PROCEDURES ON INVESTIGATION

Step 1 . Frontline Service Desk personnel prepares/issues
the MO/SR based on the remarks made by the meter
readers in the Daily Monitoring Report, request of
personnel, walk-in customers, telephone callers and blue
guard. MO/SR will be signed by the SCSO-A and to be
countersigned by the Division Manager. 5 — 7 minutes

4L

Step 2. Frontline Service Desk personnel records MO/SR
and to be received by investigator. 1 minute
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Step 3. The Investigator receives MO/SR from Frontline
Service Desk personnel. Conducts ocular inspection on

field, makes remarks and records accomplishments. 1 day
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Step 4.Supervising Customer Service Officer A checks the
accomplished MO & SR. 3-5 minutes

Reclassification

SCSO-A prepares reclassification letter to be sent
by investigator to customer for him to be
informed of the result/reason of his connection’s
reclassification & settle w/in 10 days.

lllegal Connections

SCSO-A prepares letter to be sent by investigator
to the customer informing & requesting him to
come to the office to settle the matter within 10
davs.

Leaks After the Water Meter

Ensures that leaks are repaired that is based on
MKWD standard & take 3 photos.1 day after the
request.
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New Applicants

If New Connection has been installed but found
to have an old account, the owner has to settle
the old account w/in 10 days upon receipt of
the letter through an agreement.
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Step 5. The Division Manager B of the Customer Servicing Division counter checks the remarks/findings
made by the Investigator. 2 days after investigation.
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Step 6. The SCSO-A shall post in the individual history ledger of customer all accomplished MO/SR that was
conducted by the investigator. 2 days after investigation.
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Step 7. Returned to Frontline Service Desk personnel the acted MO/SR for proper filing system. Daily.
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End of Transaction




