relentlessly improve our 

Quality Management System and 

comply with all regulatory and statutory 

requirements through: 

S-killed and professional employees 
E-fficient and safe water production 
R-eliable transmission and distribution 
lines 
V-iable financial resources 
I-ntegrity in performance of duties 

C-lean work facilities 
E-nvironment conscientiousness 
S-ervice with a SMILE 

OUR VISION 

 

CWD: The most outstanding 

government water and sanitation 

service provider in the Philippines by 

2030 

 

OUR MISSION 

CWD commits to provide excellent 

water and sanitation service through 

compliance with mandated standards 

and responsible administration of 

corporate and natural resources, by 

competent and value-oriented 

employees. 

 

 

 

SERVICE COVERAGE 
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Carcar Water District is an important 

government entity which takes into 

itself the care, distribution, and 

protection of water in the city. It is 

common knowledge that water is life-

giving-our most precious resource for 

survival. However, only 1% of the 

ǿƻǊƭŘΩǎ water is fresh and usable, hence, 

precious and priceless. 

Responsible water management 

therefore is incumbent not only on the 

CWD personnel but also in the populace, 

since water is irreplaceable. Stewardship 

of this resource cannot be 

overemphasized. For this important 

mandate, CWD has five divisions into the 

operation, maintenance and evaluation 

of tasks responsibility and targets. 

Each division of the district functions 

appropriately covering its assigned areas 

of concern as reported herein. 

It is commendable to say that all the 

divisions of the District are dedicatedly 

working hand in hand to achieve its 

Vision-Mission through the different 

offered services exhibiting the corporate 

values it has espoused. 

This annual report will speak for itself 

the very best that CWD has offered to 

the constituents. 

 

 

 

 

 

 

 

/ƘŀƛǊǇŜǊǎƻƴΩǎ 

Message 
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True enough, if one knows the why, he can 

sustain in what he is doing. Probably it was 

ǘƘŜ Ŧǳƭƭ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ 

mandate that enable the members of Carcar 

Water District to continue doing its task even 

in difficult situations.  

The year 2021 has been a very challenging if 

not the most challenging year for Carcar 

Water District. The restrictions of movement 

and the forced absences of employees who 

were under quarantine have stretched the 

performance capacity of the organization.  

Employees have stepped up to assume the 

functions of affected staff and even 

extended working time in order to ensure 

continuity of service. 

The challenges in delivering the services 

were not only encountered in the 

commercial and technical operations. It was 

also hardly felt in the other vital processes, 

such as in the financial management, human 

resource management and in the 

organizational strategy.  

Realizing that the mission essential functions 

must never stop, strategies were adopted in 

order to continuously deliver water during 

those difficult times ς pandemic and 

typhoon. The timely observance of covid 19 

protocol coupled with the provision of 

necessary health protection supplies have 

allowed the employees to perform the tasks. 

Prudence in the utilization of the limited 

resources had contributed in surviving the 

challenges.  

Even if we do not know when the pandemic 

ends, the experience has exposed us to learn 

that the struggle with difficulties could not 

derail us from our goal.  At most the 

challenges could only make detours, but will 

keep us moving if our compass is fixed on a 

destination. With a much stronger 

commitment from the organization and the 

continued support from our stakeholders, 

the goal of ensuring a sustainable service will 

surely be the destination. 

  

Message 

General Manager  
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ABOUT THE 

REPORT 
This report provides information on 

financial, operational, governance, and 

social performance that are material to 

/ŀǊŎŀǊ ²ŀǘŜǊ 5ƛǎǘǊƛŎǘΩǎ (CWD) 

stakeholders. 

¢Ƙƛǎ ǊŜǇƻǊǘ Ŏƻƴǘŀƛƴǎ ŀ Ŧǳƭƭ ȅŜŀǊΩǎ Řŀǘŀ 

from January 1 to December 31, 2021- 

and focuses on the Utility of the Future 

Success Pyramid spearheaded by the 

World Bank Group. The Utility of the 

Future Success Pyramid consists of six 

areas namely, service to customers 

which emphasizes on five elements 

(reliable, safe, inclusive, transparent, 

responsive); commercial operations; 

technical operations; financial 

management; human resource 

management; and organization and 

strategy.  

 Monetary values in this report are 

presented in Philippine Pesos (Php) 

ǿƘƛŎƘ ƛǎ /²5Ωǎ ŦǳƴŎǘƛƻƴŀƭ ŎǳǊǊŜƴŎȅΦ !ƭƭ 

information is disclosed to uphold the 

principles of transparency and to 

communicate vital information to CWD 

stakeholders.  

 

 

 

 

 

 

 

 

 

To access our report online, you may 

click the web address link below to visit 

our annual report download page.  

http://www.carcarwaterdistrict.gov.ph 

 

 

Reporting Scope  

Using a standardized data collection and 

monitoring process, we worked with the 

following divisions which are covered 

within this report: 

¶ Operations and Maintenance 

Division 

¶ Commercial Division 

¶ Finance Division 

¶ Human Resource Division 

¶ Admin Division 

¶ Office of the General Manager 

Improvements 

We gathered data for this report using 

the tools currently in place among the 

participating divisions. We remain 

focused on the continuous improvement 

of our data collection and analysis. 

 

 

 

 

 

 

 

 

http://www.carcarwaterdistrict.gov.ph/
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OUR SERVICES 

 
This frontline service covers application 
inspection and installation of a new service  
connection. Service connection refers to the 
water service which will be installed after 
submission of all requirements and payment 
of applicable fees. 

 

 

 

CWD concessionaires are obliged to pay 
their bills monthly. Due dates vary every 
month depending on the date the water 
meter is read. The bill becomes due on the 
15th day following the billing date. A rebate 
amounting to 5% of the current bill shall be 
granted to accounts settled before due date. 
A penalty of 10% is incurred if the bill is not 
settled on the due date. Disconnection of 
service line shall be made, without need of 
additional notice as contained in the service 
contract and reflected on the statement of 
account, if the bill is unpaid after the five (5) 
day grace period from due date. 

 

 

 

Any concessionaire of CWD or his authorized 
representative may request to transfer his 
service connection from one location to 
another within the service area of CWD. 

 

 

 

 

 

 

 

 

Any concessionaire of CWD or his 

authorized representative may request for 

the replacement of fittings/defective ball 

valve within the tapstand. 

 
 
 
 
Any concessionaire of Carcar Water District 
or his authorized representative may 
request to change the existing registered 
name of an account. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
A concessionaire may request for the 
temporary /permanent disconnection of his 
service line if he has no intention to use the 
same permanently or for a certain period of 
time. Temporary disconnections should not 
exceed six (6) months. 
 
 
 
 
 
 

Application of New Service Connection 

Payment of Water bills 

Request for Transfer of Meter 

Request for Replacement of Defective Tapstand 

Fittings  

Request for Change of Account Name  

Request for Temporary/ Permanent 

Disconnection  
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Any concessionaire of Carcar Water District 
or his authorized representative may 
request for the inspection of his service 
connection arising as a result of abnormal 
consumption 
 
 
 
 
Any concessionaire of Carcar Water District 

or his authorized representative may 

request for the calibration of the water 

meter when in doubt of its accuracy. 

 

 

Concessionaires classified as senior citizens 
can avail of a 5% discount on their water 
bills, provided that the accounts are 
registered in their name and the household 
consumption does not exceed 30 cubic 
meters of water in a month. 

 

 

 

A concessionaire of a disconnected 
service account may request for 
reopening of the disconnected service 
after payment of reconnection fees and 
inspection. 
 

 

 

The general public may purchase 

plumbing materials and fittings from 

Carcar Water District. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Request for Inspection Due to Abnormal 

Consumption  

Request for Calibration of Water Meter   

Availment of Senior Citizen Discount 

Privilege    

Reopening of Disconnected Accounts     

Sale of Plumbing Materials and Fittings     



9 
 

SERVICE 

RELIABILITY 

 

Carcar Water District has a total of  

22, 250 active connections in Carcar 

City as of  

December 2021 distributed on the 

following barangays: 

 

Carcar Water District also has active 

connections outside of Carcar City as 

follows: 

BARANGAY SERVICE 
CONNECTION 

Abugon, Sibonga 215 

Candaguit, 
Sibonga 

41 

Zaragosa, 
Aloguinsan 

23 

 
TOTAL 

 
279 

 

 Carcar Water District serves a total of 

22, 529 active connections.   

The population served is under the 

assumption that in every connection 

there is a minimum of five people being 

served by the water district.  

With the total of 22, 529 active 

connections, Carcar Water District is 

exerting its utmost effort to provide to 

itǎ ŎƻƴŎŜǎǎƛƻƴŀƛǊŜǎΩ ǿŀǘŜǊ ǎǳǇǇƭȅ ŀǘ 

24/7. Currently the water district is 

focusing on the following areas 

experiencing water interruptions:  

BARANGAY 

SERVICE 

CONNECTIONS 

Bolinawan 1,795 

Can-asujan 1,845 

Guadalupe 1,685 

Liburon 1,662 

Napo 296 

Ocaña 1,966 

Perrelos 3,408 

Pob I 2,346 

Pob II 558 

Pob III 1,469 

Tuyom 1,238 

Valladolid 2,328 

Valencia 1,169 

Buenavista 310 

Calidngan 175 

TOTAL 22,250 
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In orange highlight are areas with water 

interruption 

 

With interventions and 

improvement plans, Carcar 

Water District targets that the 

abovementioned areas will 

have 24/7 water supply by 

2022. 

                                                                        
The increasing number of active 
connections has brought the question of 
water supply availability. While striving 
that every household be given water 
supply, Carcar Water District also 
monitors availability of water: 
 

AS OF DECEMBER 2021 

No. of 
Connections 

Average 
Monthly 
Demand 

Rated 
Production 
Capacity 

22, 529 

130.74 liters 
per capita 
per day 

207.84 liters 
per capita 
per day 

456,548 
cubic meters 
per month 

734,474 
cubic meters 
per month 

 

The table shows that despite the 

increasing no. of active connections per 

month, the average rated production 

capacity in liters per capita per day is still 

over the average consumption in liters 

per capita per day. This means that the 

water supply can still cater more 

connections allowing more Carcaranons 

to be connected in the water supply.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

AREA 

 

Barangay 

Average No. 

of Hrs. with 

Water 

Interruption 

Hillside Guadalupe 8 

Dandan Pob. I 4 

Camagayan Perrelos 8 

Ka-awa Perrelos 18 

Mahayahay Tuyom 4 

Bantayan Tuyom 2 

Quasi Tuyom 3 
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SAFETY 

Carcar Water District strives not only to 

provide water for the daily activities of 

the people in Carcar City but also aims to 

give access to safe drinking water. This is 

in line with the Philippine National 

Standards for Drinking Water that 

promotes and protects public health 

wherein access to safe drinking water is 

a basic human right.  

As recommended by the Philippine 

National Standards for Drinking Water, 

the following priority parameters shall 

be tested: 

 

1. Microbiological 

2. Arsenic 

3. Cadmium 

4. Lead 

5. Nitrate 

6. Benzene 

7. Color 

8. Turbidity 

9. Iron 

10. pH 

11. Manganese 

12. Chloride 

13. Sulfate 

14. Total Dissolved Fluids 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Total coliform bacteria are common in 

the environment (soil or vegetation) and 

are generally harmless. If a lab detects 

only total coliform bacteria in drinking 

water, the source is probably 

environmental and fecal contamination 

is unlikely.  With the use of Multiple 

Tube Fermentation Technique (MTFT) 

under the recommendation of 

Philippines National Standards for 

Drinking Water, value must be  1.1 with 

unit of measure of MPN/100ml. 

 

 

 

 

 

 

 

Fecal coliform bacteria are a subgroup of 

total coliform bacteria. They exist in the 

intestines and feces of people and 

animals. With the use of Multiple Tube 

Fermentation Technique (MTFT) under 

the recommendation of Philippines 

National Standards for Drinking Water, 
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value must be  1.1 with unit of measure 

of MPN/100ml. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Heterotrophs are a group of 

microorganisms (yeast, moulds & 

bacteria) that use organic carbon as food 

(as opposed to autotrophs like algae that 

use sunlight) and are found in every type 

of water. Detecting heterotrophs in 

water is done by using a method called 

Heterotrophic Plate Count (HPC). 

Heterotrophic bacteria present in water 

poses no health risks to humans but a 

high HPC count is an indicator for ideal 

conditions for the growth of bacteria. 

As recommended by Philippines 

National Standards for Drinking Water, 

value should be 500.  

 

In the case of Carcar Water District 

which is classified as level 3 in the source 

and mode of supply (level 3 serves a 

population of 5,000- 100,000) the 

minimum frequency of sampling for 

drinking water supply systems for 

microbiological examination should be 

one sample per 5,000 population 

monthly.   
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Arsenic is a natural component of the 

ŜŀǊǘƘΩǎ ŎǊǳǎǘ ŀƴŘ ƛǎ ǿƛŘŜƭȅ ŘƛǎǘǊƛōǳǘŜŘ 

throughout the environment in the air, 

water, land. It is highly toxic in its 

inorganic form. Long term exposure to 

inorganic arsenic mainly through 

drinking water and food can lead to 

chronic arsenic poisoning wherein skin 

lesions and skin cancer are the most 

characteristic effects. The maximum 

level of arsenic in water as 

recommended by the Philippines 

National Standards for Drinking Water is 

.01 mg/L.  

 

Cadmium is used in the manufacture of 

steel, plastics, and battery and released 

to the environment through wastewater 

or fumes. According to the Water 

Quality Association, cadmium has the 

chronic potential to cause kidney, liver, 

bone, and blood damage from long term 

exposure. The maximum allowable level 

for cadmium as recommended by the 

Philippines National Standards for 

Drinking Water is .003 mg/L. 
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Chlorides are salts resulting from the 

combination of the gas chlorine with a 

metal. Small amounts of chloride are 

required for normal cell functions in 

plant and animal life. Chloride in 

drinking water originates from natural 

sources, sewage, and industrial 

effluents, urban runoff and seawater 

intrusion. The maximum allowable level 

for chloride as recommended by the 

Philippines National Standards for 

Drinking Water is 250 mg/L. 

 

 

 

 

 

Copper is a metal that occurs naturally 

and is used to make many products 

including parts for plumbing systems. 

Copper in drinking water occurs 

primarily as corrosion of interior of 

copper plumbing especially with acid pH 

or high carbonate waters with alkaline 

pH. Eating or drinking too much copper 

can cause vomiting, diarrhea, stomach 

cramps, nausea, liver damage, and 

kidney disease. The maximum allowable 

level for chloride as recommended by 

the Philippines National Standards for 

Drinking Water is 1 mg/L. 
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Chlorine is a chemical element that has 

a variety of uses. It is used to disinfect 

water and is part of the sanitation 

process for sewage and industrial waste. 

It is also used as bleaching agent and 

used in cleaning products. Although 

chlorine is a natural element, in many 

man-made reservoirs, chlorine is added 

to protect the water. Chlorine residual 

as recommended by the Philippine 

National Standards for Drinking Water 

should have a minimum of .3 mg/L at the 

farthest point of the distribution system 

and a maximum of 1.5 mg/L detected at 

any point in the distribution system.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Carcar Water District observes strict 

compliance of water treatment 

procedures based on the Philippine 

National Standards for Drinking Water. 

The water treatment aims to achieve 

safe levels of chlorine in drinking water. 

It starts with mixing the chlorine with 

water based on a computation. The 

Chlorinator and chlorine dosage is then 

checked and after flushing the pipelines, 

an internal testing is done using a testing 

kit. If the result is below or above the 

standard, the process shall go back to 

checking the chlorinator. If the result is 

within the standard, then the process 

will end.  
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CARCAR WATER DISTRICT CHLORINE RESIDUAL MONITORING 2021 
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Iron is the second most abundant metal 

ƛƴ ǘƘŜ ŜŀǊǘƘΩǎ ŎǊǳǎǘ ƴŜȄǘ ǘƻ ŀƭǳƳƛƴǳƳ 

and is also found in natural fresh waters. 

Applicable for existing and new water 

supply systems, it may be present in 

drinking water as a result of the use of 

iron coagulants or the corrosion of steel 

and cast-iron pipes during water 

distribution. Iron in water does not 

usually present a health risk but may 

present some concern if harmful 

bacteria is in the water. Some harmful 

organisms require Iron to grow and if 

there is iron in water, it may be harder 

to get rid of harmful bacteria. The 

maximum allowable level for iron as 

recommended by the Philippines 

National Standards for Drinking Water is 

1 mg/L. 

 

 

Lead is a soft, silvery white or grayish 

metal found in all parts of our 

environment. It is highly durable and 

resistant to corrosion as is indicated by 

the continuing use of lead water pipes. 

Lead is particularly dangerous to 

children because their growing bodies 

absorb more lead than adults do and 

their nervous systems are more sensitive 

to the damaging effects of lead. Lead 

may be present in water primarily from 

plumbing systems containing lead pipes, 

solder or fittings. Although it may be 

found naturally occurring in certain 

areas, rarely it is present in water supply 

as a result of its dissolution from natural 

sources. The maximum allowable level 

for lead as recommended by the 

0 0.2 0.4 0.6 0.8 1

LUMBIA

TALAMBAN, NAPO

VENANCIA

KA-BADANG

OCANA

CABITOHAN

RELIS

MAINIT SPRING

TAPAL

YLAYA 

LUAN-LUAN

TAKDOG

BAHA-BAHA

MAGSIPIT

SAN ROQUE

RIVERSIDE

LANGUB

CAN-ASUJAN

Iron

2021 2020 Allowable level

0 0.005 0.01

LUMBIA

VENANCIA

OCANA

RELIS

TAPAL

LUAN-LUAN

BAHA-BAHA

SAN ROQUE

LANGUB

Lead

2021 2020 Allowable level



18 
 

Philippines National Standards for 

Drinking Water is .01 mg/L. 

 

Manganese is a mineral that naturally 

occurs in rocks and soil and may also be 

present due to underground pollution 

sources. Manganese is naturally 

occurring in many surface and 

groundwater sources particularly in 

anaerobic or low oxidation conditions.  

High exposure to manganese has been 

associated with toxicity to the nervous 

system. The maximum allowable level 

for manganese as recommended by the 

Philippines National Standards for 

Drinking Water is .4 mg/L. 

 

 

 

Nitrate concentration in groundwater 

and surface water can reach high levels 

as a result of leaching or run-off from 

agricultural land and contamination 

from human or animal wastes. 

Anaerobic conditions may result in the 

formation and persistence of nitrite. 

Nitrates are relatively inert which means 

they are stable and unlikely to change 

and cause harm however, bacteria in the 

mouth or enzymes in the body can 

convert them into nitrites which may be 

harmful. The maximum allowable level 

for nitrate as recommended by the 

Philippines National Standards for 

Drinking Water is 50 mg/L. 
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Sulfate is a salt that forms when sulfuric 

acid reacts with another chemical. 

Sulfates are used in the production of 

fertilizers, chemicals, dyes, glass, paper, 

soaps, textiles, fungicides, insecticides. 

High levels of sulfate occur naturally in 

groundwater. At high levels sulfate can 

give water a bitter or medicinal taste and 

can have laxative effects. The maximum 

allowable level for sulfate as 

recommended by the Philippines 

National Standards for Drinking Water is 

250 mg/L. 

 

 

Zinc is an essential trace element 

commonly found in red meat, poultry 

and fish. Zinc is considered an essential 

nutrient and is required for numerous 

processes in the human body. Zinc may 

occur naturally in groundwater. 

Concentration in tap water can be much 

higher as a result of dissolution of zinc 

from pipes. According to a study of the 

World Health Organization zinc imparts 

an undesirable astringent taste to water.  

Zinc is considered to be relatively 

nontoxic however manifestations of 

overt toxicity symptoms like nausea, 

vomiting and fatigue will occur with 

extremely high zinc intakes. The 

maximum allowable level for zinc as 

recommended by the Philippines 

National Standards for Drinking Water is 

5 mg/L. 
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Turbidity is the amount of cloudiness in 

the water and may be caused by silt, 

sand, mud, bacteria and other germs, 

and chemical precipitates. Turbidity 

increases with the quantity of 

suspended matters in water. It is a 

critical parameter in drinking water 

because bacteria, viruses, and parasites 

can attach themselves to the suspended 

matter. In addition, particles in turbid 

water can interfere with disinfection by 

shielding contaminants from the 

disinfectant. The maximum allowable 

level for turbidity as recommended by 

the Philippines National Standards for 

Drinking Water is 5 NTU. 

 

 

 

pH is a measure of how acidic or basic 

water is and is important as an 

operational water quality parameter. 

Water with a very low or high pH can be 

a sign of chemical or heavy metal 

pollution. Very Alkaline water can have 

unpleasant smell or taste and can 

damage pipes and water carrying 

appliances. Acidic water with pH less 

than 6.5 is more likely to be 

contaminated with pollutants making it 

unsafe to drink. It can also corrode 

pipes. pH level as recommended by the 

Philippines National Standards for 

Drinking Water should not be lower than 

6.5 and not higher than 8.5. 
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Total dissolved solids (TDS) is the term 

used to describe the inorganic salts and 

small amounts of organic matter present 

in solution in water. These can come 

from both natural and human activities. 

A high concentration of dissolved solids 

is usually not a health hazard but can 

produce hard water which leaves 

deposits and films on fixtures, corrode 

pipes and may cause metallic taste in 

water. High concentration of TDS is also 

an indicator that harmful contaminants 

can also be present in the water which is 

a product of human pollution. The level 

for total dissolved solids as 

recommended by the Philippines 

National Standards for Drinking Water is 

500 mg/L. 

 

Apparent color is the color of the whole 

water sample and consists of color due 

to both dissolved and suspended 

components. Decomposition of organic 

materials such as leaves or woods 

usually yield coloring substances to 

water. The level for color apparent as 

recommended by the Philippines 

National Standards for Drinking Water is 

10 Pt-co. 

As presented on the comparative 

analysis, Carcar Water District for the 

year 2021 has complied to the 

recommended levels by the Philippines 

National Standards for Drinking Water 

delivering safe drinking water to its 

concessionaires in Carcar City.  
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INCLUSIVENESS 

Carcar Water District in its mission to 

provide excellent water and sanitation 

services to its concessionaires aims to 

provide service to Carcar City and its 

population of 140,274.  As of December 

30, 2021, Carcar Water District serves 

78҈ ƻŦ /ŀǊŎŀǊ /ƛǘȅΩǎ ǘƻǘŀƭ ǇƻǇǳƭŀǘƛƻƴΦ  

 

 

 

Carcar Water District is now serving 78% 

of the total population of the City of 

Carcar. Based on the Philippine Statistics 

Authority Population Survey on May 1, 

2020 with projected population growth 

rate in 2021 of 2.8% per annum, the City 

of Carcar has a total population of 142, 

498 as of December 2021. 

The population served is under the 

assumption that in every connection 

there is a minimum of five people being 

served by the water district.  
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TRANSPARENCY 

Carcar Water District is compliant to the 

mandate of the Philippine Statistics 

Authority that advocates freedom of 

information inspiring Filipinos in the civil 

service to be more open to citizen 

engagement and to invite the Filipino 

citizenry to exercise their right to 

participate in governance.  

 

 

 

 

 

 

 

/ŀǊŎŀǊ ²ŀǘŜǊ 5ƛǎǘǊƛŎǘΩǎ ǿŜōǎƛǘŜΣ ƛƴ 

compliance with the freedom of 

information presents the reports 

needed for its stakeholders. You can visit 

the website by clicking this link: 

http://carcarwaterdistrict.gov.ph/trans

parency-seal/ 

 

RESPONSIVENESS 

Carcar ²ŀǘŜǊ 5ƛǎǘǊƛŎǘΩǎ ŘŜŘƛŎŀǘƛƻƴ ƛƴ 

providing the highest quality of potable 

water and best value of services has 

become its commitment principle. A 

commitment to ensure that what was 

planned and promised is actually being 

delivered. As the demand and 

technology change dynamically, there is 

a need to identify the gap between 

customers needs and expectations with 

the services delivered so as to achieve 

higher level of performance.  

Carcar water District conducted a survey 

on September 2021 to determine the 

level of satisfaction of its 

concessionaires. The sample size was 

ōŀǎŜŘ ƻƴ ǘƘŜ ǎƭƻǾƛƴΩǎ ŦƻǊƳǳƭŀ ǊŜǎǳƭǘƛƴƎ 

to 398 respondents out of 20,751 active 

concessionaires. Given the margin of 

error of 5% (tolerance of error), there is 

a 95% certainty and accuracy of the 

result.  

The responses were scaled using a five-

point scale or the Likert scale system and 

given weight using the interpretation 

below: 

Range Interpretation 
4.20-5.00 Very Satisfied 

(VS) 
3.40-4.19 Somewhat 

Satisfied (SS) 
2.60-3.39 Undecided (U) 
1.80-2.59 Somewhat 

Dissatisfied (SD) 
1.00-1.79 Very Dissatisfied 

(VD) 
 

Respondents were profiled according to 

their Relationship with the Account 

Owner, Gender and the Type of Home 

Ownership.  

IATF Memorandum circular no. 2021-1 

states that the survey must capture the 

total citizen/client experience, 

expectations, and satisfaction in the 

delivered public service with the 

following service quality dimensions: 

Responsiveness, Reliability, Access and 

Facilities, Communication, Cost, 

Integrity Assurance and Outcome. The 

questions formulated for the survey 

were based on these dimensions. For 

this survey, three frontline services were 

covered which includes Billing, Bills 

Payment and Water Distribution & 

Customer Service. 

http://carcarwaterdistrict.gov.ph/transparency-seal/
http://carcarwaterdistrict.gov.ph/transparency-seal/
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As shown in the table, Carcar Water 

District got a Very Satisfactory 

interpretation from the seven 

dimensions. The highest rated service 

was Bills Payment with a rating of 4.73. 

Availability of payment centers and 

online payments thru Gcash and 

PayMaya could be a factor for this level 

of their satisfaction. 

 

 

 

 

 

 

Graph 1 shows the comparative results 

of the survey for the year 2021 vs 2020 

for all the services offered by the water 

district in line with the Service Quality 

Dimensions. Among the eight 

dimensions, the lowest ratings in 2020 

were Communication and 

Responsiveness both with a score of 

4.36 with an interpretation of Very 

Satisfactory. For 2021, the lowest rating 

is Communication with a score of 4.04 

with an interpretation of Somewhat 

Satisfied. The highest rating for 2020 is 

4.74 under Integrity, same as for 2021 

wherein the overall score is 4.76, both 

having a Very Satisfactory 

interpretation. As the data shows, there 

is consistency on the part of the water 

district in making sure that 

concessionaires will feel secure and safe 

for all the services offered to them. The 

overall rating for 2021 is 4.50 while 4.62 

for 2020. There may be a decrease from 

2020-2021 but the rating remains to be 

within the Very Satisfactory Level. 

 

 

 

 

 

Graph 2 shows the results of the survey 

under the dimension- Outcome. This 

dimension covers the quality of water 

provided to the concessionaires. The 

data below shows that Takdog, 

Poblacion III got a 3.58 rating and Napo 

with a rating of 4.08 both having an 

interpretation of Somewhat Satisfied. 

The highest rating came from Langub, 

Can-asujan System with a rating of 4.82 

and an interpretation of Very 

Satisfactory. 

 

 

 

 

 

 

Graph 3 shows the results of the survey 

under the dimension- Reliability. This 

dimension covers the supply of water 

distributed to the concessionaires. The 

data below shows that 5 out of 10 Water 
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Systems got an overall interpretation of 

Somewhat Satisfied namely Takdog, 

Poblacion III- 3.63; Kabadang- 3.69; 

Relis-Poblacion -3.94; Magsipit, 

Riverside ς 4.17 and Sangi, Guadalupe- 

4.19. Almost all of these Systems are 

distributing to highly elevated areas 

which could be one of the reasons why 

the supply is not 24/7. However, 5 

Systems still got a Very Satisfactory 

interpretation and the overall rating on 

this dimension in terms of Water 

Distribution is 4.22 (Very Satisfactory).   

 

 

 

 

 

Graph 4 shows the results of the survey 

under the dimension- Communication 

which pertains to the announcements 

and advisories and ways on how to let 

the concessionaires know about the 

ŘƛǎǘǊƛŎǘΩǎ ŀŎǘƛǾƛǘƛŜǎΦ ¢ƘŜ Řŀǘŀ ōŜƭƻǿ 

shows that the highest rating came from 

Napo with a score of 4.72. The lowest 

score which is 2.25 still came from 

Takdog, Poblacion III with an 

interpretation of Somewhat Dissatisfied. 

Relis,Poblacion I and Sangi, Guadalupe 

both had an overall interpretation of 

Somewhat Satisfied with ratings of 3.97 

& 3.62 accordingly.The overall rating on 

this dimension is 4.04 with a Somewhat 

Satisfied interpretation. There may be a 

need to look closely on this matter and 

find other options and how to effectively 

communicate with the concessionaires. 

 

 

 

 

 

 

Graph 5 shows the dimension that 

focuses on the knowledge, skills, 

expertise and the professionalism of the 

employees of the water district. The 

data in Table 8 shows that the 

concessionaires have full trust in the 

ability and knowledge of the employees 

of CWD, it can be seen from the graph 

that in every water system, the 

interpretation is Very Satisfactory with 

an overall rating of 4.73. 

 

 

 

 

 

 

Graph 6 will show the results of the 

survey on how quick and fast the water 

district respond to complaints and 

concerns of concessionaires. The lowest 

rating came from the zones supplied by 

Kabadang with a rating of 3.89 and Relis, 

Poblacion I with a rating of 3.72 having 

an interpretation of Somewhat Satisfied. 

Despite having low ratings on areas 

mentioned earlier, the district still got an 

overall rating of 4.44 with an 

interpretation of Very Satisfactory. 

The result of the 2021 Customer 

Satisfaction Survey was a manifestation 

ƻŦ /ŀǊŎŀǊ ²ŀǘŜǊ 5ƛǎǘǊƛŎǘΩǎ ŎƻƳƳƛǘƳŜƴǘ 

to service. Carcar Water District will not 

stop and will continue to do better and 
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strive harder for the continuous 

improvement of its operations and 

services. Based on the survey analysis, 

the water district will provide immediate 

action particularly on Communication.  

Carcar Water District is always willing to 

hear from its concessionaires for 

comments and suggestions. At present, 

the water district has its website and FB 

page as one of its communication 

vehicles wherein announcements and 

promos are being posted.   

INNOVATIVENESS 

COMMERCIAL AND TECHNICAL 

OPERATIONS 

Self- Service Kiosk 

Instances when concessionaires forget 

to bring their bill or even lose it could 

cause inconvenience, stress and delays 

to both the concessionaires and CWD 

personnel. For better overall experience, 

the CWD self-service kiosk was installed 

to allow concessionaires to 

independently view and print their bill. 

With this innovation several advantages 

are now being enjoyed, such as: 

ωaƛƴƛƳŀƭ ǉǳŜǳƛƴƎ ǘƛƳŜ ƛƴ ǇŀȅƳŜƴǘ ƻŦ 

water bills 

ωCƻǊ ŎƻƴŎŜǎǎƛƻƴŀƛǊŜǎ ǿƘƻ ƭƛƪŜ ǘƻ Řƻ 

things for themselves, the automated 

self-service kiosk could be the key to 

improving their experience 

ω/ƻƴǎƛǎǘŜƴǘ ǘǊŀƴǎŀŎǘƛƻƴǎ ŀƴŘ ŀ ƘƛƎƘŜǊ 

level of accuracy as the concessionaire 

can review his/her bill even without the 

distributed copy 

ωwŜŘǳŎŜǎ ǇƘȅǎƛŎŀƭ ǎƻŎƛŀƭ ƛƴǘŜǊŀŎǘƛƻƴ 

which is desirable in this time of 

pandemic. 
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Text Blast 

In the aim for better customer service, 

and in partnership with Smart 

Communications, CWD launched its text 

blast initiative. A text blast is an SMS text 

message sent from a single source to a 

large group of people simultaneously. 

The customer service group continually 

updates the database of all 

ŎƻƴŎŜǎǎƛƻƴŀƛǊŜǎΩ ŎƻƴǘŀŎǘ ƴǳƳōŜǊǎ ŀƴŘ 

uses the aforementioned to text their 

monthly bills and other CWD important 

announcements. 

New and Improved Meter 

Reading 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

In the pursuit of innovation, CWD has 

implemented for use its new and 

improved meter reading device. This 

allows meter readers to print the bill 

instantly after the meter reading, thus 

eliminating the need for meter readers 

to go back and forth to the office to print 

the bills; improving time efficiency. 
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Financial Summary  
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HUMAN 

RESOURCE 

MANAGEMENT 
 

STAFF PRODUCTIVITY INDEX 

 

 

As of December 31, 2021, Carcar Water 

District has staff productivity ratio of 

192:1 which means that one employee 

serves one hundred ninety-two 

concessionaires.  

DEMOGRAPHICS 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Employees of Carcar Water District 

average years in service is 6.65.  

MONTHLY ACTIVITIES 

Granted as level two in PRIME HRM, 

Carcar ²ŀǘŜǊ 5ƛǎǘǊƛŎǘΩǎ IǳƳŀƴ 

Resource Management is guided by 

four processes under the mandate of 

Civil Service Commission namely: 

¶ Recruitment and Selection 

Process 

¶ Performance Management 

System 

¶ Learning and Development 

¶ Rewards and Recognition 

These processes serve as pillars in 

/²5Ωǎ IǳƳŀƴ wŜǎƻǳǊŎŜ 5ƛǾƛǎƛƻƴ ŀƴŘ 

the steering wheel for employee 

development and organizational 

growth.  

22,529 117 192:1

Total No. of Active 

Concessionaires 
Total No. of Employees 
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The following are the summary of HR 

activities for 2021. 

JANUARY 

       Evaluation of Individual 

Performance and Calibration of 

Targets ς Jan. 27, 2021 

 

 

 

 

 

 

 

 

 

FEBRUARY 

     Oathtaking of Promoted 

Employees- February 22, 2021 

 

 

 

 

 

March 

      Oathtaking of New Personnel- 

March 1&8, 2021 

 

 

 

 

      Onboarding of New and 

Promoted Personnel- March 8, 2021 

 

 

 

 

 

 

 

May 

       Conducted Activities for Carcar 

Water District Anniversary 

1. Virtual Quiz Bowl- May 26, 2021 

 

 

 

 

 

 

 

2. Inauguration and Blessing of 

New Facilities- May 28, 2021 

 

 

 

 

 

 



46 
 

       PRAISE Awards 

Carcar Water District recognizes top 

performing employees.  

   

 

 

 

 

 

 

 

June 

       Facilitate Turn-around time of Hiring 

of Employees 

ü June 5, 2021- Preliminary 

Evaluation 

ü June 7-8, 2021- Functional 

Skills Test 

ü June 14, 2021- Behavioral 

Event Interview 

ü June 17, 2021- Deliberation 

by HRMPSB 

  

 

 

 

Target Setting for July- December 

2021 -   June 24 & 29, 2021 

 

 

 

 

July 

       Oathtaking of Promoted and Newly 

Hired Employees- July 19, 2021 

 

 

 

 

 

 

       Annual Physical Exam- July 16, 2021 

 

 

 

 

 

 

 

 

September 

       Human Resource Planning- 

September 13, 2021 
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       Participated in the 121st Civil Service 

Month Anniversary and its Activities 

 

 

 

 

 

 

 

       Institutional Registration by 

Philippine Statistics Authority (PSA)- 

September 9, 2021 

 

 

 

 

 

 

 

Carcar Water District Virtual Family 

Day ς September 25, 2021 

 

 

 

 

 

 

 

 

 

 

October 

       Facilitate Flu Vaccine- Oct. 8, 2021 

 

 

 

 

 

       Performance Management 

Orientation of Forms & Simulation- Oct. 

1,6, & 8, 2021 

 

 

 

 

 

 

December 

       Employee Satisfaction Survey 

HR Division conducted the first 

Employee Satisfaction Survey which 

aims to check the level of satisfaction of 

/ŀǊŎŀǊ ²ŀǘŜǊ 5ƛǎǘǊƛŎǘΩǎ 9ƳǇƭƻȅŜŜǎΦ ¢ƘŜ 

survey utilizes the descriptive and 

scoring system:  

Score Interpretation 

50-60 Great Job 

30-39 Ok Job 

20-29 Bad Job 

1-19 Depressing Job 

 

The survey respondents will be the total 

number of permanent employees. The 
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survey gave 30 questions to be 

answered by each employee. 

 

 

 

 

 

The table above shows the total number 

of yes and no answers per question. 

 

 

 

 

 

The table above shows the summation 

of all scores per question.  

Based on the survey, it was concluded 

that Carcar Water District has done a 

great job towards its employees 

especially on managers treating their 

subordinates as a person making work as 

a real plus in their lives.  

       Year-end Assessment- December 

24, 2021  

Carcar Water District conducted a year-

end assessment and recognized the 

early responders after the typhoon 

άhŘŜǘǘŜέ ǿƘƛŎƘ ƎǊŜŀǘƭȅ ŘŜǾŀǎǘŀǘŜŘ ǘƘŜ 

entire province. It was also during this 

Řŀȅ ǘƘŀǘ ǘƘŜ ǿŀǘŜǊ ŘƛǎǘǊƛŎǘΩǎ ŜƳǇƭƻȅŜŜǎ 

crafted the CWD Slogan: 

ά.ŀƴƎƻƴΗ tŀŘŀȅƻƴΗ /ŀǊŎŀǊ ²ŀǘŜǊ 

5ƛǎǘǊƛŎǘΗέ  

The slogan was in response to the 

aftermath of the typhoon to continue its 

service of delivering water supply even 

during the calamity.  

 

 

 

 

Other Activities 

       Trainings and Seminars 

All throughout the year trainings and 

seminars are given to all employees as 

part of the learning and development 

process. 

Trainings and seminars were conducted 

via zoom or via open space meetings. 

Employees who attended these 

meetings are then asked to re-echo their 

learnings to their co employees. Here is 

a list of trainings conducted for the year 

2021: 

Á Effective Communication Skills-

April 6 

Á Cash Management & Its Internal 

Control System- April 6-8 

Á RA 9184 & Its Control System- 

April 6-8 

Á Effective Presentation Skills ς 

April 8 

Á Time, Production & Stress 

Management- April 8 

Á The Philippine Government 

Accounting Standards- April 14-

16 
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Á Preparation of the Project 

Procurement Mgt. Plan (PPMP) 

and the Annual Procurement 

Plan (APP)- April 14-16 

Á Online Course on PRIME-HRM: 

Performance Mgt. for PRIME-

HRM Level 2- April 

12,14,19,23,26,26 

Á The Philippine Budgeting 

System- April 20-23 

Á Basics of Housekeeping and 

Table Setting- April 13 

Á ²ƻǊƪŜǊΩǎ hŎŎǳǇŀǘƛƻƴŀƭ {ŀŦŜǘȅ ϧ 

Health- April 21, May 12, June 

18, July 23, Nov. 17, Nov. 26 

Á Customer Service Excellence- 

May 12 

Á How to reduce NRW brought by 

Commercial Losses-May 21  

Á Improving The Organization and 

Control of Files for effective 

Recordkeeping- June 16-18 

Á ¢ǊŀƛƴŜǊΩǎ ¢ǊŀƛƴƛƴƎ- June 22, July 

9 

 

Á Customer Service Excellence- 

June 28 

Á aǳƭǘƛǇƭƛŜǊΩǎ ¢ǊŀƛƴƛƴƎ- August 18 

Á Internal Quality Audit 

Á Middle Management Training 

and Development -September 6 

Á 2021 Public Sector HR 

Symposium- September 15-17 

Á Government Property & Supply 

Management- September 21, 

2021 

Á Assertive Oral & Written 

Communication Skills 

September 22-24 

Á Contract Implementation- 

Oct.7-8 

Á Root Cause Analysis- Oct. 22 

Á Crafting of CWD GAD Agenda- 

Nov. 9-10 

Á Training program Development- 

Nov. 16 

Á Enhancing effective 

Communication Skills Training 

Nov. 19 

Á CWD Gender & Development 

(GAD) Orientation- Nov. 25 

Á Commercial Practices System-

Dec. 7,9,10 

 

Birthday Celebrations 

For the whole year of 2021, Carcar 

Water District celebrates the birthday of 



50 
 

its employees every first Monday of the 

month.  

 

 

 

 

 

 

 

 

 

ORGANIZATION 

AND STRATEGY 

 

STRATEGIC BUSINESS PLAN 

Carcar Water District is presently 

confronted   with impending challenges 

in the services provision that require 

strategic focus to increase water supply, 

service coverage, enhanced service 

reliability and financial sustainability. 

On March 24, 2021 Board Resolution No. 

7 series of 2021 was passed by the Board 

approving the Strategic Business Plan of 

Carcar Water District for CY 2020-2029.  

This Strategic Business Plan (SBP) of 

CWD for the 10-year period 2020 ς 2029 

is vital in providing an effective 

framework for the strategic focus. 

Thanks to the Water Operator 

Partnership funded by the WaterWorX 

ǇǊƻƧŜŎǘ άtŜǊŦƻǊƳŀƴŎŜ 9ƴƘŀƴŎŜƳŜƴǘ 

Water Utilities in the Philippines 

όt9²¦tύέΣ ǘƘŜ ŎƻƻǇŜǊŀǘƛƻƴ ŀƴŘ ǎǳǇǇƻǊǘ 

of Vitens Evides International (VEI) in the 

preparation of the Strategic Business 

Plan is most sincerely appreciated and 

has provided a very strong foundation 

for Carcar Water District in fulfilling its 

mandate and meeting the expectations 

ƻŦ /²5Ωǎ ŎǳǎǘƻƳŜǊǎ ŀƴŘ ǎǘŀƪŜƘƻƭŘŜǊǎΦ 

/²5Ωǎ ŦƻŎǳǎ ŀǊŜŀǎ ŦƻǊ ǘƘŜ ƴŜȄǘ мл ȅŜŀǊǎ 

will include the following: 

 Increase Water Supply 

 Increase Service Coverage  

 Reduce Non-revenue Water 

 Improve Water Service 

Reliability and Quality 

 Pursue Effective and Efficient 

Service Delivery and Customer 

Relations 

 Strengthen Capacity Building of 

Staff 

 Strengthen Databases and IT 

Systems to facilitate effective 

and proactive decision-making 

in service delivery, asset 

management and development 

as well as in resources 

optimization. 
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The strategies and actions that have 

been developed in line with the above 

focus areas are well outlined in this SBP 

and will steadily lead Carcar Water 

District towards its vision of being 

recognized as the most outstanding 

government water and sanitation 

service provider in the Philippines by the 

year 2030. 

The Board and Management of Carcar 

Water District are committed to the 

successful, timely and cost-effective 

implementation of the strategies and 

actions enshrined in this Strategic 

Business Plan.  

 

PUBLIC HEARING 

Carcar Water District conducted a public 

hearing on the water rate adjustment on 

April 28, 2021, at Esperanza Osmeña 

Gym, Población III, Carcar City Cebu.  

This was attended by the Carcar Water 

District Board of Directors, Carcar City 

LGU Officials, LWUA Representative, 

Project Manager, Carl Kamstra of Vitens 

Evides International, Carcar Water 

District Management and Staff, Carcar 

Water District Concessionaires, and 

representatives from other water 

districts. 

On the rationale explained by General 

Manager Engr. Edward Remo, the last 

public hearing was on September 2012 

and due to the changing times and 

increasing demand there is a need to 

adjust the water rates.  

 

Ms. Josefa Salavacion Manugas, 

Department Manager for Finance, HR, 

and Admin, reported on the results of 

financial and technical operations and 

further explained how the CWD 

managed to sustain its operations for 

the past 9 years without increasing rates 

despite rising operating costs. Historical 

cashflow was also shown and negative 

net cash flow balances were reflected 

for the years 2019-2020 thus the 

indispensable adjustments of rates. Ms. 

Manugas also presented the CWD 

Projected Performance from 2021-2029 

which is in accordance with /²5Ωǎ 

Strategic Business Plan and pointed out 

that the net income will be given back to 

concessionaires through capital outlays 

which was enumerated in detail during 

the presentation. 

An open forum was held after all the 

presentations wherein the public were 

given a chance to ask for questions and 

clarifications. All the issues, questions, 

concerns were thoroughly discussed and 

answered by the General Manager Engr. 

Edward Remo and the Carcar Water 

District Management.   
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QUARTERLY ASSESSMENTS 

Carcar Water District conducts a 

quarterly assessment every last Friday 

after each quarter.  

During these assessments, each division 

reports its accomplishments for the past 

quarter and presents the targets for the 

next quarter. 

 

 

 

 

 

 

  

 

 

 

 

 

Participating divisions namely the 

Finance, Operations and Maintenance, 

Human Resource, Commercial, 

Administrative together with the 

Management and the Office of the 

General Manager report in detail all the 

activities done for the quarter and assess 

performance and services of Carcar 

Water District. This activity is also an 

avenue for employees to ask the 

management and the divisions on the 

direction of the district. The quarterly 

assessments promote internal 

transparency and synergy within the 

different divisions of the water district.  

 

INTERNAL QUALITY AUDIT 

Carcar Water District was certified for 

ISO 9001:2015 Quality Management 

System last January 2016 and recertified 

last December 2019.  In its continual 

efforts to improve its Quality 

Management System, an Internal 

Quality Audit is done twice a year.  

The management determined 

employees from each division to be part 

of the Internal Quality Audit team. 

Before becoming part of the team, these 

employees were trained for internal 

audit by TUVRheinland, an ISO 

Certification company and global leader 

in independent inspections services 

headquartered in Germany.  

 

 

 

 

 

 

 

 

The findings of the Internal Quality 

Audit Team are formally communicated 

during closing audit meetings.  
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MANAGEMENT REVIEWS 

 Management Reviews are done to make 

sure ISO standards are being followed 

and also in response to the Audit 

Findings presented during the closing 

meetings of Internal Quality Audit. 

Divisions that have audit findings will 

present their action plan in correcting or 

improving their processes seen during 

audit as well as the timeline in the 

implementation of changes or 

corrections.    

PIPELINE EXPANSIONS  

In its goal of inclusivity of water, Carcar 

Water District has done several pipeline 

expansions in the following areas: 

¶ Lupa and Tubod Valencia  

 

 

 

 

 

 

¶ Divine Mercy Buenavista 

 

 

 

 

 

 

 

 

 

 

¶ Danao 1, Buenavista 

 

 

 

 

 

 

¶ Abuno Valencia  

 

 

 

 

 

 

¶ Chicosan Napo 

 

 

 

 

 

 

¶ Napo to Cayam 

 

 

 

 

 

 

 


