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CITIZEN'S CHARTER £&7 &=
FOREWORD

The MCIAA Citizen Charter for 2017 is an

enactment in observance of RA 9485, otherwise
==l 1y26y HaSRI! ¢S BOG 2F ¢
D provisions, guidelines, procedures and timelines
- ; . ) :
L 4 in the delivery of the frontline services are

updated in accordance with thiatest issuances

of Civil Service Commission (CSC). Since
November 2014 when MCIAA implemented  the PuBlivate
Partnership with GMCAC, our processes have always focused on
enhancement of transparency and accountability in government service
with the gals of cutting red tape, reducing corruption in government
processes, and awareness of public accountability.

In order to meet the expectations and help sustain the declared State

t 2t A08 G2 LINRPY2GS AYyiSaNrndaex I OC
publicaffairs and public property as well as establish effective practices
FAYSR 4 GKS LINBGSyYyuAzy 2F 3INI T

/I AGAT SyQa [/ KFENIGISNI KIFa 6SSy |R2LIS
services and to provide basic information on tAathority. It is my
K2LJS GKFdG GKA& / AGATSYyQa / KIF NI SN .
delivery of services, as well as, to enhance public exposure and
perception of our operations at Macta@ebu International Airport,

which we are promoting as a nuagj airport hub in the Asia Pacific
Region and as an international gateway to the country.

Our clientele and the general public are encouraged to call or meet
with our personnel or visit our website www.mciaa.gov.ph for a deeper
and better understandingf our services.

Issued on at the MaCGabu International
Airport, LapuLapu City, Philippines.

ATTY. STEVE Y. DICDICAN
General Manager & CEO
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MactanCebu Internatio
(MCIAA) is a creation
otherwise known as.its corporate
MCIAA Is a governmeioiwne
corporation and IS an atta
Department of Tra
Communication. RA 6958
31, 1990 but the Authori
on December 18, 1990.

' Act 6958
arter. The
d controlled

ed” agency of the
ortation and
AS approved on July
started to operate

The carporate powers of the Authority are
exercised byrand vested in a Board of eleven
members, whichuis - composed of the DOTr
secretary @s Chairman, the DOT secretary as
Vice Chairman and nine from the government
and private sector members.
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OBJE

The Authority shall principally 2conomical,
efficient and effective col - |
supervisionof the Mactan (Cebu) In
the Province of Cebu, and other &
the future. Its objectives are:

nal Airport in
3 established in

develop international
Central Visayas and

a. To encourage, promaote ag
and domestic air traffic in the
Mindanao regionsas a meang of making the region
centers of /international tr&de and tourism, and
accelerating the development.of the means of
transportation and communieations in the country; and

b. To upgrade the services and facilities of the
airports aml to formulate..internationally acceptable
standards / of _airport accommodation and service.
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VISION By 2030 MCIA is one of the Top :
passengexcentric airport in Asia.

CORE VALUES
 Dependability

| Collaboration

| Empathy

| Trustworthiness

1’
1’
1’
1’

MISSION

U Run passengeay
friendly airports,
complaint with
International civil
aviation
standards, that
connect Cebu to
the world.
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CITIZEN'S CHARTER

APPLICATION FOR NEWTHORITY TO DRIVE AIRSIDE (ADA)

SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAY TO FRIDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:
AIRPORT PERSONNEL DRIVING/OPERATING AT THE AIRCRAFT MOVEMENT AREAS

REQUIREMENTS:

1. LETTER REQUERDM THE COMPANY
2. PHOTOCOPY OF DR&YERENSENDRAB 1D

3. AMA AWARENESS TRAINING CERTIFICATE

4. PAYMENT OF FEES AND CHARGES

HOW TO AVAIL OF THE SERVICE

Submit a Receive request 5 minutes  Duty - Order of
written and verify Operations payment
request/ completeness of Department
endorsement requirements and staff
issue order of
payment
Quialified ADA CAT 2: - Duty - Endorsement
applicant Endorsequalified Operations Letter and
undergo applicants to Department Assessment
practical exam GMCAC for staff Form
practical exam
ADA CAT 3 and C/
4:
Conduct practical
exam
- Receive 5 minutes  Duty - Endorsement
endorsement from Operations Letter
GMCAC of qualifiet Department
CAT 2 applicants staff
Fill out Verify 5 minutes  OIC, P165 per ADA
application accomplished form Operations  month Application
form, pay fees, and endorse to ID Department Form and
charges and  Pass Division for staffand p336.00 Official
receive official fabrication of ADA duty per Receipt
receipt card collector annum
VAT
inclusive
- Affirm and sign 5 minutes  OIC, - ADA Card
ADA Card Operations
Department
Receive ADA Release ADA Card 2 minutes  Duty IIDPCD - -
Card Staff
- TOTAL - 22 minutes - - -
END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY
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APPLICATION FOR RENEWAL OF AUTHORITY TO DRIVE AIRSIDE (ADA)
SCHEDULE OF AVAILABILITY OF SERVICE:

MONDAY TO FRIDAY

8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:

AIRPORPERSONNEL DRIVING/OPERATING AT THE AIRCRAFT MOVEMENT AREAS
REQUIREMENTS:

1. LETTER REQUEST

2. PHOTOCOPY OF DRIVERS LICENSEORBBDB, ID

3. AMA AWARENESS RECURRENCY TRAINING CERTIFICATE

4. PAYMENT OF FEES AND CHARGES
HOW TO AVAIL OF THE SERVICE:

Submit a Receive request and 5 minutes  Duty - Oder of
written verify completeness Operations Payment
request/ of requirements and Department
endorsement  issue order of staff
payment
- ADA CAT 2: 5 minutes  Duty - Endorsement
Endorse qualified Operations Letter
applicants to GMCAC staff
for evaluation
- Receive endorsemen 5 minutes  Duty - Endorsement
from GMCAC of Operations Letter
qualified CAT 2 staff
applicants
Fill out Verify accomplished 5 minutes  Duty P336.00 per ADA
application form and endorse to Operations annum Application
form, pay fees ID Pass Division for staff and VAT Form and
and charges, fabrication of ADA duty inclusive Official
and receive card collector Receipt
official receipt
- Affirm and sign ADA 5 minutes  OIC, - ADA Card
card Operations
Department
Receive ADA Release ADA Card. 2 minutes Duty IIDPCD - -
card staff
- TOTAL - 27 minutes - - -
END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY
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APPLICATION F@RTHORITY TOSEAIRSIDE (AUAJEHICLE STICKER
SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAY TO FRIDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:
VEHICLES AND EQUIPMENTS USED AT THE AIRCRAFT MOVEMENT AREAS
REQUIREMENTS:
1. LETTER REQUEST
2. PHOTOCOPY OF OFFICIAL RECEIPT (O.R.) AND CERTIFICATE OF REGISTRATION (C.R.)
3. VEHICLE INSPECTION RESULT
4. PAYMENT OF FEES AND CHARGES
HOW TO AVAIL OF THE SERVICE:

Submit a Receive request and 10 minutes Duty - Order of
written verify completeness Operations Payment
request/ of requirements and Department
endorsement issue order of Staff

payment
Pay fees and IssueOfficial Receipt 5 minutes Duty P168.00 Official
charges, and Collector per Receipt
receive vehicle
official sticker
receipt VAT

inclusive

- Verify Official 5 minutes  Duty - -

Receiptand Pos Operations

Vehicle 8cker Department

control number staff
Receive AUA Issue AUA vehicle 5 minutes Duty IIDPCL - AUA
Vehicle sticker Vehicle
Sticker Sticker

- TOTAL - 25 minutes - - -

END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY PagelO
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REQUEST FOR BLOTTER CERTIFICATE / AIRPORT POLICE REPORT

SCHEDULE OF AVAILABIOR $ERVICE:
MONDAY TO FRIDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:
CLIENTS REQUESTING FOR BLOTTER CERTMRIGRORN POLICE RERBRIM THE
AIRPORT POLICE OF MACTAN CEBU INTERNATIONAL AIRPORT
REQUIREMENTS:
1.CLIENT REQUEST
2.PAYMENT OF FEEND CHARGES
HOW TO AVAIL OF THE SERVICE:

Fill out client  Receive duly filled up 1 minute DutyDesk - Client
request form  client request form Officer Request
Form
Request for = Review incident detail 5 minutes Duty Desk - -
Blotter and check available Officer
Certificate/ records. If record of
Airport Police incident is available,
Report advise client to pay fe
Pay feeand Collect payment and 3 minutes Duty Collector P22.40 per Official
charges, and issue Official Receipt. certificate/ Receipt
receives Officii report
Receipt VAT
inclusive
PresenDfficial Confirm Official Recei 15 minutes  Duty APD -
Receipt. Prepare and priBiotter Administrative Blotter
CertificateAlirport Staff Certificate/
Police Report Airport
Police
Report
Sign Blotter Certifidate 2 minutes Duty Certifying -
Airport Police Report Officer, APD
Receive Blotte Release Blotter 2 minutes DutyAirport - Blotter
Certificate CertificateAlirport Police, APD Certificate/
Airport Police Police Report. irport Police
Report Report
- TOTAL - 28 minutes - - -
END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagell
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APPLICATION FORANSPORTATION UTILITY CONCESSION PERMIT FOR DELIVERY /

CARGO SERVICE VEHICLES
SCHEDULE OF AVAILABILITY OF SERVICE:

MONDAY TO FRIDAY

8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:

CARGO FORWARDERS, CONCESSIONAIRES$ CMANTS, OTHEREIES TRANSACTING
SERVICE BUSINESS AT THE MCIA CARGO AREA, AND SUPPLIERS OF CONCESSIONAIRES
REQUIREMENTS:

1. PHOTOCOPY OF OFFICIAL RECEIPT (O.R.) AND CERTIFICATE OF REGISTRATION (C.R.), AND
BUSINESS PERMIT.

2. COMPANY TAX IDENTIFICATION NUMBER (TIN)

3. PAYMENT OF FEES AND CHARGES.

HOW TO AVAIL OF THE SERVICE:

Submit Receive and 10 minutes Duty - Concessior
documentary evaluate BDCD Permit,
requirements submitted Staff Order of
andrelevant documentsand Payment
information.  information

Encode

applicai Q& F

to the Concessior

and Lessees

System and

generate

Concession

Permit

IssueOrder of

Payment

Pay fees and Collect payment 5 minutes Duty P3,79680 Official

chargesand and issue Official Collector  per unit/yea Receipt
receive Receipt VAT

Official inclusive

Receipt

Receive Attach Vehicle 5 minutes Duty Vehicle
Vehicle Stickerto unit BDCD Sticker

Sticker Staff

TOTAL - 20 minutes - -

END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagel2
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CITIZEN'S CHARTER
APPLICATION FOR TEMPORARY VEHICLE PASS FOR DELIVERY / CARGO SERVICE

VEHICLES AND PRIVATE SERVICE VEHICLES
SCHEDULE OF AVAILABILITY OF SERVICE:

MONDAY TO FRIDAY

8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:

CARGO FORWARDERS, CONCESSIONAIRES CMANKTS, OTHER ENTITIES TRANSACTING
SERVICE BUSINESS AT THE MCIA CARGO AREA, AND SUPPLIERS OF CONCESSIONAIRES
REQUIREMENTS:

1. PHOTOCOPY OF OFFICIAL RECEIFOROHE)VEHICAND CERTIFICATE OF REGISTRATION

(C.R

2. COMPANY TAX IDENTIFICATION NUMBER (TIN)

3. PAYMENT OF FEES AND CHARGES
HOW TO AVAIL OF THE SERVICE:

Fill out Request Receive request 5 minutes Duty - Request

Form. Submit  form and BD® Form for

documentary evaluate Staff issuance of

requirements submitted Vehicle Pass

and relevant documents and

information information. Order of
Payment

Issue Order of

Payment
Pay fees and Collects 5 minutes Duty P56.00 Official
charges payment and Collector per 3 days Receipt
issue Official VAT
Receipt inclusive
Receive IssueTemporary 3 minutes Duty - Temporary
Temporary Vehicle Pass BDD® Vehicle Pass
Vehicle Pass Staff

- TOTAL - 13 minutes - - -

END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagel3
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APPLICATION FOR STODPASS

SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAY TO FRIDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:
PERSONISITING OR PERFORMING OFFICIAL TRANSACTIONS IN RESTRICTED AREAS OF THE AIRPOR
REQUIREMENTS:
1. LETTER REQUEST FROM PERSON, HEAD OF OFFICE, OR DULY AUTHORIZE REPRESENTATI
2. PAYMENT OF FEES AND CHARGES
HOW TO AVAIL OF THE SERVICE:

Accomplis@ilient Receive and 5minutes Duty - Client
Transaction Slip check [IDPCD Transactio
completeness of staff Slip

details in Client
Transaction Slip

Payfeesand Collect payment 5minutes Duty P56.00 Official
charges and issu®fficial Collector per pass Receipt
Receipt VAT
inclusive
Present Official Verifie©fficial 15minutes Duty - Facilitation
Receipt and Receipt, print an IDPCD Pass
receive IssueFacilitation staff

Facilitation Pass Pass

- TOTAL - 25minutes - - -

END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagel4
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APPLICATION FOR PUBLIC UTILITY DRDERFERING MACTAN CEBU

INTERNATIONAL AIRPORT
SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAY TO FRIDAY
8:00AMTO 5:00PM  NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:
PUBLIC UTILITY DRIVERS COVERING MACTAN CEBU INTERNATIONAL AIRPORT
REQUIREMENTS:
1. LETTER REQUEST FROM PERSON, HEAD OF OFFICE, OR DULY AUTHORIZE REPRESENTATI
2. TWO (2) PIECES 2X2 COLORED UREI®@MTH WHITE BACKGROUND
od t9w{hb![ 5wLz9wQ{ [L/9b{09
4. PAYMENT OF FEES AND CHARGES
HOW TO AVAIL OF THE SERVICE:

Submlt Letter Receive documentand 2 minutes APD Administrativ -

Request approve for processing. Staff / Head APD

Accomplish  Verify if Renewal or New 2 minutes Duty APD staff - -

Personal Applicant. For Renewal,

Information proceed to Step number

Sheet and while for New Applicant,

submits requireClient to accomplis

Required Personal Information Sh

Documents. and to submit Required
Documents.
Checks Personal 5 minutes Personal
Information Sheet and Information
required documents. anc Sheet

advise Client to undergo
traffic orientation.

Payfees and Collecpayment and issue 3 minutes  Duty Collector P336.00 Official
charges, and Official Receipt. VAT Receipt
receivefficial inclusive

Receipt

Present Officie Confirm Official Receipt. 10 minutes Duty IIDPCD stafi - -
Receipt, and Assign ID Number and
have picture encode client details.
taken. Conduct pictutaking of
Client.

Receives PUV Release PUV Driver ID. 2 minutes - PUV Drivel
Driver ID and Requireslient to sign in ID

signin Receipt Receiptogbook.

Logbook.

TOTAL 32 minutes
END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagel5
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APPLICATION FARINUAL ACCESS PASSYAAP

SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAY TGUNDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:
PERSONNEL WORKING OR PERSONS PERFORMING OFFICIAL TRANSACTIONS IN RESTRICTEL
AREAS IN THE AIRPORT
REQUIREMENTS:
1. LETTER REQUEST FROM PERSON, HEAD OF OFFICE, OR DULY AUTHORIZE REPRESENTATI
2. NBl CLEARANCE
3. TWO (2) PIECES 2X2 COLORED ID PICTURE
4. AITENDANCE TO SECURITY AWARENESS BRIEFING
5. PAYMENODF FEES AND CHARGES
HOW TO AVAIL OF THE SERVICE:

Submit letter  Receivéetter 25minutes  Duty APD - -
request and reqeest and check Administrativ
required completeness of Staff
documents required

documents.
Accomplish  Verify PIS and 10 minutes Duty APD - Personal
personal conduct Administrativ Informatiol
information fingerprinting Staff Sheet
sheet and
undergo
fingerprinting.
Pay éesand Collect payment 5 minutes Duty Collectc P336.00 Official
charges and and issue official VAT Receipt
receive official receipt inclusive
receipt
Present official Verify official 20minutes  Duty IIDPCD - Restricted
receipt and hav receipt. conduct staff Area
picture taken picture taking Badge
and receive R/ and issue

restricted area

badge

- Total : 60minutes - - -

END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagel6
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APPLICATION FOR PUBLIC UTILITY DRDERFERING MACTAN CEBU

INTERNATIONAL AIRPORT
SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAY TO FRIDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE:
PUBLIC UTILITY DRIVERS COVERING MACTIANERIBATIONAL AIRPORT
REQUIREMENTS:
1. LETTER REQUEST FROM PERSON, HEAD OF OFFICE, OR DULY AUTHORIZE REPRESENTATI
2. TWO (2) PIECES 2X2 COLORED ID PICTURE WITH WHITE BACKGROUND
od t9w{hb![ 5wLz9wQ{ [L/9b{09
4. PAYMENT OF FEES AND CHARGES
HOW TO AVAIOF THE SERVICE:

Submlt Letter Receive documentand 2 minutes APD Administratiy -

Request approve for processing. Staff / Head APD

Accomplish  Verify if Renewal or New 2 minutes DutyAPD staff - -

Personal Applicant. For Renewal,

Information proceed to Step number

Sheet and while for New Applicant,

submits require Client to accompl

Required Personal Information She

Documents. and to submit Required
Documents.
Checks Personal 5 minutes Personal
Information Sheet and Information
required documents. and Sheet

advise Client to undergo
traffic orientation.

Payfees and Collecpayment and issue 3 minutes  Duty Collector P336.00 Official
charges, and Official Receipt. VAT Receipt
receivefficial inclusive

Receipt

Present Officie Confirm Official Receipt. 10 minutes Duty IIDPCD stafi - -
Receipt, and Assign ID Number and
have picture  encode client details.
taken. Conduct pictutaking of
Client.

Receives PUV Release PUV Driver ID. 2 minutes - PUV Driver
Driver ID and Requireslient to sign in ID

signin Receipt Receiptogbook.

Logbook.

TOTAL 32 minutes
END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagel7
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APPLICATION FOR NEW TEMPORARY ACCESS PASS (TAP)
SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAY TO SUNDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THERVICE:
PERSONNEL PERFORMING OFFICIAL TRANSACTIONS IN RESTRICTED AREAS IN THE AIRPORT
REQUIREMENTS:
1. LETTER REQUEST FROM PERSON, HEAD OF OFFICE, OR DULY AUTHORIZE REPRESENTATI
2. NBl CLEARANCE
3. TWO (2) PIECES 2X2 COLORED ID PICTURE
4. ATTENDANCE TO SECURITY AWARENESS BRIEFING
5. PAYMENDFFEE®&ND CHARGES
HOW TO AVAIL OF THE SERVICE:

charges, and

and issu®fficial

END OF TRANSACTION

Submit Receive letter 25minutes  Duty APD
approved letter request and Admlnlstratw
requestand  check Staff
required completeness ¢
documents required
documents.
Accomplish  Verify Brsonal 10 minutes Duty APD - Personal
personal Information Administrativ Informatio
information Sheetand Staff sheet
sheet conduct
and undergo fingerprinting
fingerprinting.
Paysdes and Collect paymen 5 minutes Duty Collectt P168.00  Official

(more than Receipt

receive official Receipt 1moto 3
receipt mos)
P56.00or
(1 mo.)
Vat
inclusive
Present official VerifyOfficial 20minutes  Duty IIDPCLC - Temporan
receiptand Receipt, staff Access
have picture  conduct Pass
takerand picture taking
receive and issue
temporary Temporary
access pass  access Pass
TOTAL - 60minutes - - -

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY
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APPLICATION FOR EXTENSION OF TEMPORARY ACCESS PASS (TAP)

SCHEDULE OF AVAILABILITY OF SERVICE:
MONDAYTO SUNDAY
8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THERVICE:
PERSONNEL PERFORMING OFFICIAL TRANSACTIONS IN RESTRICTED AREAS IN THE AIRPORT
REQUIREMENTS:
1. LETTER REQUEST FROM PERSON, HEAD OF OFFICE, OR DULY AUTHORIZE REPRESENTATI
2. NBl CLEARANCE
3. TWO (1) PIECES 2X2 COLORED ID PICTURE
4. PAYMENOFFEE®ND CHARGES
HOW TO AVAIL OF THE SERVICE:

Submit Receive request and 25 minutes Duty - -
approved verify completeness IIDPCD
letter equest  of requirements and staff
issue order of
payment
Pay fees and Collect payment and 5 minutes Duty Pse.00 Official
receive issue official eceipt Collector  for 1 Receipt
official receipt Month
VAT
inclusive
Present Verify official receipt, 20 minutes Duty - Temporary
official receipt print and issue IIDPCD Access
and receive  temporary accessaaps staff Pass
temporary / orientation
access @ss
- TOTAL - 50 minutes - - -
END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Pagel9
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USAGE OF TERMINADUNGE (GENERAL AVIATION AND INDUSTRIAL DIVISION)

SCHEDULE OF AVAILABILITY OF SERVICE
MONDAY TO SUNDAY
6:00AM TO 6:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE?
ANY PASSENGER OR WHSHER THAT WILSEUTHE GENERAL AVIATION LOUNGE
REQUIREMENTS:
1. PAYMENTS OF FEES
HOW TO AVAIL OF THE SERVICE:

Tender payment Receive 5 minutes Duty Ps6.00 Official
payment Collector Receipt
- Total 5 minutes
END OF TRANSACTION

MACTAN CEBU INTERNATIONAL AIRPORT AUTHORITY Page20



ISSUANCE OF ACCESS PASS (GENERAL AVIATION AREA)IRUR NAATR
SCHEDULE OF AVAILABILITY OF SERVICE:

MONDAY TO SUNDAY

8:00AM TO 5:00PM NO NOON BREAK
WHO MAY AVAIL OF THE SERVICE?

ANYBODY WHO WISHES TO ENTER THE GENERAL AVIATION AREA FOR ANY BUSINESS
TRANSACTION
REQUIREMENTS:

1. VALID IDENTIFICATION CARD

2. FILLEBJP FORM DULY
HOW TO AVAIL OF THE SERVICE:

Issue payment order On duty Airport - Payment
mmutes Police/Deputized Order
Security Guard

Go back to Polict Issue facilitation pass On duty Airport - Facilitation
office mmutes Police/Deputized Pass
Security Guard

END OF TRANSACTION

FEEDBACK SYSTEM




COMMENTS, SUGGESTIONS AND COMPLAINTS WHICH ARE RESPONSIVE
REACTIRS TO SITUATIONS AT THE AIRBRQVMFLEX THAT ENABLE US TO
FURTHER IMPROVE OUR SERVICES TO THE PUBLIC ARE MOST WELCOME.

SCHEDULE OF AVAILABILITY OF SERVICE
PUBLIC AFFAIRS OFFICE
MONDAY TO FRIDAY
8:00AM TO 5:00PM  WITHOUT NOON BREAK
EMAILADDRESS ) PAO@MCIAA.GOV.PH
POSTAL MAIL ) LOBBY AREA
WATERFRONT AIRPORT HOTEL
ANDCASINO MACTAN
AIRPORT ROAD, LARAPU
CITY, CEBU
COMPLAINT/ SUGGESTION FORM
AND CUSTOMER FEEDBACK FORM AVAILABLE AT THE RESPECTIVE
FRONTLINEERVICE OFFICES

WHO MAY AVAIL OF THIS SERVICE?
GENERAL PUBLIC

COMPLAINT OR FEEDBACK THRU:

WALKIN

PHONHN

ELECTRONIC MAIL

POSTAL MAIL

WRITTEN ON THE COMPLAINT/ SUGGESTION FORM
WRITTEN ON THE MCIAA CUSTOMER FEEDBACK FORM
COMPLAINTS THROUWGHESIDENTIAL HOTLINE 8888
COMPLAINTS THROUGH DOTR ACTION CENTER
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Lodge a complaint Acknowledge Immediately  Duty - Complaint/
through  the following receipt of complaint upon receipt PAO staff Suggeson
manners: of complaint Form
a. Walkin
b. Phonédn Customer
c. Email Feedback
d. POStaI Ma” Form and
e. Complaint/ other forms
Compliment/
Suggestion Form
f. Customer Feedback
Form
g. Presidential Hotline
8888
h. DOTr Action Center
advise If complaint is 3 working Duty - -
actionable  within days upon PAO staff
PAO level, advis receipt of
the complainant of complaint
the action taken

and resolution of
the complaint

If complaint is not 5-10 working - -
actionable  within days upon

PAO level, receipt of

complaints are reply from

recorded and responsible/

endorsed/ referred
to the concerned
Offices or Agencies

concerned or
agencies

Receivaupdates / resolution Update the 5-10 working - -
of the complaint complainant about days upon
the action taken receipt of
and resolution of reply from
the complaint Responsible
Office/
Concerned
Office

Receive
acknowledgment letter

3 working days if actionablgithin PAO level

5-10 working days for those endorsed to oth

offices or agencies

END OF TRANSACTION
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FEEDBACK AND REDRESS MECHANISM 4"

Please let us know how we have served you by doing any
of the following: \

x Accomplish our customer feedback form and/ or
compliment/complaint/ suggestion form available at
the public assistance and complaints counters and at
the public affairs office and kindly give the same to
the public affairs staff or drop at the compliment/
complaint/ suggestion drop boxes.

x Send your feedback online through:
pao@mciaa.qgov.ph

x Please call the public affairs office at telephone no.
(032) 341-0560

x Talk to the information officer at the public assistance
and complaints counter

If you are not satisfied with our service, your written/
verbal complaints shall immediately be attended by the
information officer at the assistance and complaints
counter.

Thank you for helping us continuously improve our
services.
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CCB

CENTER
ng BAYAN

CONTACT _ -[ex:t

call

*5.00 + VAT per call anvwhore in the Philippines

You r d i rect via PLOT landlinea from S am to 5 pm, Monday to Friday
line to quality Log-on to
government vww.contactcenterngbayan.gov.pt
service

........

What to expect from governmen

M'Mngw bonﬂnuous
‘collusion with  service even

fixers during lunch
break
Courteous Presence of Issuance Responsiveness | Other =t
frontline iy | |ofoffclal to clients mechanisms for
‘service mswttwon;en. Receipt the provision
and persons with of efficlent
disablilities services

Republic Act No. 9485 or the Anti-Red Tape Act (ARTA) of 2007 states
that, “The head of office or agency shall be primarily responsible for
the implementation of this Act and shall be held accountable to the
public in rendering fast, efficient, convenient and reliable service.
(Section 7 on the Accountability of the Heads of Agencies)

For immediate action on concerns, clients are requested to provide
CCB agents the following:

ﬁ * name
Gc * name of official/employee transacted with

* nature and date of encounter

Repablic of the Philippines

E%’,{,’;nf,fgs‘fgﬁ Unless otherwise stated, information received will immediately be

s mumsyay - forwarded to concerned agencies for appropriate action.
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The Anti-Red Tape Act of 2007 (R.A. 9485) imposes stiff penalty on fixers:
imprisonment not exceeding six years or a fine of not more than Two

Hundred Thousand Pesos (P200,000.00), or both fine and imprisonment at the
discretion of the court.

Report the name of fixer, name and location of government office,
date and time of transaction to the following:

:CSC
CIVIL SERVICE COMMISSION 0917-TEXTCSC
ggf,{g;fggg,g 8398272

- (02) 932-0111

é;;{j\’![ﬁ%
A L7 OFFICE OF THE OMBUDSMAN 0926-6994703
\:43 ( (02) 927-4102; (02) 927-2404
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