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VISION

By 2022, CIAC shall be the airport of choice
of Northern and Central Luzon, a competitive
aviation complex, and a key economic
engine of the country.

: MISSION

To develop, manage and operate a
competitive aviation complex, ensuring

viability and creating value for our
stakeholders.

e —

CORE COMPETENCIES
1 Airport Operations Management
1 Estate Management

CORE VALUES
Commitment, Integrity, Accountability, Competency,
Teamwork, Inclusiveness/Corporate Citizenship,
Excellence, Service

Mag-text sa /1+'\
0908-8816565 Feedback &

Tumawsgsa | Redress Mechanisms

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

Mag log-on sa
| www.contactcenterngbayan.gov.ph

Accomplish our Feedback Form and place it inside
the Suggestion Box;

| Maaaring idulog ang mga sumusunod:

| @ Pakikipagsabwatan sa fixer [ Hindi magalang na pakikitungo sa
[ Tigil serbisyo tuwing lunch break kliyente ; . = ;
[ Walang tao sa Public Assistance | 11 Walang “special lane” para sa Email your feedback at publicaffairs@clarkairport.
and Complaints Desk nakatatanda, buntis at may com;
[ Walang Citizen’s Charter sa
ahensya

g
¥ Pagdagdag ng bayarin o on/walang maayos Accomplish our Online Feedback Form at www.
requirements na hindi nakasaad na paliwanag sa kliyente cIarkairport.com' or
sa Citizen’s Charter [ At iba pang gawaing sagabal sa E

N o N OO N B REAK P o LI CY mahusay na serbisyo The Anti-Red Tape Act of 2007 (RA 9485 imposes strict penalty on fixers: S :
imprisonment not exceeding six (6) years or a fine of not more than Two Hundred Call the Corporate Communications Office (045-

Tumawag sa 1-6565 mula Lunes hanggang Biyernes, 8 am -
Section 8(e), Republic Act No. 9485 or the Anti-Red Tape Act of bipm;gamit ang inyong landline::May CCB Agent.na tatangsap the court,

2007 ng inyong tawag at magbibigay ng impormasyon o tutugon sa L . . X
inyong reklamo. Report the name of fixer, name and location of government office, date and If you are not satisfied with our service, your written/

“agencies which render frontline services shall adopt appropriate Para sa karagdagang kaalaman mag-log on sa: time of transaction to the following: verbal complaints shall immediately be .atte'nded tc{ by
working schedules to ensure that all clients who are within their 0917-TEXTCSC (8398272) personnel from the Corporate Communications Office.

CIVIL SERVICE COI ISSION
premises prior to the end of official working hours are attended www.contactcenterngbayan.gov.ph o (02) 932-0111
to and served even during lunch break.” P THANK YOU for helping us continuously improve our
Government offices are advised to adopt an appropriate working = / FFICE OF THE OMBUDSMan 992676994703 services.

schedule to ensure uninterrupted public service delivery. [ { o 4 philkealth YN 27 (02) 927-4102
< S - i DY (02) 927-2404

Thousand Pesos (PhP 200,000.00), or both fine and imprisonment at the discretion of 5992888 local 119)



The CIAC
FRONTLINE ..
SERV |_,9§S CUSTOMERSERVICE

Satisfaction support

Republic Act No. 9485o0r the Anti-Red
Tape Law definesinFrontline Serviceso as
the process or transaction between

clients and government offices or
agencies nvolving applications for any
privilege, right, permit, reward, license,
concession, or for any modifi cation,
renewal or extension of the enumerated
appli cations and/ or requests which are
acted upon In the ordinary course of
business of the agerncy or office
concerned.

Thesuccealing pagescontain thevarious

frontline servicesof the corporation and

the relevant information that will guide
our clientsin availing these services.



APPLIC ATION FOR TEMPORA RY, SEASO NAL OR

ANN UAL ACCESS PASS - PASS CONT ROL OFFICE

DURATION RESPONSIBLE FORMS/
STEP APPLICANT CIAC-PCO SERVICES]| (under normal CIAC OFFICE/ RECORDS FEE
condition) OFFICER
1 P&CEO shall: 1 President & CEO
[] Deny Request or
[ ] Approve Request & trar
to Pass Control for
I Submit_etter of Requel processing Dayl Letter of Reque None
1 Inform applicant: 1 Pass ContrQiffice
[ ] Request denied (end of Processiné
process) Records Officer
[ ] Request approved
SubmitApplication
Documents
Requirements
[ ] Approvedetteiof
Request
[ JAccomplished
Applicatiohorm(PCQ
F001)
[1One(1)copyof
recenx2 1 Acces$ass
colored picture Application
withblue Form
background (PCGR001)
[] Visaorworkingermit |Validatedocuments Pass Contr@ffice
or9G\Visaforforeign [[]Incomplete: inform Processing Records
nationals applanttosubmitacking Dayl Officer None
[ ] Certificatef documents { Ordeoof
Employmeffor [ ] Complete: Issue theder of Paymerform
newapplicants) Payment & Payment Sli
[1\alidNBIPNP
Municipal Office &
& Barangaglearance;
[JAVSEC
AwarenesgASA)
Seminar
Certificatessued
by ASQCO
[ ] Fhotocopy of
Access Pass (For
renewal)
[ ] Photocopy of
Company ID
Refer to
Access Pas
PayAccess Pass Process payment assue Dayl Cashig Treasury | OfficiaReceipt| Fees (next
(Temporay OfficiaReceip page)
SeasonafAnnual) -plus
PhP50.00or

ASA Semind




Releasdemporarpr
Provision&cces$ass
[ ] Check OfficiRleceipt

1 Temporary ol

[ ] AccomplisRCO Provsional
Payment and Order of Acces$ass
Receive Provisional Payment Sliporms Dayl Pass Contr@lffice None
Access Pass [ ] Prinflemporaniccess Processing Record
Pass or Provisional Acg Officer { PCOPayment
Pass Order of
[ ] Releasdemporary/ Paymerflig
Acces$’ass or Stigkn Forms
Pass
Releaséccess Pass
[] PrintAccess Pass  Pass Contr@iffice | 9 Acces$ass
[] Endorsécces$ass to Processing & Reco
P&CEQor signature Officer/ Production
[]Laminatéccesdass Officer
ReceiveAccessPass  |[] Informapplicartosign | Day2 to Day| T Pass Control Head| q | ogbook None
(Temporay Seasonal, logbookoevidence { President & CEO
Annual) receipbfpass q Pass Control Office

[] Releaséccess Pass &
retrieve provisional,
old/expired Access Pas
(for renewal)

Processing & Reco
Officer

Note: All lost Access Pass shall onlybe replaced after submission of anapproved Letter of Reques& Affidavit of Loss




APPLIC ATION FOR ONE DAY ACCESS PASS

- PASS CONT ROL OFFICE

A

Pass
9 Return One Day Acce
Pass

[]IssueOneDayAccess
{ Pasd StickonPassn
exchangefavalidiD
andcoordinate to
concerned CIAC
dept./office the activity
[ ] Inform applicant to sig
logbook
[ Retriev®©neDayAccess
Pas upon termination
activity

DURATION RESPONSIBLE FORMS/
STEP APPLICANT CIAC-PCO SERVICES| (under normal CIAC OFFICE/ RECORDS FEE
condition) OFFICER
1 P&CEO shall: 1 President & CEO
[] Deny Request or
[] Approve Request &
transmit to Pass Contr
Submit_etter of processing Dayl Letter of Requd None
Request
1 Inform applicant: 9 Pass Control
[ ] Request denied (end OfficdProcessing
process) & Records Officer
[ ] Request approved
SubmitApplication
Documents
[1Approved Letter of 1 Onebay
RequesCIAC AccefssPa}ss
locators/ . . Application
concessionaires andlVallda_lte Documents Dayl Pass C_ontrﬁ]fflce Form None
| others) [ [Verify approyed letter ( Processm_@ Record (PCG~002)
request and iss the Officer
[1Accomplished Day P Order of Payment T Ordeof
Request Form (PE€O Paymerform
002 for CIAC Person
| Pay Ondday Access |Process payment assue Day1 Cashier, Treasury| OfficiaReceipt |Refer to Acce
Pass/ StickOn Pass | OffcialReceipt Pass Fees
below
Issue OnBayAcces$asg
StickOn Pass
[ ] Check OfficiRleceip
[ ] Accomplish
PCOPayment
SlipForm
1 Receive OnBay []Print One D&ccess Dayl Pass Control Office OneDay None
Access Pass/ StigRn| Pass Processin@fficer Acces$’ass

Note: All lost Access Pass shall be replaced after submission of an approved Letter of Request & Affidavit of Loss




ACCESS PASS FEES

TYPE OF PASS

CATEGORY

Months Yellow
Annual Access Pass - Php350.00 Php600.00 Php900.00 Php1,200.00
11 Php300.00 Php550.00 Php850.00 Phpl1,00.00
10 Php275.00 Php500.00 | Php775.00 Php1,000.00
9 Php250.00 Php450.00 Php700.00 Php900.00
Seasonal Access Pass 8 Php225.00 Php400.00 Php625.00 Php800.00
(More than 3 months validity) 7 Php200.00 | Php350.00 | Php550.00 | Php700.00
6 Php175.00 Php300.00 | Php475.00 Php600.00
5 Php150.00 Php250.00 Phpt00.00 Php500.00
4 Php125.00 Php150.00 | Php325.00 Php400.00
(M;(?:nngr%ri;y:gArﬁgifﬁspvajfdity) 3 Php100.00 | Php150.00 | Php250.00 | Php300.00
One Day Pass - Php50.00 Php100.00 Php150.00 Php200.00
AMA Driverds - Phpl0000
AVSEC AWRENESS & SAFETY FEES
ASAS Fee Php50.00
12 months
Safety Seminar Fee Php50.00

A discounted rate of Php25.00 shall be charged for the Safety and AVSEC Awareness refresher/orientation

(ForRenewal

YELLOW CATERY ACCESS AREA
U Landsidérea, PTB Parkifsgea, UPS Site

BLUE CATEGORY ACCESS AREA
U PTB Departure Entrance . dxdparture ChdockCounteDeparture Immigration Coémteval/EXit
Lobly, GeneralviatiorArea, SIAEBite

GREEN CATEGORY ACCESS AREA
U PTB Arrival Entrance oRlrival Immigration Coustaval Baggage Claim Akgajal Custom Area,
Interline Baggage Area

RED CATEGORY ACCESS AREA
U PTB Prdepartur@rea, VIRounge, Baggage BUilArea, RampMA Perimeté&kccess RoaBAF
AMA, Navigatioalls Facilities

of Access

Pass

& AMA Driver 0s



APPLIC ATION FOR AIRCRAFT MOVEMENT AREA

(AMA) DRI V E RREBMIT - PASS CONT ROL

OFFICE

DURATION RESPONSIBLE FORMS/
STEP APPLICANT CIAC-PCO SERVICES| (under normal CIAC OFFICE/ RECORDS FEE
condition) OFFICER
1 P&CEO shall: 1 President & CEO
[] Deny Request or
[ ] Approve Request &
transmit to Pass Contr
Submit_etter of for processing Dayl Letter of Requq None
Request
1 Inform applicant: 9 Pass Control
[ ] Request denied (end OffceProcessing
process) & Records Officer
[ ] Request approved
SubmitApplication
Documents
[]Approved Letter of
Request
[]Accomplished AMA
Driver 0s TAMA Dr |
Application Form (P{ Permit
F003) Validate documents Dayl 1 Pass Control Offi{ Application None
[ ] Photocopy of Acces][ ] Incomplete, inform Processing & Form (PCE&
| Pass (for renewal) applicanbtsubmit Records Officer 003)
[ ] Photocopy of expireq lacking documents
AMA Dr i v(®l 9 Ordelof
renewal) [ ] Complete, issue the Paymerform
[ ] Photocopy of Compq Order of Payment and
ID Payment Slip T Payment Slip
[ ] Photocopy of
Professio
License
[ ] Certification of 1 SafetyOfficer
Attendance in Safety
Seminar/ Orientatior
Php400.00
for AMA
1 Process Payment Day 1 Cashier, Treasury { Official Receip [F))r ' Ve
Pay AMA Dr|¢q Issue Official Receipt ermit
Permit Fe& Safety accomplish Payment 1 Payment Slip phps0.060r
Seminar/ Orientation Slip New Applica
Fee
Php23)0for
Renewal
Release Temporary or
Provisional
Receive Temporary All Permit Day 1 Pass Control Offiq q Official None
Dri ver 0s P|[]Check Official Receig Praessing & Recol Receipt
accomplished Paymel Officer
Slip | Temporary or
[ ] Print Temporary or Provisional AM
Provi si ona Driver G
Permit




Recel ve
Permit

AM

Rel ease AMA
Permit

[ ] Print A

[ ] Endorse Printed AMA
Driverds P
Head or t he
features

[ ] Endor se
Permit to OP/CEOQO for
signature

[ ] Laminat
Permit

[ ] Inform applicant to sig
logbook!/ file folder to
evidence receipt of pe|

[ ] Rel easce
Permit & retrieve
temporarytfgvisional
permit, old/ expired AN
Driver s p
renaval)

Day 2 to
Day 3

9 Pass Control Offi
Production Office

9 Head, Pass Contl
Office

N President & CEO

N Pass Control Offiq
Processing &
Records Officer

Logbook

None

Note: All lost AMADxivers Permit shall be replaced after submission of an approved Letter of Request & Affidavit of Loss




CLARK

(DE PARTURE)

AIRPO RT PASSENGER FACILI TATION

DURATION
STEP| PASSENGER ACTIVITY SERVICE AT CRK under normal |RESPONSIBLE FEE
TERMINAL condition) ENTITY
Present TavelDocuments Passengeldentification
ForDomestid?assengers: Screening Clarknternationa
[] Pl_ane'l'lcketorTraveI [ ] VerifyTraveltinerarpr Airpar
P
Itinerary/Bcket :
: iy Ticket 45seconds Corporatien None
[ ] Validldentificatio@ard : . ,
) ~|[ ] validatdPassport AirportSecurity
ForinternationaPassengers: : :
(internationataveler) Department
[ ] Plan€eTicketor Travel [ ] ValidateD (domestic
Itinerary/Bcket traveler)
[ ] ValidPassport
Initial SecurityCheck :
Officdor
Putbaggagean conveyolfor x- L] g;eclbaggagmrough-x Transportation
ray; passthroughwalkthrough [] Checlpassengehrough 120seconds |Security Departme None
metaldetector;andundergo walkthroughmetalletector of Transportation|
securitypatdown andpatdown (DOTY
[ ] Randonbaggageheck
Passenger CheéR Fees depend ¢
[ ] Validate travel documents airline rates
. . [ ] Veigh baggage and put tag| . (Please seek
Checkin at Airline Counter [] Charge fee for baggage loa 180 seconds Airlines assistance frol
beyond allowable limit ground crew §
[ ] Issue boarding pass the counter)
pay Travel Tax Collection of Travel Tax
(for internationgpassengers H%Zicel?vtéag :;g%%%r?sgj e 150seconds TIEZA Phpl1,620.00
lonly; OFWs are exempted) Official Receipt
Collection of Terminal Fee Clarkdnternationa] Php600.00
Pay Terminal Fee [ ]Check travel documsent 90 seconds | Airport Corporatio| (international
(OFWs are exempted) [ ] Receive paymant issue Treasury
l Official Receipt Department Php150.00
(domestic)
Immigration Check
[ ]Check travel documents
[ ] Check if passenger is in wa
Pres_ent Travel Documents at or hold departure list order &
Immigration Qanter deny entry if no proper 45 seconds Bureau of None
| (for international passengers clearance is shown Immigration
only) [ ] Profile passenger, subject t
secondary interviéwotential
trafficking victim
Final Security Check
[ JAsk passenger to remove
Put hanetarry baggage onray [ ]Sgﬁgck hamerry baggage Office for
conveyor; remove shoes; pas through-xay Transportation
through metal detector; and [1 Random checthahdcarry 120seconds Security Nae
underggpat down baggage Department of
[] Check passenger through W Trarlljsg(?rrrtatlon
through metal detector and j ( )
down
Wait for boarding announcem| Boarding
at PreDeparture Aregresent [ JAnnounce boarding of Actual Time Airline None
| boarding pass; proceed to passengers

airplane

[ ] Check boarding pass




CLARK

STEP

PASSENGER ACTIVITY

(ARRIVAL )

SERVICE AT CRK
TERMINAL

DURATION

(under normal
condition)

RESPONSIBLE
ENTITY

AIRPO RT PASSENGER FACILI TATION

FEE

Pass through the Scanner

Pass through the Foot Bath

Pass through Department of
Agricultured Bureau of Plants
Industry, Bureaaf Animal

Industry, Bureau of Fisheries «
Aquatic Resources

Quarantine Check

[ ] Random check of
passenger temperature
through thermal
scanner, if passenger
fails temperature limit,
he/she will be subjected
for further testing and
guarantine, if necagsa

[ ] Check quarantinable
pets, animal, meat, and
aquatic resources

Actual Time

DOH Bureau of
Quarantine

DAI Bureau of
Animal Industry

DA (BFAR, BAI,
BPI)

None

Present Travel Documents at
Immigration Counter

ImmigratiorCheck

[ ]Check travel
documents and return
ticketof tourists

[ ] Verify if passenger is in
the blacklist order or
falls within the exclusion
category

45 seconds

Bureau of
Immigration

None

Retrieve baggage, if any, at th
Baggage Convey Area

Baggage Assistance
[ ] Provide assistance for
missing baggage
[ ] Provide trolleys

Actual Time

Airport Operation|
Department

None

Present Disembarkation and
Travel Documents

Customs Check

[ ]Verify travel documents

[ ] Random check of
baggage to determine
undeclared or mis
declared dutiable items

[ ] Confiscate or require
passenger to pay
custom tax; whichever
is applicable

90 seconds

Bureau of Custon

Taxes and
duties depen
on declared
inspected
items

Ol >~ WD

Proceed to Arrival Exit Gate

bus

[ ] Transportation via taxi, jitne|

Actual Time

Transport Provide

Transact

directly with

operators/
drivers




CUSTOMER FEEDBACK

- CORPORATE COMMUNICATIONS OFFICE

DURATION RESPONSIBLE FORMS/
STEP APPLICANT CIAC-CCO SERVICES] (under normal CIAC OFFICE/ RECORDS FEE
condition) OFFICER
Corrections/Corrective
Action
Within 24 Corporate
If complaintzre hours or I Communicationd  Customer None
actiorable,advicethe day upon| Assistant and Puly Feedback Fori
conplainandftheaction | retrieval ol Relations Officer
Lodge complaint/ taken feedback
feedback through the
following:
[ ] Suggestion Boxes
[ ] Email PreventivAction
| [ 1 Online Feedback Within 8 Media Relations
[]Phone If complaintsannobe hours after Officer Il and Customer None
[ ] PostaMall acteduponimmediatgl | retrieval of Corporte Feedback Forl
[ 1 CRK Facebook recorcand endorse conl feedback | Communications
plainto propenffice Assistant
, Update Complainant of Within 72
Receive Feedback |Actionfaken & Closure off hours upon| Corpaate Written None
| Complaint receipt of Communications| information to
response | Assistant and CC( Customer re
from Manager action taken b
concerned concerned par
party




COMPETITIVE OR PUBLIC BIDDING PROCEDURE FOR GOODS &

SERVICES, INFRASTRUCTURE/ CIVIL WORKS AND CONSULTING
SERVICES - BIDS & AWARDS COMMITTEE

PROSPECTIVE RESPONSIBLE RECORDS/
STEP CIAC BAC SERVICES BIDDER DURATION OFFICE DOCUMENTS

PREPROCUREMENT N/A 1 Calendabay BAC Bidling
CONFERENCE Secretariat Documents
ADVIRTISEMENT/POST| Checknewspapre Invitatioto Bid/

PhilGEPS BAC Requesior
OF INVITATIONOT " 7 Calendaba : !

2 BID REQUEST FOR ClAGnebsite Y | secretariat Expressioof
EXPRESSION OF conspicuous places Interest/ or Reque
INTERESrREQUEST |Within CIAC for Propsal
FOR PROPOSAL
ISSUANCEFBIDDING |Purch Biddi BAC

urchase Biddin i -
3 DOCUMENTS Documents ° L CalendarDay | - Secretarial Bldjln_gI_Z)ocume_nxs
Official Receipt
Treasury
Departmen
1 Day (to be
conductedt leas
AttendPrebid 12CD .
4 PREBID CONFERENCE Conference beforesubmission BACTWG | BidlingDocumenty
of Bids)
Acceptance
SUBMISSIO&IOPENING . of
5 OFBIDS SubmitBid 1 Calendabay Bids: RMO
Openingf
Bids
-BAC BAC| Financial Proposals
Secretariaf| Bid Evaluati®eport,
Minimum: 1 Invitation for the
Calendar Day Observer
EVALUATIONS _
RANKIN®FEBIDS N/A Maximum: 7 BAC TWG
Calendar Days
_ To be completed
POSTQUALIFICATION |SubmiPost not more than 12 S
PROCESS Qualification cdendar days fror BACTWG | PostQualification
Documents the determination Documents
the LCB/HRB
Board of Directors
APPR®AL OF THE o EXCOM or P&CE
RECOMMENDATION O] N/A Withirll5 calenda [(@ependingonthy  BAC Resolution
IMItS Indicated In
THE BAC TO AWARD T days authority matrix)| Vi@norandum for t
PROJECT EXCOM/ Board
EXCOM/ Board
Resolutign
_ _ HOPE throud Secreta® Certificate
ISSUANCBETHE Reczlvexlogce_of 1 Calendar D& president &  Notice of Award
NOTICE ORAMARD(NOA) |[/vardé& submit CEO
requiredocuments

Contract Agreeme

HOPE throud Bidding Document
|  Winning Biddgr

ith President & X
CONTRACFREPARATION _. \IN'”“‘ 10 CEo. mac| Bid Performance
& SIGNING Signthe Contract Ca endaDays_ ; | securityNotice of
from the receipt Legal Award ofontract
of NOA Services OtherContract
Department Documents

Notice to Proceeq

Withi 7 Calenda Contract
ISSUANCEFTHE N/A Days from the| HOPE throug ~ Agreement
NOTICHO PROCEED date of approvg President & Acknowledgemet
(NTP) of the contract CEO ReceiptLogbook

Approved Budget for the Contract Maximum Cost of Bidding Documents
(in Philippine Pe$o
500,000 and below 500.00
More than 500,000 up to 1 Million 1,000.00

More than 1Million up to 5 Million 5,000.00
More than 5 Million up to 10 Million 10,000.00
More than 10 Million up to 50 Million 25,000.00

More than 50 Million up to 500 Million 50,000.00
More than 500 Million 75,000.00




