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V. Messages

1) DRAFMessageof Presdent Rodrigo ®aDuterte

The 2018 Annual Report of MWSS has impressive and interesting information and meskaged to
all. As a government agency mandated to provide water and water utility segidbe general publid,
commendthe agencyfor delivelingclean and potable water to consumers of Metro Manila.

But there remairs plenty of room for improvement. The agenslyouldnot to rest aits laurels for
having resolved hundreds of complaints being brought forward by consuthadlys Rest you may, if
complaints were reduced to bare minimum because water meters were tough, durable, and precise.

I urge the MWSStaff and workerdo continue working hard t@erne well yourconsumers. Rest you
may, if cost of water were acceptable and fair to consumenburdened to pay for water losses due
water leakages somewherand for water losses due to pilferage.

TheGovernment wishes toerve the water consumers betteanencumbered by inefficiency and by
graft and corruption. Do this and together we could say we have done ajgbod

2) DRAFMessage from Chair of Board of Trustees

On behalf of the MWSS 2018 Board of Trustees, hamored to present the 2018 MWSS Annual
Report.

2018 had been an important year for MWSS because of the periodic rate rebasing exercise we
conducted. Because of our strong but critical and independent collaboration with the MWSS Regulatory
Office, we wee able to promptly approve the new rates, but only after a thorough review and study of
the numbers presented before us.

One of the board's more important mandate and responsibility is in providing policy directions,
monitoring, and overseeing MWSS managat actions. It is the board that determines and approves
MWSS i mportant pol i ci es t htarin viabilitgand seength, dnédsecurat e r
its sustained competitiveness.
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Also, it is the board that determines and approves the MWSShargtonal structure, ensures that
personnel selection and promotion is based on merit and fitness, and provide sound policies and
strategic guidelines on MWSS operating budget and capital expenditures.

Therefore, it is because of our strategic and supiperguidance thaMSWS$s able to survive and
thrive, and is able to continue to serve 24/7 Metro Manila and its environs.

Thank you all for your continuing support for the many more years to come. We pray that we will all
continue to ensure a fagnd equitable treatment of all our stakeholders and that MWSS will be able to
further enhance its many services to the public.

Sincerely,

ReynaldoV. Velasco
Chairman
Board of Trustees

3) DRAFMessage from the Chief Regulator
The Office of the&Chief Regulator is honored to present its Annual Report for the CY 2018.

In 2018, we completed thperiodic fiveyear performance review and general tariff adjustmentate
rebasing. Although the exercise was prolonged by the changes in the membefrdhgpBoard of
Trustees, we were able to arrive at new tariff rates that ensure the stability of quality water supply for
Metro Manila as well as the establishment of new water sources for the future.

In 2018, we were able to install a total of 79,219 neater service connections and a total of 9,786 new
domestic sewer connections. Thenetbined domestic water service connections for Manila Water and
Mayniladin 2018 totaled 2,346,608Vhile the numbers were high, the MWSS will endeavor to even
raise thisup so that more customers could be served.

In CY 2018, we desludged a total of 195,189 septic tanks surpassing our target of 95,076 by 105%. | am
happy to note that we now have better amdore desludging equipment that promoteswgironmental
sanitaton aimed at developing and maintaining a clean, safe and pleasant physical environment for
Metro Manilans.

In compliance with our mandate to provide clean and safe water, we regularly conducted water quality
tests, whichincluded Total Coliform, Feaabliform, Residual Chlorine, Turbidity, and Total Dissolved
Solids (TDSThese tests were bacterial and chemical and these were done at the Water Treatment
Works (WTW) outlet and at the tap water of households.

MWSScontinued to follow &ingent measure and regulation$o ensure that wastewateoutlets pass

the tests. The same was expected at the tap water of households. However, anomalies may seep into
waterlines of householdd$eaking in harmful bacteria and chemicals that may endanger the safety of
particular householdsWe regularly notified Hiected households of the danger thaye exposed to
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whenever quality tests showed anomalies, thus, averting a possible catastrophe.

Attending to our customers, we resolved 165,783 customer complaints to aettisf conclusions,
within the prescribed time frame. Complaints resolution was at 99% and were it not for time
constraints all complaintsvould have been resolved.

There were 3,027 planned water service interruptions in 2018 which enabled custoneptare for
contingency and deal with the interruption. Unplanned water interruptions were emergency in nature
and there was no advance notice. Nevertheless, MWSS immediately sprang to action to deal with the
situation.Immediately we sentwater deliverytank trucks on the scene to allay the anxiety of
customers.

There remairseriouschallengesahead, such as the continuing rehabilitation of water lines, low water
pressure in some areas, water leakages and water losses. Trust us, we atditV&8eliver.

Patrick Lester N. Ty
Chief Regulator
MWSS

VI. Introduction

How does one see water? A thirsty child asks for witelrink. An engineer sees water as a mortar
component that shapes a skyway. A medical doctor sees water as a cleansing agent. A farmer equates
water to a good harvest. A jeepney driver sees water as a cooling agent to make the jeepney engine runs
smoothly.

MWSS sees water in no different way from the perspective of people just described. MWSS sees water

as an economic factor that helps sustain the iayday operation of the government. Yesterday alone,

in a span of 24 hours, a total of 2.275M ou.of clearand safe water was delivered to Metro Manila.

The monetary value of VAT from this stood at Php12 million daily and the environment charges at Phpl17
million daily. The government’'s net revenue from
Thevolume of water and the monetary value keep growing day by day.

The other economic contributions of MWSS last year came in the form of hundreds of employment to
Filipinos, income taxes, amenities, not to mention the luxury that water provided to all.

Wateras a basic commaodity has to be delivered safe and clean to consumers. MWSS goes the distance
not to sacrifice the health of consumers. Before delivery, water undergoes stringent tests for bacteria,
chemicals and toxins making certain thafety of consumiss are dulyeliminated In 2018thousands of

water quality tests were regularly carried outdifferent test areaso ensure that our consumers are

not put in harms way. MWSS is working 24/7 to deliver safe and clean water to millions in Metro

Manila

The 2018 MWSS Regulatory Office Annual Report highlights the major activities and accomplishments of
MWSSand how it is fulfilling its mandate of providing continuous and sustainable supply of potable
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water. It also reports on how MWSSnimnitoring the compliance of concessionaires with their
contractual obligationshow the RO ignforcing standards of service to customeaadhow it is
determining reasonable rates in the delivery of water and sewerage services.

The seemingly simple task of providing steady supply of clean water to Metro Ntesiiligorisindy
varied.Thanks taMWSS various departmentgho are allcooperatingto makethis possible.

This report is the MWSSOd e p a r t woek mi2&L8 MWSSooks forward to doing this imany
moreyears to come.

VII. MWSS R®lighlightsof Activities in 201§2-pageselect photoswith captions)

Some Proposed Captions for Some Chosen Photos

MWSS regulates the two concessionaires, Maynilad and Manila Watedhere to performance

targets in the delivery of water and sewer services to the consumers. Likewisgulliates the two
concessionaireduring the periodic 5/ear review for water tariff adjustment, to make certain the
legitimate concerns of all alestened to. This is done in scheduled public consultations that include the
LGU, Barangay @ffals, NGOand ordinary citizens.

MWSS makes certain that all or almost all of complaints from the general public are resolved under the
prescribed time frameHundreds of complaisiare received daily like poor customer service, faulty
water meters, mproper billingsand others.

MWSS, after knowing the complaints on faulty water meters, conducts random tests on these meters.
Quality and standard meters aspught by MWSS. Manufacturers of water meters that fail the tests as
mentioned earlier may lose their accreditation to supply water meters to MWSS.

Faulty water meters masesult inoverregistration and ovebilling that draw protests from consumers.
It may result also to undeor no registration which mean lost revenues to MWSS.

The protection and conservation of the environmeme vital conceristhat MWSSursues continually.

The vegetation cover, mainly trees, on one hand and water on the other &uanlihked together. In the
absence of vegetation cover, there would be no water. As such, MWSS protects and takes good care of
the watersheds that nourish life to dams and lower communities. Planting trees, tending them until
maturity, and protecting thavatersheds, in general, help conserve water and sustain life.

MWSS looks after its own people. Able and competent people are gems in any organization because
they perform well and deliver. MWSS has lined up trainingbe Philippinegndoverseador its people
to remain motivated, focusd and to be rewarded in time. Errant peoee disciplined accordingly.

The population of Metro Manila 12.87 millionpeople and expandingwill require more water. The
traditional sources are dams in higher areas that gravity feed water to lower areas. It is prdjeatéd
a few yearghe ability of dams to deliver water would not be sustainable. To find additional and
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alternative sourcesf water for Metro Manila has become a race against time.

The rehabilitation of old and leaking waterlines has been ongoing to reduce to minimum the water loss
which, otherwise, could be channeled to productive use. The magnitude of labildation ishuge,
expensiveand time consuming. This does not consider the frayed nerves of commuters affected by
transport rerouting and frayed nerves of households affected by wategrruption.

VIIl. 2018 Rate Rebasing

After a series of public hearings and consultative meetings that started as early as middle of 2017, and
lasting until September 2018 held in Metro Manila, Rizal and Cavite, the Board of Trustees of
Metropolitan Waterworks and Sewerage System (MWSS) giami¢éh concessionairedaynilad Water
Services Inc. and Manila Water Co. litupward water adjustment in their rates on September 27,
2018.

Manila Water New Rates:

Based on MWSS Regulatory Office Resolution No.-20L8A dated September 24, 2018 aamsl
approved by the MWSS Board Resolution No. 2ZMBRO dated September 27, 2018, MWSS granted
Manila Water a total increase spread over 2018 to 2022hpbR22.

Year 010ct2018| 1Jan 2019 | 1Jan 2019 | 1Jan 2019 | 1Jan 2019
Php/cu.m. 1.46 0.00 2.00 2.00 0.76

Thus, Manila Water, effective October 16, 2018, implemented the first tranréhg1.46 or 5.70% rate
adjustment on the 2018 Basic Charge. For residential customers, this meant an additional Php8.10 in
their water bill for a consumption df0 cu m. per month, Pip17.94 for 20cu. m. consumption per

month, and Php36.63 for 38u. m.consumption per month. Lowncome residential customers were
exempted from the increase and continued to pay the lifeline ratehgf82 per month.

Under the sameesolutions, MWSS also approved, effective January 1, 2022, subject to the validation of
the MWSS RO, of the feasibility and cost of the Wawa Bulk Water Source to Calawis Project as Manila
Water's mediumterm water source. MWSS also granted an additiqraatial rate adjustment of up to
Php0.28 per cu. m., on top of the basic partial adjustt of Php0.76 per cu. m. to Manila Water.

When completed, the Wawa project in Rizal could deliver at least 80 million liters of raw water per day
(MLD) starting yea?021 and up to 500 MLD by 2025.

Maynilad Water Service, Inc. New Rates:

Under MWSS Regulatory Office Resolution No. ZI8A dated September 7, 2018, as approved by
the MWSS Board Resolution Ne)18-136-ROdated September 13, 2018, MWSS grantéalynilad an

increase of Php5.73 per cu. m. in the company’s
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With the rate increase Maynilacustomers consuming 10 con. a month saw an increase of Php0.23,
while those consuming 20 cm. experienced arncrease oPhp0.86in their monthly billing. A Phpl1.75
increase was experienced by those consuming 30ncu.

Rate Rebasing is a periodic fiuear performance review and general tariff adjustment that sets the

maximum rates that the Concessionaires may charge, in accordance with the Concession Agreement.

Rate Rebasing allows the gradual increase of water rataide theconcessionaires a just return on
their massive and accelerated investments and
expenses and profits until the Concessigréement ends in year 203Through cash analysis, the
government enstes that the water concessionaires are not cxa@cumulating profits and losses and is
approved based on the performance, expenses, earnings, unrecovered investments and service
improvement plans of the water concessionaires.

Rate Adjustments Due to FCA

gual

The MWSS Board of Trustees approved in March 2018 a slight decrease in rates with a minimal decrease

in FCDA rates of concessionaires Maynilad Water Services Inc. and Manila Water Co. Inc.

MWSS ordered Maynilad an average downward adjustment equivaldatg0.01 per cubic meter
while Manila Water was ordered to a decrease by Php0.04 pancof its basic charge, effective April
1, 2018.

The rate rollback resulted in Pph0.06 reduction in bill for Maynilad residential customers consuming an

average of 10w m. or less every month while those consuming 20ncuexperienced a Php0.23
decrease in their water bills. Those using more than 3@rcwexperienced a decrease difp®.46 in their
bill per month.

Manila Water customers who consume up to 10mu permonth enjoyed a decrease of Php0.20 while
those consuming an average of 20 ou.had a downward adjustment of Php0.45. Customers using 30
cu.m. enjoyed adownward adjustment of as much akf®.91 per month.

In June, MWSS approved FCDA adjustments ¢f ldatynilad and Manila Water effective July 1, 2018.
MWSS granted an adjustment of Php0.99 pemeufor Manila Water and Php0.06 per cu. for
Maynilad.

Manil a Water 'S or t he
Php25.50 percun. whi | e ad’ s

Php35.48 per cun.

quarter is

FCDA f
I equi val ent

third
Mayni i s

FCDA

Manila Water residents consuming 10 ow. or less were charged an additional Php5.21 per month
while those consuming 20 cm. or less savan increase of Php11.51 per month in their bill. Those
consuming 30 cun. were charged an additional Php23.59 per momthcontrast, Maynilad customers
consuming 10 cun. a month saw an increase of Php0.23, while those consuming 20. @xperienced

9

equ]
t o



an increase oPhp0.86 in their monthly billing. A Phpl.ingreasewas experienced by those consuming
30 cum.

For the fourth quarter, MWSS approvedmammi ncrease
Php0.26 for the fourth quarter of 2018. For Miéa Water, the agency approved an FCDA decrease to
Phpl.56 per cum. from Fhpl.58. The rate adjustments were made effective October 1, 2018.

Maynilad residential customers using 10 ou.or less experienced an increase of Php0.35 per month in
their waterbills. Those consuming 20 ¢u. and 30 cum. experienced a Php1.31 per month and
Php2.68 per month increase, respectively.

For Manila Water customers, the decrease amounted to Php0.12 for those usingrhOauless. The
corresponding decrease for tee consuming 20 cm. and 30 cum. are Php0.27 per month and
Php0.55 per month, respectively.

FCDA iatariff mechansm granted to utility companiesuch as Maynilad and Manila Wat¢o recover
losses or give back gains arising from the fluctuatixapange rate®f the peso against other

currencies. The reason for this is the concessionaires assumed the entire debt service obligation of
MWSS, most of which were denominated in foreign currency. FCDA also covers the foreign currency
denominated loans diained by the concessionaires.

The FCDA is determined on a quarterly basis taking into account actual losses and collections to ensure
there is no under or over recovery.

IX. Accomplishment Reports lWWSS RMepartment

1) OFFICE OF THE CHREBULATORCR)

In 2018, the Office of the Chief Regulator took the lead in the successful execution and completion of
the more than sixnonth Rate Rebasing Exercise. At the helm was Chief Regulator Patrick Lester N. Ty
who spearheaded the formation, remmendation and approval of the Regulatory Office by the Board

of Trustees.

Set every five years, the Rate Rebasing Review allows the two water concessionaires to raise water
tariffs to allow them to recover their expenditures and earn a rate of retursedeon the
concessionairégast performance and projection of their cash flows.

In mid-September, after a series of public hearings and lengthy consultationgeyithsentativeof the
two concessionaires and MWSS officials, the MWSS Executive Conmegided by the Chief
Regulatorfinally came up with a regulated increase judiciously scrutinized and a staggered
implementation of increase of water tariff over a fiyear period to mitigate the impact on the
consuming public. Ever mindful of the curremd future needs of water consumers, the Board of
Trustees approved the Executive Committee recommendations.

In addition to completing the rate rebasing exercise, the OCReimgntts the policies, guidelinesd
directives handed down by the MWSS Board of TrusfBe3 )with assistance from the office personnel.
10



The OCR, along with its two implementing units, 1) Public Information Department (PID) and 2)
Management Information System (MIS) regulanbdate information, statistics, and technical support to
stakeholders and to internal units within the RIhe Chief Regulator acts as the spokesperson of the
Regulatory Office.

The OCR also has oversight functions on the affairs of the RO in accorddineeision and mission of
MWSS. More importantly, it monitors the program of work of the two concessionaires, namely
Maynilad and Manila Water, to ensure their compliance with the standard of performance and
adherence to obligations specified under tBencession Agreement.

a) Management Informatiorgervices

In 2018, thaviwSSvianagement Information Systems (MIS) started implementing the various projects
included in the I nformation Systems St sdirecivgi ¢
to establish a nationwide vital Information and Communications Technology (ICT) infrastructure and
establish a unified digitized government.

Among the projects MIS launched in 2018 included:

1 Engagement of a company to develop Human Resouroenhattion System (HRIS)

1 Procurement of new computers units and peripherals for Document Management System (DMS).
DMS was developed lyBMand the MIS coordinated with DBM for installation and training
program for this project.

Pl a

In addition, MIS gave techiid s upport to MWSS RO’s I CT infrastruc

upgrading and maintenance of ICT equipment and interconnectivity tdAe&SJocal area network as
well as to the world wide web.

MIS also administered arrégularlyupdated theMWSSvebsite, government email system (GovMail)
andits social media page (FB).

Updating of the MWSS website and FB page contents meant posting new articles, advisories,
procurements, job openings amather relevant information for the public.

In compliance witfGovernance Commission for GOQGGSG) directive for Transparency Seal, Good

Governance Scorecard, MI'S supported PID" s public

ISQcertification process for the MWSS website developmamt maintenance.

b) Public Information Department (PID)

In 2018, the PID, together with the Test Caltants Inc., organized folRublic Consultations for theé"4

Rate Rebasing indicative rates. The aim of these Public Consultations was to prepare the consumers on

the new water rates and to know their sentiments. The Public Consultation was held on June 27, 2018 to

June 29, 2019 in different areas covered by theasssionaires: Neopolitan Brittany Clubhouse in
Novaliches, Quezon City and Imus Pilot Elementary Multipurpose Hall in Imus, Cavite for Maynilad

Concession Areas, and UP Bahay ng Alumni, Diliman, Quezon City and One Arena in Cainta, Rizal for

Manila WaterConcession Areas.
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On September 5, 2018 and SeptembeP@18 the PID organized tviRublic Consultations announcing
the Indicative Rates for the Rate Rebasing Year-2022. The Public Consultat®mwereheld last
September 5, 2018 at Cainta Elementaryddtifior Manila Water Concession Area dast September
7, 2018 at Imus Cavite Sports Complex for Maynilad Water Concession Area.

These activities were attended by Local GovernmentdhiGUs), barangay officialspsumers,
National Government Organizatis, officials of the MWSS Regulatory Office (MWSS RO), Maynilad
Water Services, Inc. and Manila Water Company, Inc.

Social Management Services

In preparation for the 2018 rate rebasing and to give more idea to the public on what rate rebasing is,
the AD engaged the Events Organizer Network, Inc. (EON) for the development and production of the
MWSS RO Social Media Managementdid-VisualPresentation

The consultancy engagement aimed to:

1. Properly nform and/or educate key publithat will be most afécted by the rate rebasing, i.e.,
the impact of the detemined rate rebasing adjustment;

2. Properly communicate the basic principles underlying the rate rebasing exercise which will
result to the detemined rate rebasing adjustment;

3. Properly communicate theeasonability and accurateness of teterminesrate rebasing
adjustment;

4. Enhance the transparen®f the rate rebasing exercises;

5. Project the MWSRO as an unbiased credible regulatory agency.

A two-minute audio visual presentation was produceohd aroundtable discussion with different
bloggers was made to spread valuable and factual information on the rate rebasing exercise.

2) FINANCIAL REGULATIEREA

The Financial Regulation Area (FRvth the support ofFinancial Audit and Assktonitoring
Department (FAAMD) and Tariff Control and Monitoring &&pent (TCMD), ascertains the
concessionaires’™ overall financi al perfor mance.
and status of the @ncessionaires, which includes thalidation of castilowsrelative to tariff
adjustment activities. TCMD verifies and evaluates petitions for tariff adjustments and monitors
compliance of the approved standard rates and other charges as provided for in the Concession
Agreement.
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A templae for Monthly Trending Report was developed for Business Efficiency Measures (BEMs). With
it, FAAMD is able toonitor the efficiency of thea@ncessionaire vig-vis its Business Plan with relative

ease and simplicity. With the aid of the Monthly TrergdReport, FAAMD submittedn reports and
contributed its evaluation to KPI/BEMs Committee for the 2017 Annual KPI/BEMs Report and'2018 1
Half KPI/BEMs Report.

Because 2018 wasyear for the periodic review of Rate Rebasing, in addition to the quarteriew of
Foreign Currency Differential Adjustment (FCDA) for concessionaires, FBéehagktremely busy
during the year.

Foreign Currency Differential Adjustment (FCDA)

Pursuant to the provisions of the Amendment 1 of the Concession Agreement a&oplog\the MWSS
Board of Trustees under Board Resolution No-2801 and 512001 dated October 1, 2001 and
October 12, 2001 for Maynilad and Manila Water, respectively, a Foreign Currency Differential
Adjustment (FCDA) mechanism is calculated for botltessionaires on a quarterly basis.

For 2018, MV&Swith the help of FRA, computed FCDA amount and tariff impact to customees are
follows:

\EVlIET! Manila Water

Charging Period

Petition

Petition

. BOT Action . BOT Action
Received Received

2nd Quarter 2018 21 Feb 2018 20 Feb 2018

FCDA, (%) 0.63% 0.55% 2.82% 2.31%

FCDA, (P/m 3) 0.23 0.20 0.72 0.59
Resolution No. 2018032R0O 2018031-RO
Date Approved 08 March 2018 08 March 2018
3d Quarter 2018 22 May 2018 21 May 2018

FCDA, (%) 0.86% 0.74% 6.20% 6.20%

FCDA, (P/m 3) 0.30 0.26 1.58 1.58
Resolution No. 2018085R0O 2018084R0O
Date Approved 14 June 2018 14 June 2018
4th Quarter 2018 22 Aug 2018 20 Aug 2018

FCDA, (%) 1.30% 1.03% 6.12% 6.11%

FCDA, (P/m 3) 0.46 0.37 1.56 1.56
Resolution No. 2018135R0O 2018134RO
Date Approved 13 Dec 2018
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13 Sept 2018

1st Quarter 2019 30 Oct 2018 30 Oct 2018
FCDA, (%) (0.26%) (0.27%) 2.68% 2.62%
FCDA, (P/m 3) (0.09) (0.10) 0.76 0.75
Resolution No. 2018191-RO 2018190RO
Date Approved 13 Dec2018 13 Dec 2018

Apart from validating and recommending the FCDA for the specified quarter, FRA also monitored the
implementation of the new rates on a random basis.

FCDA @Gidelines

On 13 December 2018&e MWSS Board of Trustees issued Resolution No.-29280 that approved
and confirmed the recommendation of the Regulatory Office as embodied in its Resolution 86.1201
CA dated)6 December 2018, for the FCDA Guidelines to be implemented staftiQgdrter 2019 and
every quarter thereafter.

Rates Adjustment Limit (RAL)

As provided in Section 9.2 of the Concession Agr e
and sewerage services shall be adjusted each year effective January 1 ¢freaging Year, in
accordance with (i) the Rates Adjustment Limit sei
percentage, either positive or negative, equals to the sum of the percentage change in the Consumer

Price Index for the Philippgns ( “ C” ), Extraordinary Price Adjust me
Adj ust ment (“R”") or RAL = “C” + “E” + “R”

TCMD validated and recommended the Standard Rates that complied with the RAL for the Charging Year
2019 based on the following matrix:

Fadors Maynilad Manila Water
0Co 5.70% 5,70%
OEO 0.00% 0.00%
0RO 0.00% 0.00%
RAL 5.70% 5.70%
BOT Res. No. 2018191-RO 2018190RO
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Date Approved 13 Dec 2018 13 Dec 2018

Apart from validating and recommending the Standard Rates for the Chargin@Xe&garthe TCMD also
monitored the implementation of the new rates, in most cases, together with the FCDA fofthe 1
quarter of the same year, on a random basis.

Rate Rebasing Determination for Charging Years 2018 to 2023

In October 2017, Test Consultants, Inc. in joint venture with Constantino Guadalquiver and Co., Inc.,
commenced the consultancy services for tHeRate Rebasing. Aibf description of the RR exercise is
shown below:

Date Filed 31 March 2017 31 March 2017

Proposal Upward adjustment of 29.63% Onetime tariff increase (in real
of the Average Basic Charge ( terms) of 33.14% of the basic rate
Php32.70 or Php9.69 per cu. | of Php25.05 or Php8.30 per au.
m.

On 12 January 2018, Maynilac On 11 April 2018, Manila Water
submitted a Re¢filedanAmended RR Plan of
30.95% of the Average Basic 38.49% of the basic charge of
Charge or Php10.12 per an.  Php24.82 or Php9.55 per am.

BOT Resolution 2018136-R0O dated 2018145R0O dated
13 $ptember 2018 27 September 2018

Effective @ October 2018, Effective 16 October 2018, positive
positive adjustmentand parta adj ust ment and |
“R” of 2. 70% (ofthe prerebased 2017 basic tariff
rebased 2017 basic tariff of = of Php24.82 or Phpl.46 per cubic
Php33.39 or Php0.90 per cubi meter and subsequent Charging
meter and subsequent Years aollows:

Charging Years as follows: 2020 = Php2.00 per cu.m.
2020 = Php1.95 per cu.m. 2021 = Php 2.00 per cu.m.

2021 = Php1.95 per cu.m. 2022 = Php0.76 per cu.m. and an

2022 = Php0.93 per cu.m. additional Php0.28 per cubic mete|
subject to the validation of the RO
of the feasibility and cost of the
Wawa Bulk Water Source to Calav
Project as siaian |
term water source.
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Annual Average Inflation Rate

TCMD performed its regul@mnction of monitoring the annual inflation ratedJnder the Concession
Agreement the average inflation indicated in the officiatBleased figures from th€hilippine Statistics
Authority (PSA) shall be used for the annual adjustments of certain charges and thresholds as shown
below:

Annual Inflation Raté 1.8% 3.2%

Annual Budget (Sections 6.2 & 11.2)

Corporate Office Php505,068,017.0C Php521,230,194.0C

Regulatory Office Php505,068.017.0C Php521,230,194.0C
Connection Charge (Section 9.5(i)) Php7,576.02 Php7,818.45
Connection Chargé (IRR No. 20086) Php2,525.34 Php2,606.15
Reconnection Charge (IRR N2308-01 & 201301) Php206.45 Php213.06
Procurement of Goods and Services (Section 6.10) Php631,335 Php651,538.00
Appeals Panel per diem (Section 12.6(ii)) Php6,313.00 Php6,515.00
Low Income Household (Section 1) Phpl126,267.00 Php130,308.00

¥ Annualinflation Rate applied is the average inflation rate of the previous calendar year. For CY 2013 onwards,
2006-based CPI was used.
2 For Open/Depressed Communities

Other Activities
The other regular monitoring activities of the FRA are as follows:

1. TCMD condustquarterly monitoring of key economic indicators, j@onsumer Price Index,
Reference Exchange Rated)ill Rate, Interest Rate, etc. that are relevant to the Concession
Agreement.

2. FAAMD performquarterly ard annual financial anggesofoncessi onai r es’ fi
using its designed template for the following:

a. Quarterly and Annual Financial Analyses model,
16
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b. “Scorecard” for quarterly analysis; and
c. Annual Financial Analysis Report.

Part of the intervening activities 8RA and its departments is to provide inputs, comments,
recommendations on other issues being handled by other areas and/or third party requests/complaints.
In 2018, the major issues addressed by FRA are as follow:

1. Reports submitted by the"¥RR Consudint, Test Consultants, Inc. in joint venture with Constantino
Guadalquiver & Co., Inc.

a. ADR Determination
b. Historical Cash Flows
c. Future Cash Flows

2. COA Audit Observation Memorandum (AOM) No-18@2 dated Oct. 24, 2018 re: Reimbursable
Expenses for the®4Rate Rebasing Exercises.

3. FRA presentation to other water operators, such as water districts, on the experiences of the RO
with the privatized operations of MWSS.

3) CUSTOMER SERVICE REGULATION AREA (CSRA)
1. /1 2y 0SaaArAz2ylANBaAQ {doYAaarzya
A. KeyPerformance Indicators (KPI) Reports

Tables 1 & 1la below showtheam c e s s i Manmila Water €dmpafhy, Inand Maynilad Water
Services, Ingsubmissions relative to the Key Performance Indicators (KPIs) being monitored by the
Customer Service Regtitmn Area (CSR), as follows: (a)\M&w Water Service Connection; (b} S8&w
Domestic Sewer Connection; (c) Simber of Septic Tanks Desludged; () R&sponse to Customer
Service Complaints; and (e)-&esponse to Customer Billing Complaints.

Tablel.Mani | a WaQ 2018&RI Report

Previous Current
KPIs1 Total CY 2018
(Jan- Sep 2018) | (Oct - Dec 2018)

1 The KPIs/BEMs Reports of the Concessionaires include data as of30 September 2018.
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W1-New Domestic Water Service

New 628,443

. 22,349 6,094

Connections Billed 81,003,825
New 065,345
S1- New Domestic Sewer Connections 152 5,193
Billed 6140,455

S2 Number of Septic Tanks 82.615 30221 112.836
Desludged
C1- Response to Customer Service 30,556 out of 9,767 out of 40,323 out of 41,508

Complaints* (Target 8 95%)

31,417 or 97.26%

10,0910r 96.79%

or 97.14%

C2- Response to Customer Billing
Complaints* (Target 6 90%)

16,312 out of
17,157 or 95.07%

5,6130ut of
5,831 0r 96.26%

21,9250ut of 22,988
or 95.37%

Table 1a.Ma y n i 148 @ 20%8 KPI Report

KPIs1

Previous

(Jan- Sep 2018)

Current

(Oct - Dec 2018)

Total YTD 2018

W1-New Domestic Water Service

New 650,766

. 39,762 11,004
Connections Billed 81,342,783
New 04,441
S1- New Domestic Sewer Connections 3,259 1,182
Billed - 64,754
S2 Number of Septic Tanks 63,648 18,705 82,353

Desludged

C1- Response toCustomer Service
Complaints* (Target 8 95%)

48,519 out of
48,699 or 99.63%

12,1910ut of
12,1950r 99.97%

60,7100ut of
60,8940r 99.70%

C2- Response to Customer Billing
Complaints * (Target 6 90%)

32,983 out of
33,023 or 99.88%

9,8420ut of
9,8960r 99.55%

42 ,8250ut of
42,9190r 99.80%

“% of Complaints resolved within 10 days.

New water service connections
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Manila Water installed 6,094 new domestic water service connections (WSC}jiraster 2018 while
Mayniladinstalled 11,004 new domestic water service connections also for'froidrter 2018. Total
new domestic water service connections for 2018 for Manila Water reached 28,443 and 50,766 for
Maynilad. Total domestic water service connections for CY 2018edal,003,825 for Manila Water
and 1,342,783 for Maynilad. Combined domestic water service connections for Manila Water and
Maynilad EO 2018 totaled 2,346,608.

Combined new domestic water service connections in 2018 for both Manila Water and Maynilied tota
79,209. The number, however, falls short of the 80,845 new connections target @r2018 stipulated

in SO 1/SM 1 (Number of Water Service Connection Served) of the Performance Scorecard of RO to the
Governance Commission for GOCCs (GCG).




Concessonaires targets on their Business Plans were
Rebasing of CY 2013. The CSRA estimated the target for the new water service connections based on the
five (5) year average performance of ttencessionaires.

Similaly, the weighted target allocated for the SM 1 New Domestic Connections was not met. The main
reason for this is the formula used by GCG, which requires that disconnections should be deducted from
the current number of service connections. Thus, the aurceaimulative total of WSCs is greatly

diminished because of the disconnections.

With the completion of the 2018 Rate Rebasing exercise, and with the submission of the
Concessionaires’ Business Plan for Ye®WIGEG 2018 to
targets, which are now basedontheacnces si onaires’ submissions of wat
requirements.

Domestic sewer connections

In 2018, Manila Water installed 5,193 new domestic sewer connections for the period October to
December 2018 bringing to a total of 5,345 new domestic sewer connections EO 2018. For Maynilad,
1,182 new sewer connections were completed fhqiarter of 208, reaching a total of 4,441 by end of
2018. Total domestic sewer connections summed up to 140,455 for Manila Water, and 64,754 billed
services for Maynilad EO during th€ @ 2018.

Total seweidomestic connections for botloacessionaires reached 2@99 or 99.4%, which fell slightly
short of the RO GCG target for SO 3/SM 5 of 206,530 domestic sewer connectié® BY#8.

Septic tanks desludged

Septic tanks desludged from October to December 2018 was 30,221 for Manila Water and 18,705 for
Maynilad For 2018, the total septic tanks desludged for Manila Water reached 112,836 and 82,353 for
Maynilad. Cumulative combined septic tanks desludged EO 2018 for Manila Water and Maynilad totaled
195,189, surpassing the RO @ 2018 GCG target of 95,076 f@ S/SM 7 by 126,770 septic tanks
desludged.

Customer Service Complaints

Relative to the compliance on KPI+BEMRHsponse to Customer Service Complaints, Manila Water
exceeded the target of 95%, with 9,767 or 96.79% service complaints resolved oattofeh10,091
received for 4 quarter 2018. YTD 2018 compliance of Manila Water is at 97.14% with a total of 40,323
resolved service complaints out of the 41,508 received service complaints. Maynilad also exceeded its
95% target for the % quarter with12,191 or 99.97% resolved out of the total 12,195 service complaints
reported in the submitted KPI+BEM Reports. YTD compliance of Maynilad is at 60,710 or 99.70%
resolved service complaints out of the 60,894 received service complaints.

On the other handgcompliance target for both Manila Water and Maynilad on KPI+BEM Target C2
Response to Customer Billing Complaints is 90% of complaints resolved within 10 days. For the 4
quarter 2018, Manila Water resolved 96.26% or 5,613 billing complaints out odtidle5,831received

while Maynilad resolved 99.55% or 9,842 out of the 9,896 billing complaints received. YTD compliance of
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Manila Water is at 95.37% or 21,925 resolved complaints out of the 22,988 billing complaints received
while Maynilads at 99.78% or 42,825 resolved complaints out of the 42,919 billing complaints received.

Detailed evaluation and analysis of the KPI data on W1, S1, S2, C1, and C2 will be included in the RO KPI
and BEM Committee evaluation report of the Concessiosalre KP1 + BE M.

2. CSR Validation and Verification Activities
A. KPIC2 (Response to Billing Complaints) Verification Activities

CSR continued to validate the accuracy of data submitted by the concessionaires@ Bifihg
Complaints of the KPI based on ttandard period of 10 day¥alidations were conducted through
telephone and field interviews afandomly selected customers.

For CY 2018, CSR completed 36r&lBted verification activities for Manila Water with a Resolution

rate of 97%. Likewise, 36 customer verifications were done for Maynilad, also reaching a Resolution
rate of 92%. Results of the findings and evaluationeateainsmitted to Mgnilad and to Manila Water

for their comments and to take appropriate measures. Rating the concessionaires on the scale of 1 to

5, 5 being the highest, the interviewed customers
wasd so given a rating “4” or “Satisfied”. This rat
concessionaires acted on the customer s’ billing c

completed validation and verification activities.

Table 2. KPI (C-2) Resolution of Billing Complaints (As Verified)

Manila Water As Verified with MWCI

% Resolution
As Verified

Number of Customer

2018 Verification (Based on documents)

Confirmed Resolved

B85 85 97%
w/in 10 Days °

Confirmed Resolved but

Table 2a. KPI (C-2) Resolution of Billing Complaints (As Verified)

T AVEa T — - 3975
NG Number of Customer | As Verified with MWSI % Resolution
YTD Tgtalgamples Verifiggtion (Based on¥focuments) As Yeolied
Confirmed Resolved
w/in 10 Days 35 * e
Confirmed Resolved but 1 1 3%
>10 Days
Unresolved
YTD Total Samples 36 36 100%

20



Satisfaction Rating

— 4 - Satisfied

3. / AGAT Sy QHotling(Motihel 838§)

OnOctober2016, President Rodrigo Duterte signed Executive Order No. 06 establishing and
institutionalizing the 8888 Citizen’s Compl aint H
report their complaints and griences on acts of red tape and/or corruption of any national

government agency, GOCCs/GFIs and other offices of the government.

The Office of the Cabinet Secretary (OCS), in coordination with the Office of the Special Assistant to the
President, was direet to collaborate with other government agencies in the operation of the 8888
Hotline and enter into such arrangements necessary for the possible interconnection and integration of
existing public feedback mechanisms, such as the Contact Center ng B&rP{Gject of the Civil

Service Commission (CSC).

Under EO 06, each agency was directed to appoint a Permanent Focal Person (PFP) who shall function as
a central coordinating role and responsible in ensuring that the office/agency provides a concrete
specific action on 8888 referrals within 72 hours.

In compliance with EO 06, the RO, thru Office Order No. 079, s. 2017 dated October 26, 2017
designated CSR Deputy Administrator Lee Robert M. Britanico as Permanent Focal Person, CSMD
Department Manager &sendo O. Alegre as Alternate Focal Person, and Senior WURO Olivia I. Tolentino
as Technical Officer. The three designated Focal Persons attended the first Orientation/Simulation of
Hotline 8888 last October 26, 2017 and the clarification meeting on tbegalures of the Hotline 8888

portal on December 11, 2017. Both meetings were held at the Malacafiang RaMaaila.

For the successful compliance of the MWSS CO and RO in the implementation and operation of the 8888
Citizen’ s Co mdersexratanyDaletFsoGalbreranobthe Office of the Cabinet Secretary

handed over the Certificate of Collaboration to MWSS CO Administrator Reynaldo Velasco and RO
Representatives last June 19, 2018 at the Office of the Administrator.
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Motivated by the recognitin given, CSR performed the mand&egeceive and endorse to the
concessionaires the Hotline 8888 transmittals and monitored the resolutions of the complaints for
closing with the portal of 8888.

For the 4 quarter 2018, CSR endorsed 67 referrals wh@% &r 56 of these ferrals were acted upon
by the oncessionaes and closed by 8888. Faamdorsed referrals are still eprocess. Yeato-date
2018, CSR endorsed a total of 613 referrals whédeds 98% were resolved by thencessionaires and
closed vith 8888. Followup letter was sent to Maynilad on the endorsements that are stilpoocess
for updates and status of the complaints.

Table 3 shows the status of Hotline 8888 referrals for CY 2018.

Status of 8888 Citizens Complaint HotligeCY 2018

Table 3. Status of 8888 Citizens Complaint Hotline 6 CY 2018
Endorsed
2018 Received w/in 72 Hrs/ Closed With R';i%?\?:;ké On-Process,
thru 8888 Reverted to 8888 ’ w/o Feedback
Reverted to 8888
8888
st Q
Maynilad 190 190 190 190 -
Manila Water 23 23 23 23 -
MWSS CO 5 5 5 5 -
Other Agencies
/Reverted & 28 Y 28 i
Sub Total 246 246 246 246 -
2nd Q
Maynilad 128 128 128 128 -
Manila Water 35 35 35 35 -
MWSS CO 6 6 6 6 -
Other Agencies
/Reverted ! ! ! ! i
Sub Total 176 176 176 176 -
3dQ
Maynilad 87 87 87 87 -
Manila Water 18 18 18 18 -
MWSS CO 3 3 3 2 1
Other Agencies
/Reverted 6 6 6 6 i
Sub Total 114 114 114 113 1
4th Q
Maynilad 51 51 51 46 5
Manila Water 13 13 13 10 3
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MWSS CO 3 3 3 0 3

Other Agencies

/Reverted 0 0 0 0 )
Sub Total 67 67 67 56 11
Grand Total 603 603 603 591 12

4. Customer Complaints

A. Complaints Received by CSR

For the 4" quarter 2018, complaints filed against ManiVater totaled 22 plus oneacklog from the
previous quarter of which 13 complaints were resolved. Complaints against Maynilad totaled 43 plus 7
backlogs, also carried over from the previous quarter, of which 34 complaintsagted upon and

resolved attheencessi onaires’ | evel

Table 4 & 4a show the types of complaints received by CSR

Table 4. Customer Complaints Received by CSR Involving Manila Water
Previous Current YTD Total
Types of Complaint
(Jul 6 Sep) (Oct 06 Dec) (Jand Dec)
Rate Classification - - -
- Excessive Billing g 1 4
(O]
% Average Billing 8 4 12
o
= Meter Related 3 - 3
@ Other Billing/Meter 6 5 8
Related Complaints
Water Related 3 2 5
= Sewer Related 1 1 2
Q
% Sanitation - 1 1
@
g Leak - 2 2
=
% Application Related 11 5 16
Other Complaints 13 4 17
Total 48 22 70
Table 4a. Customer Complaints Received by CSR Involving Maynilad
Types of Complaint Previous Current YTD Total
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(Jul 6 Sep) (Oct 6 Dec) (Jand Dec)
Rate Classification 2 - 2
- Excessive Billing 6 1 7
Q
% Average Billing 11 12 23
o
o Meter Related 3 2 5
@ Other Billing/Meter 4 1 5
Related Complaints
Water Related 12 8 20
= Sewer Related 1 2 3
i
) Sanitation
2
8 Leak 1 - 1
=
3 Application Related 11 3 14
Other Complaints 16 14 30
Total 67 43 68

B. Status of Customer Complaints Received by CSR

1. Complaints Resolutior—Of the 65 plus 8 backlog complaints received by CSR fot'the 4
guarter 2018, 52 or 71% of themplaints were resolved by thencessionaires. For CY 2018,
CSReceived a total of 180 complaints, of which 88% or 1&®mlaints were resolved at the
conc e ssi onai r e esohcilidtianwmeelings b&tweer the eustomers and the
concessionaires (8 for Manila Water and 4 for Maynilad) for the resolution of complaere
conducted by CSR for th& dquarter 2018. Conciliation meetings canded for CY 2018 totals
34 forManila Water and 42 for Maynilad.

2. CSR Resolutions Issued For the period October to December 2018, CSR issued a total of 59
Resolutions (incluge of 16 Closure Letters) of which, 16 Resolutions plus 10 Closure Letters is
for Manila Water and 1Resolutionsvith 16 Closure Letteris for Maynilad. Table 5 & 5a show
the status of customer complaints and the corresponding Resolutions receivedsaratiiby
CSR. EO 2018, CSR issued a total of 188 Resolutions (inclusive of 53 Closure Letters) where 98%
or 185 Resolutions were issued within 10 working days upon submission for resolution.

B. GCG Target Complianee Relative to the proposed GCG Target for 2018 for SO 5/SM14, which
requires 90% of complaints resolved within 10 working days from submission for resolution, CSR
exceeded the CY 2018 target of 90% with 98% or 185 Resolutions (inclusive of 53 Closuse Letter
issued within 10 working days out of the 188 complaints submitted for CSR Resolutions.

Table 5. Status of Customer Complaints with Manila Water
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_ . Resolved
208 | Cltevea | B9 | e | 6 Resawion: [ W oswe | WITD
Letter Resolution
Current 4th Q 22 22 8 21 10 16
Previous 48 48 26 54 13 38
Total 70 70 34 75 23 54

* - Including complaints received in the previous period 8 acted upon/resolved at the Concessionaires level but has not been
issued with RO resolution yet.

Table 5a. Status of Customer Complaints with Maynilad
. ' Resolved
2018 | ecewed | E0sed | TESG | RO Resoluion® | WIGeswe | WIRO
Letter Resolution
Current 4th Q 43 43 4 32 16 17
Previous 67 67 42 79 14 64
Total 110 110 46 111 30 81

* - Including complaints received in the previous period 8 acted upon/resolved at the Concessionaires level but has not been
issued with RO resolution yet.

C. Meter Testing

1. ComplaintsRelated Meter Testing For the 4' quarter 2018, twdnvitations/requests from
Maynilad to witness meter testing was received and attended by CSR while no
invitations/requests were receivkfrom Manila Water. The twmeters tested from Maynilad
passed the flow accuracy test. Table 6 & 6a show the meter testing withessed by MED.

For 2018, CSR attended and witnessed the accuracy test of 5 customer meters at the Meter
Laboratory of Manila Water where all the meters passed the required test. Bgnildd, 8

meter tests were witnessed and attended by CSR with the result of 7 meters passed and one
failed the accuracy test.

Table 6. Meter Testing Attended by CSR Involving Manila Water
Invitations Testing Passed Failed
Received Attended Testing Testing
Current Period
(Oct - Dec) - - - -
Previous Period 5 5 5 -
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5.

(Jan- Sep

YTD Total

(Jano Dec)

Table 6a. Meter Testing Attended by CSR Involving Maynilad
Invitations Testing Passed Failed
Received Attended Testing Testing
Current Period
2 2 2
(Oct - Dec)
Previous Period
6 6 5 1
(Jan- Sep)
YTD Total
8 8 7 1
(Jand Dec)

/| 2y 0Saarz2yl ANBAQ wSLI2 NI 4C 2R @t dlISNI e (tSING wSd i o BsRs

Meter Tests Reports thé™quarter 2018. Below are the highlights of the Report:

A. Water Meter Test Results

Manila Water Company, Inc. (Manila Water)

1 For Manila Water, a total of 2,902 suspected, defective and tampered water meters (sizes
15mm to 80mm) were inspected / tested for accuracy from October to December 2018.

1 55% or 1,600 of the 2,902 meters tested passed the flow accuracy test and werktéoba still

in good working condition and reinstalled at
meters were found defective mostly due to weamnd tear. The remaining twmeters were found to

be tampered.

1 Interms of brand, 80% or 1,044 d&iet 1,300 defective meters were Actaris Aqua Jet while 19%
or 240 meters were Actaris brand and 1% or 18 meters comprised other brands.

1 For CY 2018, Manila Water pulled out, inspected and tested for accuracy a total of 6,677 meters

that were eithersuspected defective or tampered with sizes 15mm to 50mm. Out of the total 6,677

meters, 63.41% or 4,234 meters passed the accuracy test while 36.53% or 2,439 meters were found

defective. A total of 601 units or 0.06% of the 6,677 meters were found tamperddlid not
undergo the accuracy test.
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1 For CY 2018, Maynilad pulled out, inspected and tested for accuracy a total of 1,926 meters that
were either suspected defective or tampered with sizes 15mm to 50mm. Out of the total 1,926
meters, 50.31% or 969 meate passed the accuracy test while 18.48% or 356 meters were found
defective. 31.21% or total of 601 units meters were found tampered and did not undergo the
accuracy test.

9 Table 7 shows the results of accuracy test conducted for the 1,300 defectiveshaeteng the
4" quarter of 2018:

Table 7. Manila Water Meter Tests Registration

Number of Meters Tests
Registration

1stQ 2018 2nd Q 2018 3d Q 2018 4th Q 2018 YTD 2018 Total
Over Registration 26 28% 36 33% 67 7% 54 4% 183 8%
Under Registration 48 51% 54 50% 635 68% 859 66% | 1,596 65%
Not Registering 7 7% 7 6% 227 24% 357 28% 598 24%
Not Tested 13 14% 12 11% 7 1% 30 2% 62 3%
Total 94 100% | 109 | 100% | 936 | 100% | 1,300 | 100% | 2,439 100%

1 For meters found to be over registering, MWCI \adgised to look into this matter as this
would mean inequitable charges to customers due to positive or above the allowable 2%
Metrological Curve accuracy level. On the other hand, under registratioretdrmare lost revenues
to the mncessionaires.

1 Thity meters or 2% of the 1,300 defective meters were found to be tampered with stick
insertion, hence did not undergo the testing.

1 No requests/invitations from Manila Water for meter testing was received and witnessed by CSR
representative for the % quarter 2018.

Maynilad Water Services, Inc. (Maynilad)

1 Atotal of 328 suspected defective and tampered meters (sizes 15mm to 50mm) were pulled
out, inspected and tested for accuracy for theguarter 2018.

1 56% or 184 of the 328 meters tested padsbe flow accuracy test and were found to be still in
good working condition.

1 22% or 72 of the total meters tested were found defective, majority of which were due to wear
and tear.
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1 Likewise, 22% or 72 meters out of the 328 meters inspecestiéd were found tampered with
common types of forcibly opened meters, detached meter head and broken seal among others.

1 Interms of brand, 53% or 38 of the 72 defective water meters were Actaris, followed by Aqua
Jet with 28% or 20 meters, Sappel branthvb% or 4 meters, and Sensus brand with 10% or 7
meters while 2% or 3 water meters comprised other brands.

9 Table 7a shows the test results for the defective meters:

Table 7a. Maynilad Meter Tests Registration 4th Q

Number of Meters Tests
2018

1stQ 2nd Q 34 Q 4 Q YTD 2018 Total

Over Registration 25 21% 8 8% 3 5% 15 21% 51 13%

Under Registration 81 67% 77 74% 39 66% 39 54% 236 69%

Not Registering 15 12% 13 12% 11 19% 15 21% 54 14%
Not Tested 0 0% 6 6% 6 10% 3 4% 15 4%
Total 121 | 100% | 104 | 100% 59 100% 72 100% 356 100%

1 For meters found to be over registering, MWSI was advised to look into this matter as this would
mean inequitable charges to customers due to positive or above the allowable 2% Metrological
Curve accurackevel. On the other hand, under registration oétars are lost revenues to the
concessionaires.

1 Twoinvitations/requests to witness meter testing was received from MWSI and attended by
CSR representative during th& guarter 2018. Both passed floaccuracy test.

B. Complaints on Defective Meters

Based on the KPI Report, Manila Water received a total of 680 complaints on defective meters or 4%
of the total 15,922 service and billing complaints for tieqiarter 2018.

Manila Water recorded a totalf@,087 defective meters out of the total 64,496 Service and Billing
Complaints received for CY 2018. Table 8 shows the defective meter complaints received by Manila
Water EO % Q 2018.

Table 8. Manila Water: Number of Meter Related Complaints Received CY 2018

15tQ 2nd Q 3dQ 4t Q YTD Total

Defective Meters 786 861 760 680 3,087
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Total Complaints Received

(Service + Billing)

13,714

18,377

16,483

15,922

64,496

%

6%

5%

5%

4%

5%

On the other hand, Maynilackceived a total of 1,489 complaints on defective meters which
comprises 4% of the 22,091 total service and billing complaints received fol" itpaaditer 2018.

Maynilad received a total of 4,673 complaints on defective meters out of the total 81,72k &e

and Billing complaints received for CY 2018. Table 8a shows the defective meter complaints received

by Maynilad EO"%Q 2018.

Table 8a. Maynilad: Number of Meter Related Complaints Received CY 2018

(Service + Billing)

1stQ 2nd Q 3dQ 4th Q Total YTD
Defective Meters 1,560 1,490 1,623 1,489 4,673
Total Complaints Received

27,732 27,227 | 26,763 | 22,091 81,722

%

6%

5%

6%

7%

6%

Water Service Interruptions

A. Presidential Directive on Announcing of Water Service Interruptions

CSR continues to comply with the Presidential directive-tnaging the notices of major water
service interruptions receiveddm the ®ncessionaires to thptv4parasabayan@agmail.coamd

monitoring the announcements aired by PTV 4 amaking an inventory of theseotices. For the %
quarter 2018 sixmajor planned andwo emergency water interruptions for Manil&ater andeight

major planned an@ne minor planned water interruptions for Maynilad wereneailed to PT\A.

At the end of 2018, a total of 18 major planned water interruptions and 6 emergency water
interruptions notices for Manila Water and 53 major mteed water interruptions and 47 emergency

interruptions notices for Maynilad, weremailed to PTV 4.

B./2y0848aA2yl ANBAQ

For the 4' quarter 2018, Manila Water posted and reported a total of 227 planned and 261

ttlyySR
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unplanned/emergency water service interruptions of less than 24 hours while Maynilad reported 28

planned and 235 unplanned/emergency water interruptions also of less than 24 hours.
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Table 9 shows the number of planned and unplanned/emergency water sertécaiptions as
reported by both Manila Water and Maynilad for CY 2018.

Planned and unplanned/emergency watetdrruptions were postedintheancessi onai r es
media (Facebook/Twitter/Instagram/Website) accounts and published in newspapers. Watieeser
advisories were also provided to the radio and television stations for airing and to the affected
customers thru the Call Center, local government/barangay coordination and notices, public address
system (PA), advisoriesneails and text blasts.

Table 9. Planned & Unplanned/Emergency Water Service Interruptions For CY
Manila Water Maynilad 2018,
2018
Planned Emergency/ Unplanned Planned Emergency/ Unplanned

1stQ 445 249 1,222 393

2nd Q 429 241 90 495

3d Q 265 238 421 928

4th Q 227 261 28 235

Total 1,366 989 1,661 2,051

Manila Water reported a total of 1,366 planned water service interruptions and a total of 989
unplanned/emergency interruptions. On the other hand, end of 2018, Mayhiéesdreported and
posted a total of 1,661 planned water service interruptions and a total of 2,051
unplanned/emergency interruptions. Table 9 shows the quarterly number of planned and
emergency interruptions of theomcessionaires for CY 2018.

One major panned water service interruption exceeding 24 hours was recorded for Maynilad in the
18t quarter of 2018. This was due to the decommissioning of two ffesof 1400mm primary line

along Coastal Road/Cavitex scheduled on Mar8h2018 The interruptiomwas monitored by CSR

by checking the advisories posted by Maynilad and by conducting field verification interviews on the
information dissemination of Maynilad on the customers in the affected areas and the provisions of
alternative water supply durindhe service interruption.

4. TECHNICAL REGULATION AREA

Technical Regulation Area is responsible for monitodognplianceof someserviceobligationsof the two
concessionaire®n water, sewerage and sanitation services in order to ensustainable operation of the
system through effective and efficient regulation.

The TRA has two departments: The Operation Monitoring Department (OMD) and Water Quality Control
Department (WQCD). The Deputy Administrator for the Technical Regulatiotsdire@verall operation and
management of the area.
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Water Supply Services
Continuity of Supply

The Concession Agreement (CA) requiresdbrcessionaires to provide uninterrupte24-hour piped

water supplyat a minimum pressure of 16 psi to all customers in the service area. However, the CA
requirement of 16 psi minimum pressure was receded to an interim pressure of 7 psi subject to review
during subsequent Rate Rebasing (RR) determination.

For the purposef monitoring the water availability and pressure within the MWSS Concession Area,
the MWSS RO identified Regulatory Benchmark Customers g B@nila Water and Pressure
Monitoring Points (PMP) for Maynilad. These were established to represent the passiblesituation

in an area and these would be the first to be affected in cases of any deviatwater supply service
and pressure condition in the system.

Locations of Manila Water's RBC are within CA's requirementditutlaynilad's PMPMayrilad assures
it shall demonstrate through a comparative study that PMP and RBC are similar in representing water
availability and pressure in the area.

For CY 2018the Operation Monitoring Department evaluated a total of 166 RBC and PMP covering 8
Business Areas (BA) for Manila Water and 12 BAs for Maynilad. It is worth mentioning that continuity of
supply for 24hour water availability and @si minimum are interelated and should be met by the
concessionaires in order for the customers to be qualiischaving served with 24/7 level of service.

Tableb5.1 shows the results of water availability and pressure evaluation.

Table5.1| Results of Water Availability and Pressure Evaluation

1Q 2Q 3Q 4Q Overall
Manila Water
No. of RBCs evaluated 16 16 16 16 64
No. of RBCs with 24 /7 15 15 15 16 61
% Passed 93.8 93.8 93.4 100 95.3
Maynilad
No. of PMPs evaluated 30 24 24 24 102
No. of PMPs with 24/7 12 5 6 15 38
% Passed 40 20.8 25 62.5 37.3

An overall passing rate of 93.8% for 2018 wex®rded for the Manila Water. The 6.2% deviation was
considered fail. The failures were due to emergency leak repair, service improvement work, and
pressure drop due to high water demand.

An overall passing rate of only 37.3% for 2018 was recorded fgniMa. The low passing raveas
attributed to:

a. Low water level in Bagbag Reservoir
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b. Production slowdown in Putatan WTP

c. Late operation of Damong Inline Booster in North Caloocan BA

d. Low pressure during peak demand

e. Emergency maintenance and power interruption

Water Quality Testing

The Philippine National Standards for Drinking Water (PNSDW) requires the water supply operators to
conduct regular water quality testing from their raw water source down to théewsupply in their
distribution network. Explicitly, the PNSDW requires water qualibyitoring in the distribution system

by collecting water sample at the customers' taps. This is to ensure that water received by the
customers is safe and of qualitycaptable by them, thus, eliminating the risk to public health.

For the assessment of Drinking Water Quality, the Water Quality Control Department (WQCD) validated

the concessionaires

compliance

in the product water at the Water Treatment Works (WTW) outlet.

report sSZydnd ough

The overall bacteriological quality at Water Treatment Works (WT\M0% compliant and at the
supply zones is 986 %. The minimum standard requirement is 95%. Sumnfatyeaesuts from the
microbiological monitoring of WQCD is shown in Té&ddelow.

Table 5.2| Bacteriological Quality
Number of tests performed and number of tests not meeting the standard

Number of tests

Number of tests not meeting the

2017PNSDW standard
West Zone East Zone West Zone East Zone

Water supply leaving water treatment works 216 241
Fecal coliform <1.1 MPN/100ml 72 80 - -
Coliform bacteria <1.1 MPN/100ml 72 80 - -
Turbidity * 5 NTU 72 81 - -

. 100% 100% -
Compliance, WTW 100%
Water supply sampled 1,796 1,092 21 12
Fecal coliform <1.1 MPN/100m 898 546 10 5
Coliform bacteria <1.1 MPN/100m 898 546 11 7

. 98.78% 98.72%
Compliance, SZ 98.75%
Total 2,012 1,333 21 12
Compliance per Concession area 98.96% 99.10%
Overall compliance in the Region 99.01%

1Turbidity is a critical control parameter for water treatment works and disinfection.

Highlighted portion reflects the performance reported in the Strategic Measures, taking into consideration the numbdesfmathp year

committed to GCG

Chemical and Physical Quality

A full summary of the results of analyses at the Water Treatment WOYK3V) is shown in Tab%e3. A

similar summary at the supply zone is shmoiw Tables.4.

As far as the chemical tests monitored on WTW outlets, 3 out of 168 tests did not conform with the
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standard for the West Zone. On the other hand, 4 out of 85 tests for the East Zone did not conform with
the standard.

Table 5.3] Chemical and physical parameters: in the Supply Zone
Number of tests performed and Number of tests not meeting the standard

Number of tests Number of tests not meeting the

2017PNSDW standard
West Zone East Zone West Zone East Zone
Acceptability
Turbidity 1 mg/L 898 546 - 1
Total dissolved
Solids 600 mg/L 69 - -
Inorganic chemical with health significance
Nitrate 50 mg/l 69 - -
Nitrite 69
Number of tests not meeting the
2017PNSDW Numbeigissts standard
West Zone East Zone West Zone East Zone
Chemicals used in treatmentsgifection, and disinfection gyroducts
Res chlorine 0.3-1.5 mg/l 898 546 17 1
Bromoform 69 27
Dibromochlorome
thane 69 1
Bromodichlorome 69 6
thane
Chloroform 69 -
Total THM 69 44
Total 2,348 1,092 95 2
Compliance per Concession area 95.95% 99.82%
Overall compliance in the Region 97.18%
Table 54| Chemical and physical parameters: in the Supply Zone
Number of tests performed and Number of tests not meeting the standard
Number of tests not meeting the
2017PNSDW e’ oftesty standard
West Zone East Zone West Zone East Zone
Acceptability
Turbidity 1 mg/L 898 546 - 1
Total dissolved
Solids 600 mg/L 69 - -
Inorganic chemical with health significance
Nitrate 50 mg/l 69 - -
Nitrite 69
Number of tests not meeting the
2017PNSDW Number of tests standard
West Zone East Zone West Zone East Zone
Chemicals used in treatmentsdifection, and disinfection Byroducts
Res chlorine 0.3-1.5 mg/l 898 546 17 1
Bromoform 69 27
Dibromochlorome
thane 69 1
Bromodichlorome 69 6
thane
Chloroform 69 -
Total THM 69 44
Total 2,348 1,092 95 2
Compliance per Concession area 95.95% 99.82%
Overall compliance in the Region 97.18%

In the Supply Zone, the usual parameters tested are turbidity and residual chlorine. Additional
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parameters are also tested for Maynilad's PWTP to ensure the quality of water supplied. These include
Total Dissolved Solids (TDS), nitrate and nitrite, ahaloimethanes (THM). Most of the tests on THM
have failed tle standard. Concessionaires are therefogquired to comply with the set standard for

THM.

Residual Chlorine

Chlorine is an inorganic chemical mainly used to disinfect water against dissaa®ey organisms. It has
to be ever present in water to continually do its job. In excess or below the standard is both undesirable.
The standard is 0.3 mg to 1.5 mg/L.

Turbidity in the Supply Zone

A total of 1,444 tests were carried out on samples taketinatcustomers tap and 99.93% of the tests
passed the Turbidity standard.

Total Dissolved Solid

TDS are compsid of inorganic salts, principally calcium, magnesium, potassium, sodicanbonates,
chlorides and sulfates, and small amounts of organitenshat are dissolved in wateAlthough TDS is
not a health concern when found in drinking watelhigh level may affect acceptance by the
customers. TDS values of 1,000 mg/L and higher make water unpalatable.

Trihalomethanes (THMs)

The WQCD monits THM as one of the predominant disinfectantpsoducts (DBP) in the supply zone

of PWTP because of the chlorine used as the disinfectant chemical. Chlorine is a powerful oxidant that
reacts with organic and inorganic matter present in raw water to forheocompounds known as

DBPs.

Figuress.1 and5.2 show that THM levels in 44 out of 69 samples collected at the supply zone of PWTP

demonstrate that health of customers in the area is at risk. Maynilad is faced with a challenge to address
thisconcern.
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Overall, the WQCD collected 1,444 samples from designated Regulatory Sampling Points (RSPs) in the SZ and
WTW, equivalent to a total of 6,529 tests. This resulted to an overall compliance rating for the East Zone at
99.28% and 97.91% for the We&ine.

Sewerage and Sanitation Services

Wastewater Quality Monitoring

The WQCD monitors and validates compliance otctreessionaires on Wastewat8tandards through
regular random sampling in each operational sewage treatment plant (STP) and septtgenht plant
(SpTP).

MWSS adopts the most relevant standard for wastewater entitfédter Quality Guideline and General
Effluent of 201606f DENR. The new wastewater standard is strict and very protective of the

environment.

Tabless.5 and5.6 show the WQCD's 2018 wastewater monitoring summary and performance utilization
visa-viscompliance.

Table55|WQCD’ s 2018 Monitoring Summary

2017
2018
West Zone
Number of operational WwTW 21 20
- Separate system 8 8
- Combined system 13 12
Number of sample tested 219 150
2017
2018
West Zone
- Separate system 91 59
- Combined system 128 91
Number of failed sample 15 12
- Separate system 13 4
- Combined system 2 8
Compliance (95%) 93.15% 92%
- Separate system
- Combined system
East Zone
Number of operational WwTW 40 40
- Separate system 34 34
- Combined 6 6
system
Number of sample tested 471 303
- Separate system 402 257
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- Combined system 69 46

Number of failed sample 1 1
- Separate system 1 1
- Combined system 0 0
Compliance (95%) 99.79% 99.67%
- Separate system
- Combined
system
Overall 96.65% 93.83%
compliance

Table5.6 | 2018 Performance: Utilization vésvis Compliance

Combined = Combined

Number desi Utilization ~ Performance
esign cap, ave. flow,
CMD CMD
West Zone
Separate system 8 472,247 127,074 26.91%
Combined system 13 115,520 68,206 59.04%
21 587,767 195,281 32.23% 93.15%
East Zone
Separate system 34 176,566 78,240 44.31%
Combined system 6 134,886 44,215 32.78%
40 311,452 122,455 39.32% 99.79%
Overall
Separate system 42 648,813 205,314 31.64%
Combined system 19 250,406 112,421 44.90%
61 899,219 317,736 35.33% 96.65%
Concessionaires’ performances on Wastewater Efflu

assessed based on their submissions to the MWSS RO. WQCD validated their reports through regular
wastewater sampling at least once a month from each efwastewater treatment works, the sewage
treatment plants (STP) and the septage treatment plants (SpTP). For 2018, all of these 61 operational
wastewater treatment works operated respectivdlythe concessionairewere monitored. Theresultof

the monitoringresultedto an overall performance rating of 99.79% and 93.51%, respectively for the East
Zone and the West Zone.

Non-Revenue Water (NRW)
Nonr evenue water ( NRW) measures the concessionair

facilities as well as the efficient implementation of CAPEX projects geared towards NRW reduction.
Summary of their performance is shownTiable5.7 for Manila Water andrable5.8 for Maynilad

Table5.7 | 2018 NonRevenue Water Manila Water Co., Inc.
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No. of WTW Ave. Ave. billed Non- Volume of

Y2018 operated production volume revenue lost water
Water

SW DW MLD MLD % MLD

Jan1-31 3 2 1,502 1,313 12.59 189
Feb 1-28 3 2 1,522 1,331 12.59 192
Mar 1 - 31 3 2 1,555 1,372 11.76 183
Apr1-30 3 2 1,561 1,372 12.15 190
May 1 - 31 3 3 1,620 1,431 11.63 188
Jun1-30 3 3 1,621 1,424 12.12 196
Jul1-31 3 3 1,592 1,384 13.03 207
Aug1l-31 3 3 1,581 1,382 12.56 199
Sept1-30 3 3 1,578 1,383 12.34 195
Octl-31 3 3 1,573 1,388 11.79 186
Nov 1 - 30 3 3 1,571 1,379 12.23 192
Dec1-31 3 3 1,560 1,382 1142 178
Overall 1,570 1,378 12.18 191

SW surface water source; DVWeepwell

ForManilaWater,the averageproductionin 2018was1,570MLDandabilled volume of 1,378 MLD. The
NRW is 12.18%quating to 191 MLD of lost water. The highest producti@srecordedat Junewith an
averageof 1,621MLDfollowedbyMaywith an average of 1,620 MLD. The production includes three water
treatment plants (Balardilter Plant1, BalaraFilter Plant2, EastLa MesaTreatmentPlant)and three
deepwells (Curayao, Baras, alalajala).

Table5.8| 2018 NonRevenue Water Maynilad Water Services, Inc.

No. of WTW Ave. plant Ave. billed Non- Volume of
Y2018 operated production volume revenue lost water
Water

SW DW MLD MLD % MLD
Jan1-31 3 4 2,347 1,367 41.36 971
Feb 1 - 28 3 4 2,367 1,395 40.84 972
Mar 1 - 31 3 4 2,359 1,445 38.74 914
Apr1-30 3 3 2,372 1,414 40.34 958
May 1 - 31 3 3 2,415 1,488 38.39 927
Jun1-30 3 3 2,403 1,481 38.35 922
Jul1-31 3 3 2,399 1,455 39.36 944
Aug 1l-31 3 3 2,396 1,444 39.72 952
Sept1-30 3 3 2,401 1,451 39.58 950
Oct1-31 3 3 2,435 1,472 39.54 963
Nov 1 - 30 3 3 2,406 1,459 39.36 947
Dec1-31 3 3 2,383 1,451 38.52 918
Overall 2,390 1,445 39.53 945

SW surface water source; DVWeepwell

ForMaynilad,the averageproductionis2,390MLDanda billedvolumeof 1,445MLD. The NRW is 39.53%
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equating to 945 MLD of lost water. For comparison, the volume of lost water is even higher than the La
MesaWater Treatment Plant 2 which hasdesigncapacityof 900 MLD. Thehighestproductionwas
recordedin Octoberwith an averagef 2,435MLDfollowed by May with anaverageof 2,415MLD. The
production includeshree watertreatment plants: (LaMesaTreatmentPlantl, LaMesaTreatment Plant

2 and PutatanWater TreatmentPlant1), and four deepwellsall locatedin Cavite (St. Jude, Georosville,
Pandawan, anéoblacion).

ManilaWa t eaverageproductionwas1,570MLDwith an averagéilledvolumeof 1,378MLD resulting

in anaverageNRWat 12.18%0r anaverage 191 MLD of lost treated water supply. For Maynilad, the

average production was 2,39ALD with an average billed volume of 1,445 MLD, resulting in an NRW
39.53%, or an average 945 MLD of lost water. Production volume of Manila Water was computed from

the productionvolumeof the BalaraFilters(BFland BF2)the East_aMesaTreatmentPlant (ELMTPhe
BarasVaterTreatmentWorks(BarasVTW)andthe JalajalaWater Treatment Works (Jal@la WTW). On

the other hand, Maynilad’"s production volume was ¢
Treatment Plants (LP1 and LPRjtatan Water Treatment Plant 1 (PWTP1), &mgr deepwells that

served a portion oCavite.

Angat Dam

The Angat River situated in Angat, Bulacan supplies 98% of the raw water requirement of MWSS. At
present this volume is about 46 cubic metger sscond (cms) or 4,000 million liters per day (MLD).

La Mesa Reservoir

The La Mesa Reservoir is an impounding dam and not a source of raw water. Its maximum allocation of
raw water to Manila Water is 40% or 1,600 MLD.

Plant Performance

Manila Water, in CY 2018, produced from its water treatment plants a total of 1,563 MLD. Maynilad
produced a bigger volume of 2,237 MLD.

ConcessionairePerformance

In 2018, the TRSA continued to monitopothet he conces:
obligations specified in the CA, such as;

1. Performance review of the existing facilities in relation to attainment of their service obligations.

Under Article 6.5.3 of the CA, the RO has the right at any time to commission an independent technical
audit of the accuracy and completeness of any Ass
compliance with its service obligations. At present, the audit is conducted through the engagement of a

third party independent auditor once every five yearor to the succeeding rate rebasing exercise;

2. CAPEX programs, to ascertain that the projects are implemented as planned, and evaluate their
physical progress to ensure the timely attainment of their commitments to their service obligations, as
stipulaed in their respective Approved Business Plans. Monitoring the CAPEX serves also as an early
warning of any issues or delays that are likely to compromise Customer service and identify
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shortcomings, flag potential problems, recommend improvements on ffexation and management,
raise alarms, if necessary, in case of delays or imyplementation or significant variations to the CAPEX
Programs;

3. NonrRevenue Water, to measure the concessionaire
system and relatedacilities, as well as the efficient implementation of CAPEX projects geared towards
NRW reduction;

4, Water level of the water supply sources particularly of the Angat DanD#mo and the La Mesa
Reservoir, to assist TRA in establishing that the two concessionaires receive their respective raw water
allocations to ensure the delivery of a-Béur piped water supply service and water supply pressure
committed in their respectivBusiness Plans

5) ADMINISTRATION AND LEGAL AFFAIRS

On December 14, 2017, through Board Resolution No. -285R0O, the MWSS Board of Trustees

approved the Php304.841M Corporate Operating Budget of MWR&gulatory Office for CY 2018. Out

of the totalBOT Approved Budget, Php296.379M was approved by the Department of Budget and
Management (DBM) for disbursement. The approved CY2018 COB were sourced and collected as follow:

MWSS Regulatory Office
Summary of Collection In thousands ('000.00)

DATECOLLECTED SOURCES AMOUNT PERCENTAGE
1/1/2018 Surplus- CY2017 Phpl61,886 53%
5/31/2018 Concession Fee Phpl42,955 47%

Allocation
TOTAL Php304,841 100%

During CY2018, a total of 764 disbursement vouchers (DV) were processed of which only 9 DVs were
cancelled due to errors and insufficiency of supporting documents. A total of 199 Bank Transmittals
were produced during the year with 3 cancelled due to errors. A total 896 checks were prepared of
which 12 were cancelled due to errors and change of sayies.

All statutory liabilities were remitted to the respective agencies within the prescribed period of time.

For GSIS, and PhilHealth, the agency is required to remit statutory liabilities on or before the 10th day of
the succeeding month, whilBIR and PagIBIG (HDMF), the agency is required to remit the said liabilities
on or before the 15th day of the succeeding month.

Further, the Administration Department-inance prepared accounting registers and journals in a
monthly basis recorded and sunarized in a computer software which facilitated the preparation of
Financial Statements. The Financial Statements were dtdohido the Commission on AudiCOA) on a
guarterly basis for review and conduct of audit tests and procedures.
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Moreover, thefollowing reports were reported and uploaded in the RO website in compliance with
Section 43 of GCG MC 26072, as follows:

Quarterly Trial Balance

Quarterly Statement of Financial Position
Quarterly Statement of Comprehensive Income
QuarterlyStatement of Cash Flows

Quarterly Consolidated Financial Statement
Annual Financial Report

Agency Action Plan and Status of Implementation (AAPSI) as of December 2016
Corporate Operating Budget (COB)

. Aging of Cash Advance

0. Local and forgn borrowings

1. Statutory Liabilities

RBOONOOAMWNPE

Legal Affairs Department

The Legal Affairs Department continued to assist the various regulatory areas by providing legal services
in the form of representation, advisories, opinions, preparation of memorandagEements, etc.,
investigation and/or resolution of internal discipline matters, intgyency consultations, as well as
preparation of required documentary inputs.

The LAD mnitored the compliance of theancessionaires with the provisions of the Cono@ss
Agreements, which eventually led to a dispute necessitating arbitration in which the Legal Affairs
Department provided primary support and assistance to the Office of the Government Corporate
Counsel, the statutory counsel of MWSS.

LAD rendered ass&nce and support to the Technical Regulation Area, and did liaison work with the
Departments of Environment and Natural Resources and the Department of Public Works and Highways,
among others, in the continuing mandamus case on the rehabilitation of theiliiBay.

The legal services and/or interventions took the following forms:
1. For and in behalf of the Regulatory Office

In the ExecomRendered assistance to the Deputy Administrator for Administration and Legal Affairs as
the Secretary and Advisor of the Regulatory Office through the preparation of the agenda, RO actions, as
well as minutes of Execom meetings.

In the Mancom: Renderedssistance to the Mancom through the preparation of the agenda, actions, as
well as minutes of Mancom meetings.

Before the COA: The Legal Affairs Department, in cooperation with the concerned auditee, actively
participated in liaison work, conferences,capreparation of written replies in relation to Audit
Observation Memoranda and Notice of Suspension issued by COA on various subjects, such as motor
vehicle loans and other types of loans and acquisitions, property and equipment accounts, the grant of
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hazard duty pay, longevity pay, and other personnel benefits, cash examinations, service contracting for
security and utility services, the issue of governmental shares in the Welfare Fund, the possibility of
retroactive application of certain compensationsdaother kinds of allowances due to the RO staff, etc.

For those which ripened to Notices of Disallowance, the Legal Affairs Department represented the
Regulatory Office before the COA Cluster Director on appeal, and before the Commission Proper on
petition for review.

With the OGCC and OSG: Rendered assistance by preparing required documents and inputs necessary in
the preparation of pleadings to be filed before the arbitration tribunals and/ or courts.

With other agencies: Represented the Regulatorfjc®fin various agencies and/or instrumentalities of

the government in the pursuit of their mandates and/or programs; e.g., the Department of Environment
and Natural Resources, the Laguna Lake Development Authority, the Pasig River Rehabilitation
Commissia, the Development Academy of the Philippines in relation to the roll out of the campaign for
the implementation of Regulatory Impact Analysis.

Congressional proceedings: Rendered assistance to the Chief Regulator and/or Regulators in their
appearances bere Congress and/or its committees by preparation of documents and/or inputs.

2. For and/or in behalf of other Regulation Areas/Departments

OCR: Rendered assistance to the Public Information Department in the preparation of replies to
requests for infomation in connection with the implementation of the Executive Order No. 02, series
2016, on Freedom of Informatioas well as rendered assistance in the preparation of Terms of
Reference for the procurement of a social media consultant. Rendered assistatite Management
Information System in the preparation of Terms of Reference for the procurement of Information
Technology hardware and peripherals.

CSR: Rendered assistance through preparation and/or review of documents and/or communications in
replyto customer complaints whether filed directly with the RO, or indirectly coursed through the
Presidential Complaints Center or any other agency, or elevated from a complaint filed with the
concessionaires. Rendered legal opinion during conciliation meeimglving customer complaints, as
well as provided assistance at pemd/or postconciliation briefingaheetings.

FRA and TRA: Rendered assistance through preparation and/or review of documents and/or
communications. Rendered legal opinion on requéstdegal interpretation, as well as rendered
assistance during meetings.

Administration Department: Rendered assistance through preparation and/or review of documents/
communications. Rendered legal opinion on requests for legal interpretation of retpgations,

circulars, orders, memoranda, etc. of the Civil Service Commission, Department of Budget and
Management, Governance Commission for GOCCs, etc., as well as rendered assistance during meetings.

BAC: Assisted by assigning a lawyer as membezabinical Working Group in a given procurement who

renders legal assistance by reviewing and/or drgftof documents/communicationsendering lega
opinion and/or interpretationas well as render assistance during meetings.
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3. For the Legal AffairBepartment

Conducted investigations anal prepared Formal Charge issued to erring employees.
By yearend, the Legal Affairs Department consolidated its reports and pledged to continue rendering
appropriate legal services in support of the mandate, missamal vision of the Regulatory Office.

HR Perspective
The RO's total talents as of end December 2018 reached 63.
1. Recruitment, Selection and Placement

A total of 11 talents were issued appointmentfour Original, three reemployment, and three
promations, and one Transfel his also incded the fillingup of fourDepartment Manager A
positions, one via promotion, one via transfer, one via reemployment and one via original
appointments.

2. Compensation andenefits.

Compensation administratioisoneareabeinglookedinto by the RQinits effort to accord due
value to itgalents.

The RO Management has upheld the timely release of all compensations and benefits due its
talents. In 2018, there had been zedelay in the release of atbmpensatiorrelated
payments.

3. Talent Development/Competencissessment

In2018,a total of 48learninginterventionswere madeavailableto ROtalents.It consistedf
twoforeignandforty localofferings threewerein-house trainings.

Sixtyof the 63 talents or 94% of the talents employed as of December 31, 2018 attended at least
onelearning intervention. Thretlents who were not able to attend any leang intervention
were: twoemployed in December 2018, orseconded talent.

Notablelearning interventions during the year were as follows:

a) International Training on Utility Regulation and Strate@Ghief Regulator Patrick Lester

N. Ty and Deputy Administrator Lee Robert M. Britamittended this tweweek course. The
Program, organized by the Public Utility Resource Center (PURC) of the University of Florida in
collaboration with theworld Bank, was designed to enhance the economic, technical, and policy
skills required for implemelng policies and managing regulatory mechanisms for infrastructure
sectors.
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b) CivilServicdnstitute Seminar§CSl)Department nanagers andupervisors attended
leadership courses offerdaly the CSI such as CSI Leadership Series, Digital Leadership, Authentic
Leadership, Seven Habits of Highly Effective People, Mentoring and Coaching Leadership,
Strategic PlanninGourse and Ethicdlkeadership Coursé his is to comply with the minimum of

40 hours managerial / supervisory training hoursnaimbents.

c) CapabilitypevelopmentAssistancen RegulatorympactAnalysigRIA)
Representatives from the Regulation Areas attended this program sponsore by
DevelopmentAcademyof the Philippinesto acquirecompetencie®on RIA, particularly on

evaluating existing regulations while determining the regulatosisand responsibilitiesn
the conductof RIA.

Improvement from the Competency Baseline Data
The RO's corporate baseline competency I€February 2018) is at 1.75% with an average of
37% talent profile match. The first quarter of 2019 competency assessment show the following

results:

a. Improvementfrom the baselinecorporatecompetencydatafrom 1.75%t0 8.5%.Three
talents achieved 100% profile match.

b. Theaverageprofile matchof the ROtalentsnow sitsat 52%

Gender and Development (GAD)/Health and Wellness Program

The GAD Committee initiated health and wellness and sports activities to benefit and
improve thecapacity and welbeing of RO talents. The sports and physical activities
includedthe Biggest.osercompetition,BowlingTournamentZumbaandselfdefense

sessions.

ROtalentsalsoparticipatedin the CivilServicecCommission'®R ACEto Serveand the
Department of Trade's Fun Ragtivities.

X. HUMAN RESOURCES PRUENiEf Regulator and Division Heads) WITH
PHOTOS

The organizational structure of MWSS is shown below:
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Metropolitan Waterworks and Sewerage System
REGULATORY OFFICE
ORGANIZATIONAL STRUCTURE

Patrick Lester N. Ty
Chief Regulator

Karl Mark N. Zapanta

DM for Public Information
D
§ Darrall John $
Loo James B. Abaloyan Renato L. Rodriguez Jr Lamberto M. Talplacido
Mgmt.Info. Systam Data Analyst Contraller Driver-Meehanic & Head Techuioal Assisia — Lorna €. Medina Ma. Karmala B. Dizon
Design Speciaiist o fechneal Assstan St Infermation Gifieet Artst- llustrator Sacretary B
I I I 1
Evolyn B. Agustin Claudine B. Orocio-lsorana Christopher D. Loe Robert M. Britanico
DA far Technical Regulation DA for Administration and ‘Acting DA for Financial DA for Customer Senvice
Legal Affairs Reguiation Reguiation
Napoleon . Villanueva Raman A. Javier Emelita M. Romero ove P. Loido
I' Technical Assistant I Technical Assistant I Technical Assistant I» Technical Assistant
Mario G. Macatangay Jos| A Dominguaz ia V. Octa |- | Crescenciano B. Minas Jr. — Christopher D. Chuegan  J Victor John G. Dizon Rosendo 0. Alegre Carlito E. Espallardo
DM for Operations Monitoring DM for Water Quality Control DM for Administraticn DM for Legal DM for Tarifl Control DM for Financial Audit DM for Complaints DM for Matering Efficiency
and Monitoring and Asset Monitoring Senvices Monitoring
Joriel M. Dagsa
Manuslito Aparato Dave Eldon B. Olana Ghief Accountant A Jaspor Allen B. Barriontos Rosalinda T. Valdaz Maria Sharlane P. Zausa Mslehor §. Cordova Nosl B Gappi
Supvg. Water Utiliies. - Principal Chemist — Chief Corperate Attarnay Acting DM for Tari Control and [~ Supvg. Financial — Supug Water Utilties Supvg. Water Utiities |
Reglition Offcer Maria Thoresa V. Makiling | | Montaring Management Sperialis Reglletion Offcer Reguiaton Officet
Maria Elolsa A. Co Sr. Water Utiities ‘Alan D. Chuegan Manuel D. Gacula | _| o i
Sr. Water Ulifies. L Regulation Officer - Finance Officer B Sr. Comarate Atorney Mark Billy B. Antonia Charmaing Shiole e || Olivia L. Tolentina Francis Eduardo P.
Acing Chief Economist || upvy. Water Utiities Sr. Water Utiit -
Reguistion Officer Reguiation Offcer r. Water Utiites yapana
Christian Bornard D. PguE * Regulation Officer Supvg. Water Utiiies
arcoli H Regulation Officer
Goerge Mariano A, Soraino Ranjev M. Garcia Sr. Corporate Attomey [~ | Justine Irish C. Ignacio Mary Ann Monic P. Kimberly 0. Soliven Vincent A. Ruelos
Sr.Water Utiiies H Laboratory Technician — Administrative Sr. Water Utilites — Rodriguez ge;’eww 8 — Sr. Water Utiities
Regulation Officer Officer Il Reguiation Officer Finance Officer ¢ Reguiation Officer
Roberto U. Coloso
Sr. Praperty Officer Secrelary B
Sheena L. Guinaling Richelle €. Cruz Sir Gil . Maravilla Ma. Carla N. Benito Candelaria P- Castasus Ma. Victoria M. Villarba
Secretary B H Secretary B H | agminstraive omcern Secretary B L St Water Utites |
egulaion Officer Regulation Officer
IRM Officer A
Emyl Angelique C.

Lorna C, Balingit
Christine Agatha R
Villanueva

ulqueras.

Secretary B

Fiscal Examiner A

Kloa Rejoice D. Luz
Records Cfficer &
Yolanda C. Vicente
Secretary B
John Oliver 5. Madina

Mark Tabes Vicante T. Avila Il Driver-Mechanic B
Driver-Mechanic B Driver-Mechanic B

Edgar G. Lumbres
Driver-Mechanic B

Crisanto G. Nagtalon

. Diala
Dilver-Mechanic B Driver-Mechanic &

MWSS RO LIST OF EMPLOYEES

OFFICE OF THE CHIEF REGULATOR (OCR)

Name Position Department Regulation Area

Patrick Lester N. Ty | Chief Regulator OCR

Darrell John S. Head Technical OCR
Magsambol Assistant

Public Information Department

Karl Mark N. Department Public Information OCR
Zapanta Manager Department

Ana Maria M. Dans | Senior Information Public Information
Officer Department

Lorna C. Medina Artist lllustrator Public Information OCR
Department

Ma. Karmela B. Secretary B Public Information OCR
Dizon Department
Management Information System
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Leo James B. MIS Design Management OCR
Abaloyan Specialist A Information System
Renato L. Rodriguez | Data Analyst Management OCR
Jr. Information System

ADMINISTRATION AND LEGAL AFFAIRS (ALA)

Name Position Department Regulation Area
Claudine B. Orocio- | Deputy ALA
Isorena Administration for

ALA
Ramon A. Javier Technical Assistant ALA
Administration Department
Virginia V. Octa Department Administration ALA
Manager Department
Joriel M. Dagsa Chief Corp. Administration ALA
Accountant A Department
Maria Theresa V. Finance Officer Administration ALA
Makiling Department
Alan D. Chuegan Finance Officer Administration ALA
Department
Christian Bernard Sr. IRM Officer A Administration ALA
D. Marcelino Department
Ranjev Garcia Administrative Administration ALA
Officer IlI Department
Roberto U. Coloso | Sr. Property Officer | Administration ALA
A Department
Sir Gil P. Maravilla | Administrative Administration ALA
Officer Il Department
Klea Rejoice D. Luz | Records Officer C Administration ALA
Department
Yolanda Vicente Secretary B Administration ALA
Department
Mark Tabes Driver Mechanic -B | Administration ALA
Department
Vicente Avilla Il Driver Mechanic -B | Administration ALA
Department
John Oliver Medina | Driver Mechanic -B | Administration ALA
Department
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Robert Diala Driv er Mechanic-B | Administration ALA
Department
Edgar Lumbres Driver Mechanic -B | Administration ALA
Department
Crisanto Nagtalon | Driver Mechanic -B | Administration ALA
Department
Lamberto Driver Mechanic -B | Administration ALA
Talplacido Department
Legal Department
Atty. Crescenciano | Department Legal Department ALA
B. Minas Jr. Manager
Atty. Angela Chief Corporate Legal Department | ALA
Sigrid J. Along Attorney
Atty. Manuel D. Sr. Corporate Legal Department | ALA
Gacula Attorney
TECHNICAL REGULATION AREA  (TRA)
Name Position Department Regulation Area
Evelyn B. Agustin Deputy TRA
Administrator for
TRA
Darren Fernandez | Technical Assistant TRA
Operations Monitoring Department
Mario G. Department Operations TRA
Macatangay Manager Monitoring
Department
Manuelito Aparato | Supervising Water | Operations TRA
Utilities Monitoring
Department
Maria Eloisa C. Sr. Water Utilities Operations TRA
Garcia Regulation Officer Monitoring
Department
Ma. Carla N. Benito | Secretary B Operations TRA
Monitoring
Department
Water Quality Control
Joel A. Dominguez | Department Water Quality TRA
Manager Control
Isabel V. Bagaporo | Principal Chemist Water Quality TRA
Control
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Clarissa T. Jallorina | Sr. Water Utilities Water Quality TRA
Regulation Officer | Control
Christine Agatha R. | Secretary B Water Quality TRA

Villanueva

Control

FINANCIAL REGULATION AREA (FRA)

Name Position Department Regulation Area
Christopher D. Acting Deputy FRA
Chuegan Administrator for

FRA
Emelita Romero Technical Assistant FRA
Tariff Control and Monitoring
Christopher D. Department Tariff Control and FRA
Chuegan Manager Monitoring
Rosalinda T. Acting Department | Tariff Control and FRA
Valdez Manager Monitoring
Mark Billy B. Acting Chief Tariff Control and FRA
Antonio Economist Monitoring
Justine Irish C. Sr. Water Utilities Tariff Control and FRA
Ignacio Regulation Officer Monitoring
Financial Audit and Asset Monitoring
Victor John G. Department Financial Audit FRA
Dizon Manager and Asset
Monitoring
Maria Sharlene Supervising Financial Audit FRA
Zausa Financial and Asset
Management Monitoring
Specialist
Charmaine Shiela | Supervising Water | Financial Audit FRA
R. Abia Utilities Regulation | and Asset
oFFICER Monitoring
Mary Ann Monic P. | Finance Officer C Financial Audit FRA
Rodriguez and Asset
Monitoring
Candelaria Sr. Water Utilities Financial Audit FRA
Castasus Regulation Officer and Asset
Monitoring
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Emyl Angelique
Fulgueras

Secretary B

Financial Audit
and Asset
Monitoring

FRA

CUSTOMER SERVICE REGULATION AREA (CSRA)

Name Position Department Regulation Area
Lee Robert M. Acting Deputy CSRA
Britanico Administrator for
FRA
Steve P. Leido Technical Assistant CSRA
Complaints Services Monitoring
Rosendo O. Alegre | Department Complaints CSRA
Manager Services
Monitoring
Melchor S. Supervising Water | Complaints CSRA
Cordova Utilities Regulation | Services
Officer Monitoring
Olivia I. Tolentino Senior Water Complaints CSRA
Utilities Regulation | Services
Officer Monitoring
Kimberly O. Secretary B Complaints CSRA
Soliven Services
Monitoring
Metering Efficiency
Carlito E. Department Metering Efficiency | CSRA
Espallardo Manager
Noel Gappi Supervising Water | Financial Audit and | CSRA
Utilities Regulation | Asset Monitoring
Officer
Francis Eduardo Supervising Water | Financial Audit and | CSRA
Ayapana Jr. Utilities Regulation | Asset Monitoring
Officer
Vincent Ruelos Senior Water Financial Audit and | CSRA
Utilities Regulation | Asset Monitoring
Officer
Lorna C. Balingit Secretary B Financial Audit and | CSRA

Asset Monitor ing
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