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Dear Dir, Castillo:

We would like to EXpress our sincere appreciation for giving the Development Academy of the
Philippines’ Center for Quality and Competitiveness (DAP-CQC) the opportunity to work with
you through the conduct of the Seminar-Workshop on SO QOOO,'ZOOO—Alfgned Quality

i Management System (QMS]) for the Public Sector last September 30-October 1, October 28-29
%i November 10-11 2003 ang Training Course on 1SC 9000 2000-Aligned Quality Management

We are happy to inform you that the impiementation of the preject was a suyccess because of the
participants' active participation in al the sessions,

in line with this, we would tike 1 formally submit the Project Completion Report as part of the
Terms of Reference in our Memorandum of Agreemeni,

Should you need further Clarifications, please feel free to contact us, atn: Mr. Robert M.
Baldricge, at telephone nos. 631-2156 or 631-0921 to 30, loc.179, or through emaif-
gafciridger{azdag.egym:‘gh, We would be happy to assist youin any way we can.

Thank you and we look forward to the continuing collaboration with you in the succeeding
projects on (SO 9000:2000 Aligned OMS for the Public Sector,

Very truly yours,

Willoay
ARNEL D. ABANTO
Assistant Vice-Prasident
Center for Quality and Competitiveness
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EXECUTIVE SUMMARY

The Academy's Center for Quality and Competitiveness (DAP-CQC) entered into collaboration
with the Department of Budget and Management - Organization and Productivity Improvement
Bureau (DBM-OPIB} to implement the Pilot Project on Institutionalizing Public Service
Performance Excelience Thru ISO 9000:2000 Aligned Quality Management System (QMS) in
selected government agencies that will build a quality cuiture that characterizes customer-driven
government organizations. The project was conceptuaiized in line with the finalization of the
groundwork for the implementation of the Rationalization Program spearheaded by DBM that is
geared towards public service delivery improvement.

The project which commenced in September 2003 iz aimed at institutionalizing performance
excellence in the public service thru the establishment of 18O 8000:2000-aligned  Quaiity
Management System, initially in selected pilot government agencies wilh the DBM as the leading
partner. Specifically, the project was expected to provide opportunities for the pitot government
agencies to; (1) enhance the systems and procedures of their frontline services in order to
improve service delivery and give the public vaive for their money; (2) realize specific benefits of
the QMS; (3) appreciate and advocate the Public Service Performance Excellence (PSPE) and
ISO 8000:2000 Aligned QMS; (4) develop skills in the conduct of appropriate 1SO 9000:2000-
Aligned in-house training programs and technical assistance projects; and (5) establish 1SO
9000:2000-Aligned QMS in these agencies.

There are four (4) phases of the project, namely, Phase | — Policy and Project Advocacy, Phase 1l
— Pilot Implementation of the QMS Project, Phase Il — Deveiopment of Institutional infrastructure
and Phase IV - project Monitoring, Evaluation and Dissemination.

The project formally started its implementation with Phase 1 which aimed at obtaining support
from the policy makers and other decision makers of pilot government agencies. Thus, this phase
entailed a series of exploratory meetings with top officials of each pilot agency o promote and
clarify the objectives of the project. Facilitated by DAP-CQC in partnership with DEM -0OPI8,
these meetings generated favorable response from prospective pilot agencies. The initial target of
five (5) beneficiary-agencies for Phase | became eight (8} that include: (1) DBM — OPIB, {2) Land
Transportation Office (LTQ), (3) Department of Health — Bureau of Health Facilities and Services
(DOH-BHFS), (4} Commission on Audit (COA), (5) Presidential Management Staff (PMS), {B)
Department of Education (DepEd), (7) Government Procurement Poticy Board (GPPB), and (8)
City Government of Muntinfupa. It was agreed that DBM-OPIB and COA would be developed as
future QMS azuditors. The rest of the agencies as well as DBM-OPIB would be pilot agencies and
shall be included in Phase If, the QMS implementation proper. Unfortunately, COA later begged
off with regret and requested not to be included in Phase Il since the agency's priority was to
focts on the NGAS (National Government Accounting System) program.

Phase | was implemented from September to December 2003 and in February 2004 and made
possible through financial resources from the Technicat Assistance provided by the United
Nations Development Programme (UNDP) to DBM. The phase focused on the conduct of a
series of awareness seminar-workshop and training on 150 9000:2000-Aligned QMS in order to
drum up Interest in QMS among government organizations.  This phase concluded with a
workshop on finalizing the QMS implementation plan for each pilot agency.

The two-day awareness seminar-workshop  and two-day  documentation fraining on 18O
9000:2000-Aligned QMS were conducted for three (3} batches, respectively, The three ()]
batches of the seminar-workshop and two (2) batches of the training course were held in the
DBM's Mulli-Purpose Hall, Arcach® Bldg., Gen. Solano St.,, San Miguel, Manita.

Batch 1 of the seminar workshop was implemented on September 30 ~ October 1, 2003 with
twenty seven (27) participants from DOH, COA, LTO, DBM, CGM and DAP. Batch 2 was held on



October 29 - 30, 2003 generating thirty two (32) participants from DOH, COA, DBM, CGM, LTO
and PMS. Batch 3 was conducted on November 10 —11, 2004 with twenty one (21) participants
from DBM, DepEd, PMS and GPPB.

Meanwhile, the two (2) batches of the two-day training on 1SO 9000:2000 documentation were
conducted on November 18-19: 28-29, 2003, respectively. Batch 1 was attended by twenty nine
(29) participants from DOH, LTO, CGM, DBM and DAP. Batch 2 was participated in by thirty one
{31) representatives from COA, DBM, PMS, and DAP. Batch 3 was held in the Execufive Lounge
of DAP Pasig on February 10 — 11, 2004 with twenty three (23) participants from DBM, DepEd,
CGM, LTO, DOH and PMS.

The culminating activity of Phase [ - the Workshop on Finalizing the QMS Implementation Plan
was held on February 27, 2004 at the LS Virata Hall of DAP, Pasig. Interestingly, the workshop
was attended by fifty five (55) representatives of the eight (8) participating agencies previously
mentioned. The workshop generated commitment from the key officials and staff of the agencies
to continue with their journey towards public service performance excellence (PSPE} thru the
establishment of 1SO 9000:2000 aligned QMS. The PSPE journey continues with Phase 1I which
is the QMS implementation proper. It is then interesting to note that one important output of the
workshop was the finalization of the QMS implementation Plan or the blueprint/plan of activities
that covers the next steps in the project for each pilot agency.



Institutionalizing Public Service Performance Excellence Thru ISO 9000:2000 Aligned
Quality Management System (QMS) for Government

Summary of Expenses
As of June 17, 2004

Activities Date of Expenses
Implementation Projected Actual
Phase I: Policy and Program P
Advocacy
1. Custornizing the course design and
materials for the series of awareness | Oct. 2003 P 38,500.00 P 38,500.60
seminar-workshop on 1SO
9000:2000-Aligned QMS
2. Conduct of the awareness seminar- Sept. — Nov. 2003 | P 158,400.00 P 158,400.00
workshop (3 batches)
3. Customizing the course design and | Qct. 2003 P 38,500.00 £ 38,500.00
matarials for the seriss of training
course on |SO 8001:2000 Aligned
- QMS Documentation
4. Conduct of the training on 1SO Oct. - Nov. 2003 P 105,600.00 P 158,400.00
9001:2000 Alighed QMS {2 batches)
Documentation (3 batches) (P 52.800.00}
Feb. 2004 taken from the
(1 batch) projected amount
for the inifial gap
assassment)
5. Review and evaluation of the Nov. 2003 P 26,400.00 P 2640000
seminar and raining courses
8. Conduct of the workshop for ali QMS | March 2004 F13,000.00 P 13,000.00
Core groups of the pilot agencles o
clarify issues/concemns and roles
pricr fo the QMS implementation
proper
N Sub-total P 380,400.00 P 485,000.00
Phase Il QMS Pilot implementation
1. Initial Gap Assessment of pilot Feb. 2004 - LTD P 86,600.00 for
agencies 4 pilot agencies
Apr. 2004 - DBM-
OPIB Less:
P 52,800.00 for
the training on
150 9001
Documentation
Balance:
P 33.800.00
] P 43,300.00
2. Documenting the gap assessment Fetr, 2004 - |.TO P 33,000.00 P 16,500.00
resuits
Apr. 2004 -
Sub-total P 5g9 800.00
Overall Total P 500,000.00 P 545800.00
{Actuai Total
Budget allocation
from DBM-UNDP
for 2003
implementation}
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Course Title; Seminar-Workhop on ISO 90002000 Aligned Quality Management System
{QMS) for the Public Sector

Participating Agencies: Department of Budget and Management (DBM), Development
Academy of the Philippines (DAP), Commission or Audit {COA),
Land  Transportation  Office (LTO), City Government of
Muntinlupa, Presidential Management Staff (PMS), Deparntment
of Education (DepEd), Procurement Palicy Board

1% Batch - September 30 - October 1, 2003
2" Batch - October 28 - 29, 2003
3" Batch . November 10— 11, 2003

(Please refer to Annex A for the Directory/List of Farticipants.)

COURSE OBJECTIVES

The seminar-workshop aims to provide oppertunity for participants to appreciate the concept of

QMS and recognize its importance to their organization. Specifically, the seminar will provide
opportunity for participants to:

» Understand the concepts on productivity, quality and 1SO 8000:2000 Aligned Quality
Management Systern (QMS);

+  Develop their skills on the establishment of SO B000:2000-Aligned QMS: and

e Gain some insights on the experiences of government agencies on IS0 9000-QMS
establishment and certification.



HIGHLIGHTS OF THE FIRST BATCH

Day 1 _{September 30, 2003 ~ Tuesday)

Ms. Chat C. Macam, formally started Day 1 with an opening prayer followed by the singing of
the Philippine Natlonal Anthem. Former DBM Usec. Cynthia G. Caste! dellverad the welcome
remarks and stressed the importance of the project to the public sector. She also encouraged
the participants to practice QMS in their own agencies to become better public servants,

The course facilitator, Mr Robert M. Baldridge started the seminar-workshop with an
unfreezing activity - “The Line-Up Activity". After the fun game, Mr. Baidridge proceeded with
the exercise on leveling of expectations whereby participants were given the Opportunity to
express their ideas and feelings on what to expect from the course, the fesource
persons/facilitators and the Co-participants, This was followed by the presentation of the
Mouse Rules, Course Objectives and the Course Program, (Please refer to Annex B for the
Course Program and Participants' Expectations.)

The course proper took off with the SESSIoNs on - "Overview of the OMS Project for the Public
Sector’ and the “Introduction to Productivity, Quality and QMS” with Ms. Nifia Maria B

Philippines as compared with the other Asian and European countries when it comes to
productivity and quality and how the Philippines dropped in overal| ranking among others,
The session also stressed the importance of institutionalizing QMS in all aspects of the
organization. The second session discussed the basic productivity and quality concepts and
their definitions. It also showed the different service quality dimensions and the hidden cosis
of poor quality. The session afso stressed the importance of putting in piace a sound quality
management system which is anchored on the structured foundation of quality and
productivity concepts such as 59, QC, 85, IE, LMC and IS0 o001

The succeeding modules on - ‘Development & General Overview of ISC 8001:2000 and the
Eight Management Principles” and the “General Reguirements of 1SO 9001:2000" Were
handled by Mr, Obet C. OsHia. The sessions covered the history of OMS 150 9001 - 2000, the
principles and concepts, the Four (4) Core Standards of QMS which includes 1SC 9000
{Concepts and Vocabulary), 1SO 8001 {Requirements of Quality Management) SO 9004
(Guidance for Performance improvement) and 1SO 19001 (Guidance for Quality and
Environmental  Auditing. The sessions also  discussed the QMS requirements on
Management Responsibility that inciudes the sections and subsections on management
commitment, customer focus, quality policy, quality objectives, QMS planning, responsibility,
authority and communication and Mmanagement review. He ended the merning session with a
workshop on Quality Policy and Objectives formulation. {Please refer to Annex C for the
participants' oultputs )

The afternoon session started with an energizer facilitated by Mr. Osila who also handled the
module on "Resocurce Management’. The session defved on the QMS requirements for
managing the organizations' fesources, namely, competence, awareness and training of the
human rescurce, infrastructure, and work anvironment.

The modute on "Product Realization” followed with Mr. Julius M. Castor as the resource
person. Mr. Castor provided a brief description of the module and later gave a take home
assignment to the participants — an exercise on the input and output reguirements of 180
9001:2000. (Piease refer to Annex D )



Day 2 (October 1, 2003 - Wednesday)

An energizer started the morning session and followed by a "Management of Learning”
(MOL) activity to determine the pariicipanis’ level of understanding on the concepts and
moduies discussed in Day 1. As the facilitator, Mr. Baldridge instructed tha participants to -
form a circle and pass the pen around while the music played in the background. The
moment the music stopped, the one holding the pen was asked to discuss a Day 1
topic/module of his interest, Participants who discussed very informative topics received g 55
poster each as a compliment from DAP.

The course continued with the moduie on "Product Realization”, handled by Mr. Castor. The
module started with the presentation of the participants’ outputs on the assignment given
regarding the input and output requirements. The module continued with Mr. Castor's lecture
on planning of product realization, customer - related processes, product realization,* and
design and development. He stressed the fact that permissible exclusions are only permitted
within clause 7.3 Design and Development.

Mr. Oliver Rhey C. Javier discussad the next moduie, entitled “Measurement Analysis &
'mprovement” that delvad on monitoring and measurement of customer satisfaction, internal
audit, monitoring and  measurement  of processes, monitoring and measurement of
product/service, control of non-conforming  product/service, analysis of data, continual
improvement, corrective action, and preventive action. He then facilitated a workshop on
identifying the permissible exciusions relative to the outputs of the previous workshop on
input and output requirements as presented by the participants. (Please refer {o Annex By

Mr. Francis Fermin S.P. Flores then discussed the topics included in the module on *Audit
Methodology for 1SC 5001:2000". This moduie focused on the various auditing techniques
and concepts, the category of quality audit and its purpose, the different functions of the lead
auditor and the audit team, how to audit the data and the processes, the different stages of
an audit program, how to arrive gt a successful audit, and the qualities of an ideal auditor.

The seminar-workshop culminated with the session on SO 9000 The DTI Experience.
Director Marilou Quince-Toledo willingly shared the hands-on experience of DTl Region 3
on how It prepared itself for the 1SO certification. Ms. Toledo also shared significant insights
on the agency’s transformation after it obtained the certification.

HIGHLIGHTS OF THE SECOND BATCH

Day 1 (October 28, 2003 - Tuesday)

[

The moming session started with an Opening program fachitated by Mr. Baldridge that
included a prayer, followed by the singing of the Philippine National Anthem The program
saw the former Undersecretary of DBM, Ms. Cynthia G. Caste! delivering the welcome
remarks and stressing the importance of the seminar-workshop to the public sector, As in the
previous batch, she likewise encouraged the participants to practice QMS in their own
agencies to help them become better pubilic servants, An icebreaker cum unfreezing activity,
“The Human Bingo” foilowed where participants were given the oppertunity to become belter
acquainted with each other (Please see Annex A for the Directory/List of participants )

Participants were then asked to express their expectations from the course. Mr. Baldridge
then presented the House Rules, the Course Objectives and the Course Program. (Please
refer {c Annex B for the Participants’ Expectations. ) This was followed by Ms. Estudifio’s
sessicn on "Overview of the QMS Project for the Public Sector’ and the “Introduction to
Froductivity, Quality and QMS" The next sesslon, handled by Mr. J.M Castor was on the

el



‘Development & General Overview of ISO 80012000 and the Eight Management Principles”
and the "General Requirements of 1SO 9001:2000". He ended the morning session wih a
workshop on Quatity Policy and Objectives formulation. (Please refer to AnnexCy- . -

The afternoon session started with an energizer facilitated by Mr. Baldridge. Mr. Castor
proceeded to the next sessions on "Resource Management” and “Product Realization"
respectively. The day ended with a take homa assignment given by Mr, Castor on the input
and output requirements of 1ISO 6001:2000. (Please refer to Annex B.)

Day 2 {October 29, 2003- Tuesday)

The morning session started with 2 Management of Learning facilitated by Mr. Baldridge.

Mr. Castor then facilitated the input and output requirements workshop and continued the
lecture on “Product Realization”.

Mr. Baldridge discussed the succeeding module entitled ‘Measurement, Analysis &
Improvement™. He then facilitated a workshop on identifying the permissible exclusions hased
on the workshop on input and output requirements. (Please refer to Annex D)

The last moduie entitled "Audit Methodology for iSO 9001:2000" was handled by Mr. Flores.

After the afternoon break, the group listenad to the sharing of two resource persons on the
experiences of their respective government agencies on the preparation for and the benefits
derived from 1SO 9000 certification. The resource persons were Dr. Aiieen R, Javier, Deputy
Director of Medical Services National Kidney and Transplant Institute {NKTI) and Ms.
Patricia P. Hornilla, Sr. Labor and Employment Officer of the Department of Labor and
Employment — Bureau of Labor and Employment Statistics (DOLE-BLES).

HIGHLIGHTS OF THE THIRD BATCH

Day 1 (November 10, 2603 Monday}

L3

After the opening prayer and the Philippine National Anthem, DBM Director Amelita .
Castillo delivered the welcome remarks and reiterated the importance of the seminar-
workshop to the puhlic sector. She also encouraged the participants to practice QMS in their
own agencies to become better public servants. Emphasis was also given regarding the
expected roles and functions of each agency upon the implementation of QMS i their
respective organizations. (Please refer to Annex A for the Directory/List of parficipants )

The course facilitator. Mr. Baldridge formatly started the morning session with an orieniation
cum discussion on the House Rules, Course Objectives, Course Program and the leveling of
expectations. {Please refer to Annex B for the participants’ expectations.)

Ms. Estudillo handled the modules on “Overview of the OMS Project for the Public Sector’
and the "Introduction to Productivity, Quality and QMS”

Meanwhile, Mr. Castor delivered the lectures and facilitated workshop on the "Development &
General Overview of ISO 90012000 and the Eight Management Principles” and the “General
Requirements of ISO 9001:2000" This session culminated with a workshop on Quality Policy
and Objectives formulation. (Please refer to Annex C for the participants’ outputs.)



The afternoon session started with an energizer facilitated by Mr. Baldridge. The seminar
proper continued with the session on “Resource Management”, handled by Mr, Castor, This
was followed by the day's final module on “Product Realization” with, Mr.. Flores as. the
resource person. The day ended with a take home workshop provided by Mr. Flores on the
input and output requiremenis of 1SO 9001:2000. (Please refer to Annex D for the
participants’ outputs.)

Day 2 {November 11, 2003- Tuesday)

As in the previous balches of the seminar-workshop, the day's session started with an
unfreezing activity cum recap of the previous day's sessions.

Mr. Flores then facilitated and processed the presentation of take home workshop on the
input ang output requirements.

On the other hand, Mr. Baldridge handlad the modules on ‘Measurement, Analysis &
Improvement" and facilitated a workshop on identifying the permissible exclusions based on
the workshop outputs of participants on the input and output requirements. Likewise, he
discussed the last module entitled *Audit Methodology for 1ISO 9001:2000",

Finally, the group had the opportunity to gain valuable insights on the dynamics of preparing
for and enjoying the benefits that can be derived from 1SO certification. The resource
persons, namely, Mr. Abel L. Sumabat, Management Audit Analyst Il of the City Government
of Muntinfupa and Ms. Patricia P, Hornilla, Sr. Labor and Employment Officer of DOLE-BLES
willingly shared their hands-on expetience on preparing for the 1SC certification as well as
the benefits their own organizations have gained so far.

)



Course Title: Training on ISO 9001:2000-Aligned Quality Management System (QMS)
Documentation for the Public Sector

Participating Agencies: Department of Budget and Management (DEM), Development
Academy of the Philippines (DAP), Commission on Audit (COA),
Land  Transportation Office (LTO), City Government of
Muntiniupa, Presidential Management Staff {PMS}, Department
of Education (Depkd), Procurement Policy Board

1°' Batch - Naovember 18 -19, 2003
2" Batch - November 23 - 29 2003

{Please refer fo Annex E for the Directory/List of Participants )

COURSE OBJECTIVES
Atthe end of the training, participants are expected to:
« Understand the requirements of the (SO 9001:2000 standards:
= Identify and map out the organization's business process and it's inkages;

« ldentify processes and establish controls to measure it's efficiency; and
« Document processes necessary to aftain known objectives.

6



HIGHLIGHTS OF THE FIRST BATCH

Day 1 (November 18, 2003 ~ Tuesday)

Day 1 started with the opening program. One highlight of the program was the welcome
remarks delivered by Mr. Amel D. Abanto, AVP of DAP's Center for Quality and
1Competitiveness (CQC). He gave emphasis on the importance of the training to the
participants as members of the core teams in their own agencies. As such, they are expected
to be the champions of ISO 9000 in their respective organizations.

The course facilitator, Mr. Baldridge explained the House Rules, the Course Objectives and
the details of the program and processed the participants' expectations from the course.
(Please refer to Annex F for the participants’ expectations.)

The training’s resource person. Ms. Darlene Page-Elnar started the training proper with the
modules on "Overview of the QMS Principles” and "QMS Concepts, Scope and Applications”.
The morning session was basically a review on the basic conceots and principles of 180
9000:2000 where participants were encouraged to raise their points for clarification. Ms. Einar
provided sufficient explanations fo the issues and concerns raisad by participants regarding
the basics of 1SO 8000,

The afternoon session delved on the topics on "Documenting the QMS" and "Quality Policy
and Quality Objectives”. Ms. Page discussed the guidelines and procedures that must be
observed and applied in documenting procedures in line with QMS as well in formulating
quality policy and objectives. The day ended with an assignment on improving the Quality
Palicy and Objectives, that is, participants were instructed to improve their Quality Policy and
Cbjectives. (Please refer to Annex C for the participants’ outputs.)

Day 2 (November 19, 2003-Wednesday)

&

The morning session started with the activity on Management of Learning. Participants were
encouraged to share their most significant learnings from the sessions in Day 1. The course
faciitator, Mr. Robert Baldridge asked participants o choose and discuss a topic that they
found maost interesting and informative, Volunteer-participants were rewarded with a 55
poster by the DAP project team.

Ms. Page-Elnar continued with the training proper, She started off with the presentation and
critiquing of the participants’ cutputs on the Quality Policy and Quality Objectives. She then
preceeded to the discussion of the next module - "The Procedures”. She stressed the value
of having good documentation of the systems in place. She also emphasized that the quality
manual should be "user/agency friendly” and not “auditer friendly”.

Ms. Page-Einar emphasized that it is more important for an organization to impress itself with
its own documentation and not to do the documentation to impress the auditors. She then
facilitated a workshop on developing business process map with process diagram that
defines the effectiveness of KPMs or Key Process Measures, efficiency of KPMs, and how
the processes interact (Please refer o Annex H for the participants’ outputs .}

The afternoon session started with an energizer given by Ms. Page-Elnar herself. She then
continued the lectures on “The Support Documents” and "The Quality Plan®. The session was
highlighted by a workshop on developing a quality plan for a project, process or product that
the participants are familiar with. (Please refer to Annex 1 for the participants' outputs.) After
the presentation and critiquing  of outputs for the workshop on qualty plans, the session
ended with the lecture on “Implementing & Maintaining the Established Qualty Management
System”,



HIGHLIGHTS OF THE SECOND BATCH

Day 1 (November 28, 2003 — Tuesday)

Day 1 started with the opening pregram that included the discussion on the House Rutes, the
Course Oblectives and the Course Program. The course facilitator, Mr. Baldridge asked the

participants to surface their expectations. (Please refer to Annex F for the participants’
expectations )

The sessions on “Overview of the QMS Principles” and “QMS Concepts, Scope and
Applications" were handled by Mr. Flores.

After an energizer, Mr. Baldridge discussed the session on 1SO 80012000 QMS
Requirements - A Review”. The day ended with the module on "Documenting the QMS”.

Day 2 (November 29, 2003-Wednesday)

The morning started a recap of the previous day through the Management of Learning
activity. The session proper continued with the discussion and a workshop on "Quality Pollcy
and Quality Objectives”. Ms. Page-Elnar provided inputs to the participants that would help

them further improve their organizations’ quality policy and objectives. (Please refer to Annex
C for the participants’ outputs )

The module on “The Procedures” came next. As in the previous batch, she stressed the
vaiue of having good documentation of the systems in place. She reiterated that the quality
manual should be "userfagency fiiendly” and not “auditor friendly”. The organization should
impress itself with its documentation done by its cwn pool of internal quality auditors and not
to document merely to impress the auditors, She then facititated a workshop on developing
business process map with process diagram which defines effectiveness of KPMs, efficiancy

of KPMs, and how the processes interact, {Please refer to Annex H for the participants’
oulputs ).

The afternoon sessions covered the modules on *The Support Documents” and “The Quality
Plan. A workshop on developing a quakty pian highlighted the afternoon session. Per agency,
participants were instrusted to develop a quality plan for a project, process or product which
the were familiar with. (Please refer to Annex | for the participants’ outputs.} Ms. Page-Elnar
provided insightful comments on the outputs to help participants internalize the importance of
having a quality plan. The session ended with the lecture of Ms. Page on “Implementing &
Maintaining the Established Quality Management System” where she shared her hands.on

experience on the challenges and rewards of instituticnadizing QMS that is aligned with 130
80012000



ANNEX A
SEMINAR-WORKSHOP ON 1SO 9000:2000 ALIGNED QUALITY

MANAGEMENT SYSTEM (QMS) FOR THE PUBLIC SECTOR
1°T Batch

DIRECTORY OF PARTICIPANTS

DEPARTMENT OF HEALTH (DOH)
BUREAU OF HEALTH FACILITIES AND SERVICES
[=1 Bldg. Iv, 2™ Fir

Department of Health

San Lazaro Compound

Sta. Cruz, Manils
@ 711-6982

1. Dr. Beauty A, Palongpalong - Division Chief, Quality Assurance &
Monitoring Division
2. Dr. Theresa G, Vera - Division Chief, Standards Division
i 3. Ms. Teresa S. Salgado - Administrative Officer ||
4. Dr. Teodora E, Eugenio - Medical Officer v|
5. Dr. Jennifer E. Cuneta - Medical Speciatist 1]

COMMISSION ON AUDIT (COA)
| =1 Commonwealth Avenue, Quezon City
| @ 931-9284/951-0933

8. Ms. Evelyn C. Abad - State Auditor V, Finance

W 931-9204/931-7518
il 7. Mr. Nee! B. Clemente - State Auditor V, HRMO
{ @ 931-9284 / 951-0033
[ 8 Ms, Nenita B Gabaya - State Auditor V. PDC
' W& 951-0831/931-9278 1
| 9. Ms. Natividad S. Garcia - State Auditor V, Regional Administrator's :

Office Region IV

@ 951-9284 /7 951-0933
10. Ms. Juanita A. Villarosa - State Auditor V, Administration
@ 931-9284 /951-0933

: LAND TRANSPORTATION OFFICE {LTO)
=1 LTO East Avenue, Quezon City
W 921-3832

I 11. Ms. Grace E. Lugto - Supervising TRO

| 12. Ms. Victoria D. Briones - Supply Officer | / Officer-In-Charge Supply Unit
{ Property Section

I 13. Ms. Milagros D. Dellosa - Senior Transportation Development Officer

| Operations Division
| 14. Ms. Marriette G. Canlas - Human Resource Officer I, Personnel Division




K3 735-1976/735-1984

| 15. Ms. Amelita D. Castillo

I 16. Ms. Fe Verzosa-lco
|| 17. Ms. Clotiide L. Drapete

(| 18 Ms. Ma. Elisg E. Rivera

I 19. Ms. Ma. Delia p. Meimban
Il 20. Ms. Carmina D. defa Cryz

| 21. Mr. Edgardo p. Atienza, Jr
I 22. Mr. Malcoim ¢ Queyquep

| (=] City Haif. Muntinlupa City

23 Ms. Lualhati S Morales

I 24 Ms Elizabeth A, Gaviola

25. Mr. Jaime A Ventura

Ortigas Center Pasig City

26. Mr. Valenting G. Baac

_‘; 27 Ms. Charito T Macam

| DEPARTMENT OF BUDGET MANAG
L1 DBM Mabini Hall, Malacaﬁang M

EMENT (DBM)

Director, Organization & Productivity
iImprovement Bureay (OPIB)

Assistant Director, OPIB

Supervising Budget & Management Specialist,
OPIB

St Budgst & Management Specialist, OPIB
Sr. Budget & Management Specialist, OPIR
Budget & Management Specialist |, OPIB
Budget & Management Analyst

Budget & Management Analyst

CITY GOVERNMENT OF MUNTINLUPA {CGM)

City Accountant, Accounting Division

@ 543-0817

Human Resocurce Officer IV, Personnei Division
& 543-0728

City Personnel Officer, Personnel Division

& 543-0728

| DEVELOPMENT ACADEMY OF THE PHILIPPINES (DAP)
it =1 4" Floor, DAP Building, San Miguel Ave.

Associate Dean for Programs, Graduate School
for Public & Development Management

Project Assistant, Center for Quality and
Competitiveness- Service Quality Improvement
Program (Cac-salp;

@ 631-2156
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DEPARTMENT OF HEALTH (DOH)
BUREAU OF HEALTH FACILITIES AND SERVICES

=] Bldg. IV, 2™ Flr

Department of Health
San Lazaro Compound
Sta. Cruz, Manila
711-6982

Mr. Alfonso A. Favis

. Mr. Efren C. Lopez

Mr. Joselito M. Reyes
Dr. Cynthia R. Rosuman

CONMMISSION ON AUDIT (COA)

[=]
I ®

Commonwealth Avenue, Quezon City
931-9284/951-0933

Ms. Maxima A. Aquino
Ms. Maribeth . de Jesus
Ms. Agnes A Marcelo
Ms. Sylvia P. Montes

Ms. Corazon A. Saldivar

] 10. Ms. Evelyn P. Reyes

735-1976/735-1984

I 11 Ms. Emelita M. Bailon
i 12. Ms. Corazon B. Castor
13. Mr. Lorenzo C. Drapete

14. Ms, Maricel F. Filio
{| 15. Ms. Celina S. Rodil

DIRECTORY OF PARTICIPANTS

Health Physicist
Architect [

Records Officer |
Medica! Specialist 11}

State Auditor V, Cluster | (NCR), Local
Government Sector

State Auditor V, National Government
Sector

State Auditor V, Corporate Government
Sector

State Auditor V|, Corporate Government
Sector

Siate Auditor V, GAFMIS

State Auditor V, Management Services

| DEPARTMENT OF BUDGET MANAGEMENT {DBM)
1 (=1 DBM Mabini Hall, Malacaiang , Manila
||

Senior Budget and Management
Specialist

Supervising Budget & Management
Specialist

Chief, Budget and Management
Specialist

Budget and Management Analyst
Senior Budget and Management
Specialist




i| CITY GOVERNMENT OF MUNTINLUPA (CGM)
Il =1 City Hall, Muntinlupa City

| 16. Ms. Jocelyn A. Castillo - Local Treasury Operation Officer 1,
- Treasury Office
@ 543-0727
17. Ms. Editha H. Ricarte - Project Officer 1V, Personnel Office
@ 543-0728
| 18. Mr. Edwin T. Sutado - Management Audit Analyst IV,
Internal Audit Office
: w® 543-0776
I 19, Mr. Abel L. Sumabat - Management Audit Analyst Hl,
: Internal Audit Office
& 543-0776
i 20. Ms. Elvira D. Tulay - Management Audit Analyst [I,
Accounting Office
5 B 543-0817
21, Mr, Necito M. Guice - Executive Assistant V, Budget Office
1 @ 543-0793

LAND TRANSPORTATION OFFICE (LTO)
Il [=1 East Avenue, Quezon City

i & 921-3832

122, Ms. Mercedita E. Gutierrez - Chief, Registration Section

23 Ms. Daisy P. Jacobo - Chief, Traffic Safety Division

i 24. Ms. llonor A. Madrid - Chief, License Section

25, Ms. Grace R, Mempin - Chief, Management Information Division
[l 26. Ms. Menelia C. Morte! - Chief, Management Services Section

| PRESIDENTIAL MANAGEMENT STAFF (PMS)
=1 9" Fir PMS Bldg., Arlegui St
Malacafiang, Manila

& 734-2186
27. Ms. Ma. frene B. Calingo - PSSO VI, PPGS
B 734.2004
[ 28 Ms. Norable-Del B. Cerajano - PSO VI, CABSEC
' @ 734-5880
il 29. Ms. Myra G. Ignacio - o ITo
‘ W 734-2185
30 Ms, May M. Manauis - PSOV, PPGS
: ® 734-2092
31. Ms. Maryjean A. Narne - PSSO VI, DAQ
W 734-2098
32, Ms. Grace O. Tan - FSO VI, ODH

@ 734-2204




3" Batch

DIRECTORY OF PARTICIPANTS

DEPARTMENT OF BUDGET AND MANAGEMENT
M [Z9 DBM Mabini Hall, Malacafiang , Manila

1. Ms. Kristine Carol § Chavez - Budget and Management Specialist |
: & 735-1984/735-1976
| 2. Mr. Mark-jay T. Claravall - Budget and Management Analyst
i W 735-1984 / 735-1976

13 Ms. Felicisima A. Gonzales - Senior Budget and Management
Specialist
, @ 735-4928
| 4. Mr. Jerome E. Hagan - Budget and Management Specialist 1
& 735-1978/ 735-1648

15 Mr Gerald R Janda - Budget and Management Analyst
f & 735-1048/ 735-1976

|| DEPARTMENT OF EDUCATION
| L=7 DepEd Complex, Meralco Avenue
{ Pasig City

| 58 533.7048

! 8. Mrs. Fabiana C. Altezo - Management and Audit Analyst i

: Management Division

| 7 Ms. Vilma L Ignacio - Management and Audit Analyst |,

: Management Division

[ 8. Mr. Gonzalo M Nialda - Supply Officer | Property Division

I 9. Mr. Danilo B. Rangasa - Supply Officer 1, Property Division ;

i 10. Ms_ Jacqueline D Rubio - Management and Audit Anaiyst fl, ;
Management Division

1. Ms. Erlinda A, Sevilla - Project Development Officer i,

Project Development &
Evaluation Division

12 Ms. Mitagros B. Talinio - Officer~!n-Charge, Planning and
Programming Division

13. Ms. Chaolita F. Tiong - Accountant 11, Accounting Division




il PRESIDENTIAL MANAGEMENT STAFF (PMS)
il (=1 Oth FIr PMS Bldg., Arlegui St
r Maiacafiang, Manila

Il 14. Mr. Renato B, De Guia - PSOV, ITO

{ B 734.2186

| 15. Ms. Vilma Jeanette S. De Lara - PSSOV, DMU
a B 734-2197
Il 16. Ms. Juanita T. Macario - PSOV, ITO '
:‘ B 734-2186

il 17. Ms. Melissa Nanette v, Matias - PSSOV, ITO

: B 734-2186

| 18. Mr. Romanne S. Posadas - PSO i, OPH

] B 734-2004

Il 19. Mr. Joaguin Romeo S Santiago . PSSOV, DAOD

& 734-2098

i| PROCUREMENT POLICY BOARD
It 1=1 Unit 1103 Taipan Place, Emerald Avenle
! Crtigas Center, Pasig City

W 687-4855 / 687-4853

20.Mr. Ms. Genmaries 5. Entredicho - PMO IV, Medical Support Office
i 21. Mr. Dennis S. Nacario - PMO (11, Medical Support Office
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EXPECTATION SETTING
September 30, 2003

a. What do | expect from the course?

- value added

- to know what is QMS and how we can implement it in the workplace / our office

- leamn & apply

- Texpect to learn from the course how to go about QMS in our organization.

- To learn more about QMS

- Practical & applicable

- Clear
Fufl of enlightening insights
What really is * Quality Management System” ( QMS) for the public sector seminar
atl about

- That the participants may fully grasp or understand the meaning and purpose of this
seminar, and may know how to put into use

- To be able to understand more about QMS and how to apply it in our place of work
Serve as market place of ideas wherein free flow of information from participants is
emphasized

- Information and purchased being used to enhance quality management in work
Will bring improvement on my work

- Introduce/ cover topics that are relevant/ practicable to further improve the
management system in the public sector, that | can apply in my work as a
management analyst

- How productivity and efficiency could be enhanced in public service
Clear perspective of what quality management serve is all about

- Best practices, practical approaches to QMS
To be effective and efficient public servants

- Practical in application

- Wilt complement / so activities in the office

- How it differs from the other TQM courses

b. What do | expect from the resource persons?

For a clearer understanding shall give illustration
Fuily knowledgeable, practical, flexible
1o be able to understand the topic clearly
Additional infermation and application of quality management
Elaborate on the application of “process approach”
Cite specific examples of ISO requirements for LGU
Lively discussion, live cases
Able to define and clarify what * Quality Management System " for the public sector
is.
To be able to import to us participants their knowledge of QMS.
Heavy on workshep and practical applications.
lLess on theories
- To decide an issues that would arise
Competence in QMS
| expect to learn about IS0 9001: 2001 and how this could be implemented at COS.
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- Make he sessions as lively as possible
- Can inspire participants to share
- Mastery of the topic being discussed
- Lively discussion
- Can give good examples to get ideas across
- Has clear & loud voice
- Expertise in the field of Quality Management System
- Strong capability to transfer effectively his/her knowledge to the group.
- Lectures to discuss the topics comprehensively
Participate and actively interact
Lively
That they be able to impart clearly their knowledge on the topics to be discussed

¢. What do | expect from my co-participants?

Detiver topic comprehensively
Active participation and sharing their experiences in quality management practices
in their respective offices
- Respect each others views
Learn from each other
- Open sharing
- Tocome on time so hat our session will start and end eally
Coaperative
Not noisy
- To participate actively
Exchanging ideas
Cooperative
I expect to learn frem my co-participants experience related to the coursefsubject.
To share their experiences in the management of their respective offices
- Participation and cooperation during workshops
- Share experiences
- Cooperation
Active participation, sharing of insights & experiences, cooperation
- Willingness to share ideas/ experiences
That they may fulfy participate in the discussion
Utmost participation in the event
Sharing of relevant experiences / knowledge that would further enhance a healthy &
substantial discussion
To share experiences & insights on their quality initiatives
Attentive

November 10, 2003

a. What do | expect from the course?

wii be able to use knowledge learned from this seminar
made aware of this ISO for QMS in the public sector
support QMS by way of doing on part to improve ourselves through hard work and
dedication to one present job.
- Participants, attentiveness




- Active proactive involvement
- Enthusiasm
- Share information
- Learning : Socratic way
- That the participants can cooperative to one another
- That the participants can understand that each one of us has its own level of
understanding or comprehension of a certain topic
Gain insights, concepts & strategies on quality & effective management
- I hope participants could share their respective know how and experiences
- Friendly and cooperative
Coaoperative with the group discussions
- Exciting sharing of ideas
- Valuabie inputs
-~ To develop some interpersonal relation with / among the participants
To know the functions of each branch of the DBM
i expect from the participants to be aggressive / in complying with the requirements
needed in this seminar-workshop, and contribute more
- Participative, interactive
- Participation and cooperation from the participants
- Texpect participants to be pro-active, inquisitive
b expect that there would be networking among participants
Live participants
Share knowledge especially in the subject matters delivered or discussed
Inter-relationship our main thrusts

b. What do | expect from the resource persons?

impart & explain the concepts to improve mgt. system

- aresource person should explain fully the objectives & the topic which the
participants could be easily understand

- he should speak or deliver his talk which the participants could not be aslesp

- motivate the participants to live-up to the monitory quality services to public
enlighten us on the topic for their seminar- workshop

- lexpect from the resource persons to share his knowledgeable inputs as how to
achieve the objactive of being ISO aligned agency
| am expecting the resource speaker to enlightened my knowledge about (IS0,
guality management system fo better understand ISO requirements

-~ That they be knowledgeable on the subject matter, they can respond fo questions
that will be posed to them
That the subject be imparted to the participants clearly and be lenol stem

- Hefshe have the adequate knowledge on the topic assigned to him/her

- She/he should be vibrant enough to get the participants
To undersiand the concept of the QMS
To determine the role of each branch/ group of DBM in light with the QMS
To fully explain the meaning of 1SO 8001 ; 2000
To help the participants in the workshops
To be understanding of the different levels of how a parlicipant can cope up with the
discussion

- Ability to simplify complex ideas
Step by step approach
Cilarity




- Humor

- Dissect concept so as to apply in workplace

- Lively & interesting

- Mastery of the subject

- Lively discussion of the topic

- Mastery on the assigned topic

- Has good communication skills

- Is able to deliver the lectures in a more simplified manner adaptable to the
participants
Dynamic conduct of the seminar

- Give examples & experiences to attain quality management
An insight and adapt speaker so we could fully understand the principles involved &
finally reversed in our office

o

. What do | expect from my co- participants?

I understand that as participants we should dig deeper and understand the
underlying principles and how this would help our office to have a standard practice
and made the work a ittle better
Gain/ acquire knowledge pertaining to the topic which is QMS when we get back to
our respective stations
Applicable & relevant, interesting
My expectation from the seminar is that the know infract in QMS and the effect on
the outline of that to our government.

- Application of the 150 - aligned QMS to all government agencies, is it bensfit
Thorough krowledge about the subject QMS
Knowledge learned be re-echoed or the serviced public- our desist clientele
To know generaliy procurement system ( guidelines & Implementation) as a mental
of an inspection Committee at Dept & a Supply Officer

- | do hope that the seminar wouid enlightened my understanding of how the QMS
really works, agreement my device to learn fast the ridiments in making our office a
working modei for 1SO standards and learned most in sharing my thoughts as
concepts in this understanding
To better understand the objective and gain more for being an 1SO 9001-2002
afigned Quality Management System and to enhance more knowledge inputs as to
how is it to be I1SO certified

- To gain further understanding of the concepts of 1ISO 9001 ; 2000 ~ aligned QMS in
as much as we have already started briefings on the 1SO cencept in PMS. From this
work ship, | hope to gain further inputs as we prepare cur 130 manuals.

- Learn from cther agencies “ Best experience” as a result of the 1SO 9001 QMS
certification that they have learned
To have in depth knowledge about the Quality Management System
To gain insights on present government agencies experiences on quality
management
To be able to fearned the different technigues on approaches in implementing the
QMS in our respective offices like in Accounting Division
Knowledge on how to enhance the systems and procedures of our agency
Better understand the system of improving the org'n,
Develop strategies to become effective & efficient

- To have a comprehensive understanding  of the subject matter- “Quality
Management System

19




- To be able to have inputs / insights in establishing an internal system (within our
owrn agency) of delivering “good quality - services”

-~ To gain additional knowiedge / information on how to work as ISO processes as
applied to public sector

- Valuable techniques to help agencies
- To understand what ISO 9001 : 2000 is alt about
- To know what 1SO 900 : 2000 can do to our agency

- Toknow what needs to be done in the achievement of ISO 9001 : 2000 obiectives
Provide better understanding of QMS and ISO in general

H

November 18, 2003

a. What do | expect from the course?

Can achieve its stated objectives
- Clearer understanding of 1ISO

Apply our knowledge & skill in our daily operation / institutes
- Devices measures in order to know its efficiency and effectiveness
- Know the documents needed in order to start ISO documentation

Enhance and sclidify cur working knowledge of ISO documentation
- Not boring

- To develop documentation skills
b. What do | expect from the resource persons?

- Can clearly present the topics
- Equip with the necessary materials
Knowledgeable
- Competence
- Experts
- Has profound knowledge on the subject
Translate concepts into public settings
Give more examples related to government transactions using ISO clauses,
Can easily convey ideas to the participants
Full knowledge of the subject
Can impart the knowledge & motivate the participants

¢. What do | expect from my co-participants?

Cooperation

Provide inputs/ share knowledge fo others
Actively participate in the discussion
Cooperation & active pariicipation
Cooperative & gams

Punctual

Willingness fo share experiences and insights



ANNEX C

WORKSHOP OUTPUTS : QUALITY POLICY AND OBJECTIVES —
MANAGEMENT RESPONSIBILITY

SAMPLE 1 :

1.1 Land Transportation Office {LTO)
Clients’ Requirement

Fast, refiable, consistent and honest delivery of frontline services which includes

a  lIssuance of driver's license

b. Registration of motor vehicles

¢. Implementation of MVIS

d. Efficient and accurate collection of revenues derived from
administrative fees and charges

e. Settlement of apprehension cases

Quality Policy -

To ensure customer satisfaction and delight by providing quality and value-for-
money services that contributes to the sustained growth and development of the
national economy, through effective monitoring of performance against QMS.

Quality Objectives -

a. To streamline procedures that shorten processing time for various fransactions:
b. To enhance public information and education campaign on policies, procedures
and laws that that the office is implementing:

c. To implement capability building and skills u
promote quality culture in the workplace:

d To secure management commitment to ¢
continual QMS: and,

e. To establish effective mon

pgrading program for personne! to
omply with the requirements and

itoring system in order to sustain comphance to QMS.

1.2. Commission on Audit (COA)

Client's Requirements -

Timely and doable audits recommendations that will -
a. Improve operations:

Increase income/productivity:

Minimize operational expenses;

Accounting policies/systems that will enhanceffacilitate  decision
making

coo



Quality Policy :

To provide value-z
recommendaﬂons;
To provide value-
and facilitate the
making.

To strive to co
by monitoring
of the art qud

added accounting poi

icies and systems
gereration of report

s that will help th

ntinuatly enthance
our performance
f't/accoumfng techn

the defivery of ay
against our missj
iques and tools.
Quality Objective

a. Toenhance auditors’ Gapability thry training on the

b To enhance the clients’ financial decision making t

latest augit technoicgy.
Computerized accounting system.

hru the implementation of

1.3 Municipality of Muntinlupa

Identifiac Customers -

i) Externai Customers
{1) Muntinlupa Taxpayer
(2) National Government Agencies

(3} Other Local Government Units
i internat Customers

(1) Top Maragement
{2 Employees

Customer Requirements -

) Heaith and Sanitation

i) Education

i) Peace and Order

V) Good Local Governance
Vi Social Services

Quality Policy

The City Government of Muntinlupa js committed to provide at all times honest,
highiy professional, efficient, promgt and quality public service to
Muntinlupa.

the constituents of

Quality Objectives :

a) Education - Ty i
FY2003

b) Peace and Order -
98% within FY2003

Mprove the student to textbook ratip from 1.5 o 11 within

To improve the crime solution efficiency rate from S0% to

hat will enhance
€M on dacision-

dit and accounting services
onfvision by adopting state



¢) Health and sanitation — To make the City of Muntinlupa rabies free by the
end of 2004

1.4. Department of Health — Bureau of Heaith Facilities and Services (DOH-BHFS)

Customer Requirements

a) License to Operate
b} Accreditation
¢) Technical Assistance

Quality Policy .

The DOH-BHFS shall be a world class regulatory body of healthcare facilities.
We are committed to continually develop standards in order for the health facilities to
deliver quality healthcare that are globally committed.

Quality Objectives :

a) Toformulate standards for alf health facilities.
(1) To amend/revise/update standards

by To implement standards and requirements  through  licensing  and
accreditation

¢) To monitor regularly licensed health facilities to ensure compliance io the
standards.

1.5. Presidential Management Staff (FPMS)

Client Requirements

} Timely and reliable info

} Implementable policy recommendations

) Draft presidential speeches and media statements

) Complete and accurate recording of the proceedings of the cabinet
meetings.

e} Accurate processing of presidential appointments

f)  Effective management of presidential visits and other venets

g) Management of the president's social funds

[O LS & g+

Cuality Policy ;

We, at PMS, provide excellent staff support to help the Presidency serve the
Filipino pecple better.

To do this, we will set the highest standards of performance for ourseives, build
our strengths, overcome our weaknesses, and seek continuous improvemeni as a
learning organization through a quality management system



Quality Objectives :

a) To provide the presidency with recommendations based on timely, reliable,
accurate and comprehensive information and recommendations to ensure
that the best possible decisions are made., : Co ;

b) To create an environment that encourages and facilitates the full and active
participation of all sectors, especially the marginalized, in the development
process.

c) To open avenues for greater access to and interaction with the President.

d) To facilitate the resclution of issues that need the immediate attention of the
President,

1.6 Department of Education
Quality Policy :
To provide quality basic education that is equitably accessibie to all.

Quality Objectives :

a. To deliver quality basic education hy refining the curriculum, by providing
resources, by training the teachers and by decentralization.

b. To professionalize the Department of Education Organization by improving
teacher's welfare, by strengthening and institutionalizing procurement, by
strengthening and institutionalizing management information systems, by
strengthening and institutionalizing financial management service, and by

strengthening the NEAP as the management training arm of the Department
of Education.

1.7 Government Procurement Policy Board {GPPB)
Ciuality Policy .

To Establish @ fully operational office composed of highly technical professionals
providing service and assistance in the area of procurement to both public and private
entities and to develop a guality management system consistent with the principles of
transparency, accountability, integrity and innovation.

Quality Objectives

a. To establish a fully equipped and well-manned office
= Action Plan
& Toensure that the office is completely furnished in terms of
necessary equipment
@ To ensure that the members of the organization are performing their
assigned tasks properly
» Responsible Unit | GPPB-TSO
= Time-Frame : 1% Quarter of 2004
b, To have a strong organization composed of skillful, well-trained and
competitive members.
= Agtion Pan

e
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= To conduct a regular training or workshop among the members of the
organization to update them on the developments/amendment of
relatede laws and jurisprudence.
* Responsible Unit : DBM (Office of Undersecretary/Secretary
* Time-Frame : Quarterly -
¢. To deveiop an efficient and effective monitoring system on compliance with
the “GPRA".

“* Action Plan

7 To conduct monthly surveys on the compliance with GPRA by

government agencies, GOCCs and LGUs (through personai visits or
survey guestion forms,

* Responsible Unjt - TSO-MSG (Monitoring & Secretariat Group)
*  Time-Frame - Monthiy

d. To create a reliable “help-desk” for government agencies (re! queries on the
interpr&tation!?mplemematior‘; of the law)
* Action Plan

8 Tohave an in depth study, knowledge of the faw (RA 918}

*  Responsible Unit - GPPB-TSO (Training, Research Policy Group)
* Time-Frame . 1¥ Quarter of 2004

1.8 Department of Budget and Management (DBM)
Mission

We, tn the DBM, commit ourselves to implement the national budget in a manner
consistent with the principles of transparency, faimess, and timeliness with the end in
view of promoting and sustaining the national development objectives and fostering a
culture of performance in the bureaucracy.

Clients’ Requirement -

a. General Appropriations act
b. Agency Budget Matrix
C. Annual/Monthly Cash Program
d. Evaluated/Adjusted Agency & Cash Program
Quality Policy -
As . WE dedicate ourselves in pursuit of continued improvement

towards the establishment of OMS in all spheres of our work
= Rational policy direction
* Promote client-based solution
*  Progressive agency intervention

Quality Objectives

a. Toimplement a prompt and transparent budgeting cycle (P-L-E-A);

b. To foster agency - sensitive idea of client responsiveness through constructive
agency representative, courteous client facilitation and timely releases of pubiic
funding and formulation of relevant policy directions; and



c. To build a culture of excellence among DBM officials and employees through
innovative training on technical efficiency and ethical accountabifity.

SAMPLE 2 :

2.1 Land Transportation Office {LTQ)

Clients' Requirement

Fast, refiable, consistent and honest delivery of frontline services which includes

Issuance of driver's license

Registration of motor vehicles

Implementation of MVIS

Efficient and accurate collection of revenues derived from administrative
fees and charges

& Settlement of apprehension cases

oo oo

Quality Palicy

The Land Transportation Office as an attached agency of the DOTC is
mandated to minimize road accident and to provide road safety to all commuters.

The three major functions of LTO are as follows -
a. Traffic Enforcement
b. Registration of Motor Vehicle
c. lIssuance of License

Quality Objectives .

a. To provide quality service in the issuance of icense

b. To provide speedy delivering fast services for inspection and registration of
moior vehicle,

c. Strict implementation of land transportation and traffic code
2.2 Presidential Management Staff (PMS)

Clients' Reguiremsnt :

Timely reliable and accurate info (e.g. Q & A, Fact Sheets)

Implementable Policy Recommendations {Policy Group)

Draft presidential speeches and media statements (SWG, policy unit)
Complete and accurate recordings of the proceedings of cabinet meeting
(Secretariat, Cabsec)

Accurate processing of presidential appointments (secretariat-PPGS)
Effective management of presidential visits and other events {Support-OR)
Management of the President's Social Fund {OSP)

Monitoring of Presidential Directives {Secretariat-DMU) e g. SONA, 8-Point
Agenda, priorily drectives

oo oo

T@ ™o
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Quality Policy :

PMS Is totally dedicated to strengthening the office of the president to serve the
filipino people better; by providing competent service to the presidency in the overall
management of development process; by harnessing proactiveness of our professionals
in achieving continual improvement; by developing a robust information management

systemn; by effective analysis and monitoring of critical national issues, projects and
programs. -

PMS3 aims to lead the example among all the government agencies by setting
the highest standard of professional service in its efforts to increase public confidence
and satisfaction in the national government,

Quality Objectives :

a. To provide the Presidency with recommendations based on timely, reifiable,
accurate and comprehensive information, to ensure that the best possible
decisions are made.

b. To create an environment that encourages and facilitates the full and active
participation of all sectors, especially the marginalized, in the deveiopment

process and facilitate resolution of issues that needs the immediate attention
of the President.

c. Toopen avenues for greater access to and interaction with the President and
the public.
2.3 Muntinlupa City
Quality Policy ;

It is the policy of the City Government of Muntinlupa to provide at all times:
honest, highly professional, effictent, prompt, and quality public service.

* Muntinlupa... nasa puso ang paglilingkod "
2 4 Commission on Audit (COA)
Quality Policy -

We are responsible for ensuring accouniability and transparency in government
thru worid-class audi.

We are committed to ensure that

a. Government funds are assessed, collected and accounted for:

b. Government resources are utilized efficiently, economically and effectively;
¢. Cases of funds misapplication are reported to the proper court:

We shall strive to maintain our status as a world-ciass audit institution,



Quality Objectives

2.5 Department of Budget and Management (DBM)

Quality Policy :

We, in the DBM, commit ourselves to implement the national budget in a manner
consistent with the principles of transparency, fairness and timeliness with the end in

culture of performance in the bureaticracy.

2.6. Department of Healih — Bureau of Health Facllities and Services (DOH-BHFS)

Customer Requirements -

a) License to Operate
b} Accreditation
¢) Technical Assistance

Quality Policy -

In the best interest of the Fiiipino people, the Bureay of Health Facilities ang
Services shall ensure safe and quality health faciliies and services by formutating
standards, implementation of licensing and accreditation requirements without bias and
sustain quality implementation through monitoring.

As a requiatory body, we shall ensure the integrity, responsibility and
accountability of reguiatory officers,

SAMPLE 3 -

3.1 Presidential Management Staff (PMS)

Clients’ Requirement -

a. Timely reliable and accurate info (e.g. Q & A, Fact Shests)
b. Implementable Policy Recommendations (Policy Group)
C. I
d

(Secretariat, Cabsec)

€. Accurate processing of presidential appointments (secretariat~PPGS)

. Effactive management of presidential visits and other events {Support-OR)
9. Management of the President’s Social Fungd {OSP)

h.

Monitoring of Presidential Directives (SeCfetariat—DMU) €.9. SONA, 8-Point
Agenda, priority directives
Quality Policy :

We, at PMS. provide excellent staff support to help the Presidency serve the
Filipino beiter.



To attain this goal, we shall:

P — Provide the Presidency with recommendations ba
accurate and comprehensive information to ensur
decisions are made. '

M ~ Maintain an environment that encoura

= and greater access by all sectors, especi inali

@“ development process.

= S— Strengthen systems to improve interaction with the President
the resolution of issues that need immediate attention.

sed on timely, reliable,
e that the best possible

and facilitate

In PMS we get things done.
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ANNEXE
TRAINING COURSE I1SO 9001:2000 ALIGNED QUALITY

TI\.’IANI’\GEMENT SYSTEM DOCUMENTATION FOR THE PUBLIC SECTOR
15T Batch

DIRECTORY OF PARTICIPANTS
DEPARTMENT OF HEALTH (DOH)
BUREAU OF HEALTH FACILITIES AND SERVICES
Il (=7 Bidg. Iv, 2™ FIr
' Department of Health
San Lazaro Compound
| Sta. Cruz, Manila
|| 711-6082
1. Br. Tecdora M. Eugenio - Medical Officer Vi
i 2. Dr. Jennifer E. Cuneta - Medical Specialist Il
Bl 3. Mr Alfonso A. Favis - Health Physicist
4. Mr. Efren C. Lopez - Architect
H 5. Mr. Joselito M. Reyes - Records Officer |
I 6. Dr. Cynthia R. Rosuman - Medical Specialist Il
il LAND TRANSPORTATION OFFICE (LTO)
=1 LTO East Avenue, Quezon City
8 921-3832
7. Ms. Grace E. Lugtu - Supervising TRO
| 8. Ms. Marriette G. Canlas - Human Resource Officer i, Personne! Division
9. Ms. Emerita O. Soliven - Cashier Il, Treasury Section
| 10. Ms. Mercedita £, Gutierrez - Chief, Registration Section
i 11. Ms. llonor A. Madrid - Chief, License Section
i| 12. Ms. Arabelle O Petilla - (T Officer [l
13. Ms. Menelia C. Mortel - Chief, Management Services Section
| CITY GOVERNMENT OF MUNTINLUPA (CGM)
B [0 City Hail, Muntiniupa City
Il 14. Mr. Edwin T. Suitado - Officer-In-Charge, Internal Control Division
! @ 543-0775
el 15 Ms. Joceiyn A. Castillo - Local Treasury Operation Officer 1l
: Treasury Office
I 16. Ms. Editha H. Ricarte - Froject Officer IV, Personnei Office
® 543-0728




CITY GOVERNMENT OF MUNTINLUPA (CGM)
(<) City Hall, Muntinlupa City

17. Mr. Abel L. Sumabat - Management Audit Analyst 11,
internal Audit Office
& 543-0778
| 18. Ms. Elvira D. Tulay - Management Audit Analyst Ii, Accounting Office
® 543-0817
19, Mr. Necito M. Guico - E:xecutive Assistant V, Budget Office
@ 543-0793

DEPARTMENT OF BUDGET MANAGEMENT (DBM)
B (=T DBM Mabini Hal, Malacafang, Manila
| @ 735-1976/735-1984

| 20. Ms. Ma. Elisa E. Rivera . Sr. Budget & Management Specialist, OPIB
i 21. Mr. Edgardo P. Atienza, Jr. - Budget & Management Analyst

il 22. Mr. Malcolm C. Queyqguep - Budget & Management Analyst

123 Ms. Celina S. Rodil - Sr. Budget & Management Specialist, OPIB
Il 24. Ms. Ma. Delia P, Meimban - Sr. Budget & Management Specialist, OPIB
8l 25. Ms. Carmina D. Dela Cruz - Budget & Management Specialist [, OPIB

| 26. Ms. Rowena A, Magpusac - Budget & Management Analyst

| 27. Ms. Kristine Carol S, Chavez - Budget & Management Specialist |

| DEVELOPMENT ACADEMY OF THE PHILIPPINES (DAP)
i (=1 4" Floor, DAP Building, San Miguel Ave.

g Ortigas Center Pasig City

| B 6312156/ 6310921 loc. 135/179

28 Mr. Joseph T. imperiai - Technical Staff, Center for Quality and
[ Competitiveness- Service Quaiity Improvement
Program (CQC-SQIP)
] @ 631-2156
| 29. Mr. Francis Fermin S.P. Flores - Technical Staff, Center for Quality and
Competitiveness- Small & Medium Enterprises
(CQC-SME)

46



1 2™ Batch

DIRECTORY OF PARTICIPANTS

Il COMMISSION ON AUDIT (COA)
| =) Commonwealth Avenue, Quezon City
L B 931-9284/951-0933/931-9204/931-7518

1. Ms. Maxima A. Aquinc - State Auditor V, Cluster | (NCR}, Local
Government Sector
B 534-0179/ 929-1665
2. Ms. Maribeth F. de Jesus - State Auditor V, National Government
Sector
3. Ms. Agnes A Marcelo . State Auditor V, Corporate Government
Sector
4. Ms, Sylvia P, Montes - State Auditor V, Corporate Government
Sector
5. Ms. Corazon A. Saldivar - State Auditor V, GAFMIS
8. Ms. Evelyn P. Reyes - State Auditor V, Management Services
& 931-0235
7. Ms. Evelyn C. Abad - Director Hl, Finance
I B 931-3264
8. Ms. Natividad S. Garcia - State Auditor V, Regional Administrator's |}
Office Region v i
B 931-9304
9. Ms. Juanita A Villarosa - State Auditor V, Administration
I B 051-0488 i
DEPARTMENT OF BUDGET MANAGEMENT (DBM)
I [=1 DBM Mabini Hall, Matacafiang , Manila
W 735-1976/735-1984 i
10. Ms. Emelita M. Bailen - Senior Budget and Management
Specialist
| 11. Mr. Lorenzo C. Drapete - Chief, Budget and Management I
Specialist

1| 12. Ms. Amelita 2. Castillo - Director, Organization & Productivity

| improvement Bureau (OPIB)
| 13. Ms. Clotilde L. Drapete - Supervising Budget & Management ﬁ
, Specialist, OFIB
Bl 14. Ms. Cora Z. Resoso - Supervising Budget & Management
Specialist
| 15. Mr, Mark-jay T. Claravall - Budget & Management Analyst
| 16. Ms. Felicisima A. Gonzales - Senior Budget and Management i
Specialist
| 17. Mr. Jerome E. llagan - Budget and Management Specialist 1!
il 18. Mr. Gerald R. Janda - Budget and Management Analyst
s wceas _—— A i ===




PRESIDENTIAL MANAGEMENT STAFF (PMS)

(=1 9" Fir PMS Bldg., Arlegui St
Malacafiang, Manila

= 734-2186

19. Ms. Ma. Irene B. Calingo

20. Ms. Nerable-Del B. Cerojano

21, Ms. Myra G. Ignacio

22. Ms. May M. Manauis

23. Ms. Maryjean A. Narne

24, Ms, Grace O. Tan

25 Mr. Renato B. De Guia

26. Ms, Vilma Jeanette S De Lara

27. Mr. Juanita T. Macario

28. Ms. Melissa Nanette V. Matias

29. Ms. Nenita L. Sagaoinit

3G, Mr. Joagquin Romeo S. Santiago

DEVELOPMENT ACADEMY OF THE PHILIPPINES {(DAP)

Ortigas Center Pasig City

W 631-2156 /6310921 loc. 135/178

31, Ms. Charito 7. Macam

[}

PSO VI, PPGS

® 734-2004
PSO VI, CABSEC
® 734-5890
IO, ITO

@ 734-2186
PSOV, PPGS

B 734-2092 5
PSO Vi, DAO

@ 734-2008

PSO VI, ODH

@/ 734-20927734-2004
PSOV,ITO

@ 734-2186

PSO V, DMU

@ 734-2197 1 734-3971 loc 137
PSOV, ITO

® 734-2186

PSSOV, ITO

@ 734-2186

PSO V, PPGS

@ 734-2004

PSSOV, DAC

B 734-2098

Technical Staff, Center for Quality and
Competitiveness- Service Quality
Improvement Program (CQC-SQIP)
=B 6312156
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EXPECTATION SETTING
November 18 -19, 2003

a. What do | expect from the course?

- value added
- toknow what is QMS and how we can implement it in the workplace / our office
- learn & apply
Fexpect to learn from the course how to go about QMS in our organization,
To learn more about QMS dacumentation
- Implementabie
- Practical in application
- Will complement / so activities in the office
- How it differs from the other TQM courses

b. What do | expect from the resource persons?

Give illustration with sense of humor
- Fully knowledgeable, practical, flexible
- To be lively
- Additional information and application of quality management
Elaborate on the application of ‘process approach”
Cite specific examples of SO requirements for LGU
- Lively discussion, live cases
Heavy on workshop and practical applications.
- Less on theories
To decide on issues that would arise
Competence in QGMS
Caninspire participants to share
Mastery of the topic being discussed
Lively discussion
- Can give good exampies to aet ideas across
- Has clear & loud voice
- Expertise in the field of Quality Management System
- Strong capability to transfer effectively his/ner knowledge to the group.
Lectures to discuss the topics comprehensively
Participate and actively interact

c. What do | expect from my co-participants?

Active participation and sharing their experiences in quality management practices
in their respective offices

Respect each others views

Learn from each other

Open sharing

To come on time 50 hat our session will start and end early

Cooperative

Not noisy

To participate actively

Exchanging ideas

50




Cooperative

| expect to learn from my co-participants experience related to the course/subject.
To share their experiences in the management of their respective offices
Participation and cooperation during workshops

Share experiences

To share experiences & insights on their quality initiatives

Attentive

November 28-29, 2003

a.

What do | expect from the course?

Can achieve its stated objectives

Clearer understanding of SO

Apply our knowledge & skill in our daily operation / institutes
Devices measures in order to know its efficiency and effectiveness
Know the documents needed in order to start 1SO documentation
Enhance and solidify our working knowledge of ISO documentation
Not boring

To develop documentation skills

- What do [ expect from the resource persons?

Can clearly present the topics

Equip with the necessary materials

Knowledgeable

Competence

Experts

Has profound knowledge on the subject

Translate concepts into public settings

Give more examples related to government transactions using 1S0 clauses.
Can easily convey ideas to the participants

Full knowledge of the subject

Can impart the knowledge & motivate the particioants

c. What do | expect from my co-participants?

Cooperation

Provide inputs/ share knowledge to others
Actively participate in the discussion
Cooperation & active participation
Cooperative & game

Punctual

Willingness to share experiences and insights
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ANNEX |
SEMINAR-WORKSHOP ON IS0 9000:2000-ALIGNED
QUALITY MANAGEMENT SYSTEM (QMS) FOR THE PUBLIC SECTOR

RESOURCE PERSONS

Ms. Marilou Quinco-Toledo
Director, Department of Trade & Industry (DT1)-Region IV

Ms. Patricia P, Hornifla
Servor Labor and Employment Officer
Department of Labor and Employment-
Butreau of Labor and Employment Statistics

Dr. Alleen R, Javier
Deputy Director, Medical Services Department
Nationral Kidney Institute, inc.

Mr. Abel L. Sumabat
Management Audit Analyst Il Internal Audit Office
City Government of Muntinlupa

Mr. Francis Fermin S.P. Flores
Project Officer, Productivity Development Program for SME
Development Academy of the Fhilippine-Center for Quality & Competitiveness

Mr. Julius M. Castor
Program Supervisor, Productivity Development Program for SME
Development Academy of the Philippine-Center for Quality & Competitiveness

Mr. Oliver Rhey C. Javier
Froject Officer, Productivity Development Program for SME
Development Academy of the Philippine-Center for Quality & Competitiveness

Mr. Vivencio C. Osila
Project Officer, Program for Industry & Compelitiveness
Development Academy of the Philippine-Center for Quality & Compsiitiveness

Mr. Robert M. Baldridgs
Project Officer, Service Quality Improvement Program
Development Academy of the Philippine-Center for Quality & Competitiveness




TRAINING COURSE ON ISO 90600:2000-ALIGNED QUALITY
MANAGEMENT SYSTEM DOCUMENTATION FOR THE PUBLIC SECTOR

RESOURCE PERSONS
e v e

Ms. Darlene L. Page
DAP Consulftant

Mr. Robert M. Baldridge
Project Officer
Center for Quality & Competitiveness-Service Quality Improvement Program

Mr. Francis Fermin S.P. Flores
I Froject Officer
Center for Quality & Competitiveness-Small and Medium Enterprise
I Productivity Development Program

G2




ANNEX J
SEMINAR-WORKSHOP ON I1SO 9000:2000 ALIGNED

QUALITY MANAGEMENT SYSTEM (QMS) FOR THE PUBLIC SECTOR
TRAINING COURSE IS0 9001:2000 ALIGNED QUALITY

MANAGEMENT SYSTEM DOCUMENTATION FOR THE PUBLIC SECTOR

DAP PROJECT TEAM
-MM

Mr. Arnel D. Abanto
Assistant Vice President, CQC

Ms. Nifia Maria B. Estudillo
Program Supervisor, CQGC-SQIP

Mr. Robert M. Baldridge
Project Manager, CQC-SQIP

Mr. Joseph Rey T. Imperial
Project Staff, CQC-SQIP

Mr. Charito T. Macam
Project Staff. CQC-8QIP

g developmentacademy of the philippines

The Natiornial Productivity Organization

San Miguel Avenue, Pasig City
631-21-56/43/67/37: 631-0921 to 30 loc, 135




PRESENTATION MATERIALS

SRR




Seminar-Workshop on

[SO 9000:2000 Aligned
Quality Management System
For the Public Sector

R, development academy of the philippines
: The National Productivity Organization




Seminar-Workshop on ISO 8000:2000-Aligned Quality Management System
(QMS) for the Public Sector

Course Design

. Background/Rationale

Quality is a strategic issue that is significantly emerging in the tight of
globalization, which is raising quality standards all over the world.  In
particular, the public service sector is increasingly feeling the pressure to put
the citizenry as its primary customer, minimize if not eliminate graft and
corruption by cutting red tape and empower employees to achieve beneficial
results. in all its three sub-sectors, namely, National Line Agencies (NLAs),
Government Owned and Controlled Corporations (GOCCs) and Local
Government Units (LGUs), citizens are now considering service quality to be
the topmost priority issue in the delivery of basic services such as immediate

and timely processing of documentsirequests, basic services such as
healthcare, education and peace and order,

Effective management and good governance are essential elements of quality
which can be easily achieved through an effective Quality Management
System (QMS).  Aligning the agency's planning, service and support
operations to ISO 9000:2000 is one reliable approach in establishing QMS.
The methodology provides a clear perspective of the quality system

requirements and the areas of control to assure the consistency in the quality
of services they provide.

Realizing the challenges being faced by the government organizations in
order to become more responsive, effective, efficient, competitive and
innovative, the Development Academy of the Philippines — Center for Quality
& Competitiveness (DAP-CQCY s proposing this Pilot Project on
Institutionalizing Public Service Performance Excellence through ISO 9000-
Aligned QMS.

. Course Objectives

At the end of the seminar-workshop, paricipants are expected to:

1. Understand concepts on productivity, quality and 1SO 9600:2000-
Aligned Quality Management System (QMS):

2. Develop their skills on the establishment of SO 9000:2000-Aligned
QMS; and

3. Gain some insights on a government agency’s experiences and results
of IS0 9000 QMS establishment and certification.




&

{il. Expected Outputs

At the end of the seminar-workshop, it is expected that the participants from
the selected government agencies will be able to: :

1. Explain the concepts of ISO 9000:2000 Quality Management System and
relate its importance in the delivery of public service

2. Explain the requirements for implementing QMS in their respective
agencies

3. Identify the core business processes of their agency that will be included
in the establishment of QMS.
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INnfroduction to

Productivity,
Quality & QMS




\

e
e

INTRODUCTION TO
PRODUCTIVITY,

QUALITY & QMS

WHAT DOIS
QUALITY &
PRODUCTIVITY
MEAN IN YOUR
ORCGANIZATION/

NINA MARIA B. ESTUDILLO

I*u}gﬁ,}n? Superlbson, S0P
Center for Crsalley and Computitiveness

l‘cw«i:_;pmrnf Academy of the Phlfi;)}'ﬂnrs

PRODUCTIVITY |
oaTPUT

INPUT




PRODUCTIVITY 1s,
ABOVE ALL.,
ANATTITUDE OF MIND.
\ ITSEEKS TO CONTINUALLY IMPROVE
\ WHAT ALREADY EXISTS. (TS BASED
ON THE CONVICTION THAT ONE CAN
DO THINGS BETTER TODAY THAN

YESTERDAY AND BETTER TOMORROW

| THANTODAY.

Ervwn i tevend of B Rene ¢ onferrnes

Frspean foaditivly Aponey, 1948

f
|

3]



2003 World Competiliveness Year Book
Group 1 Population greater than 20 million) .
Country/Regian Rank 03 | Rank 02 | Rank 01

Score

2003 | SRR SO I
eA90 0 e MBA e

86 5 Australa e 2.__ 3 3
J[E..‘LL. do_.Lanada___

ATRE e Maleysa
69.5 Germany.. SRR
BT A= R BN SN I - (S

865 Uriad fungdom .. ...

Frange .
Spakn

i
o

i

B

]

¥
iz
E

_ecdbatand

83| Japan.
bhins Mamlaned

o

]
T - S

[

[

] e @e e, AL
L ALA L Zhelang L £

Kirea 3% 10 11

1
I

Lodombls

\ AAD L ey

2003 World Competitiveness Year Book
=i e B

S o A et o e e
2003 Country/Region Rank 03 | Rank 02 | Rank 01

LLAad9 b South Altica RO - SN S N
SO 12 £ =1 1A S 1 Y ;
{422 L P N Y S T N
,,le;f ______ SN £ 4| NSRS SURY SR S
dare | o Bhiepines. | @e |
NFQL e Heumo Rl R
Q28 fLTwkey o s

125 | Mgentina

LERB_ o Menemwela 1 4

fed



2003 World Competitiveness Yearbook

| 2003

100 [ 83 b4 563 ik e
LSA Maleysia Tsewan  Thalland Jawan  Korea  Phlippines hndonesis

indonesia
——arg Phifippines

. 1563 Japan

o 1684 Thailand
3T oG 3 Taiwan
CTIITTTTITZS Mataysia
L —— s L,

\

\

|

|
|
|
J
|

|

|

g 20 40 B0 80 0e 12

]
|
/

/

2003 World Competitiveness
. Yearbook Rankings

-

/ PHLIPPINES OVERALL RANK:

10

15

20

o
LN

B P—




SCRBVEIRY

///"GOOD, BETTER, BEST

NEVER LET IT REST
ILL THE GOOD ISBETTER
ND THE BETTER IS BEST”

\ WHAT IS VALUE ADDED?

\Value added is the “wealth” created by the
products and/or services generated by an
rganization.

ll‘he more productive an organization, the
}ﬂore value added is created,

l

[ Value Added
Prce
Paid for
Supplier — Materal
i and
Energy —ee Customer

—
—




14 NON-VALUE ADDING
\ACTIVITIES IN ORGANIZATIONS

g T ?
A%

3. Transportation/
Distribution

e S

T

1{Preparation Time 2 Waiting Time

i Drafts, prefiminary meetinge, pre

|
|

Ploming rervions

7 ey

i
LR et 1L

4Unnece$sary 5.Administration/ -
Process Steps Decision—Mcking

Tobd fhidile Macogvrent i tha P ic Sty Colin Mergan and Sopten M urgntond, 195

.P&)cess Wasfr;

[

ey

/ 12.Rejects 13 Materials Waste -
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_— SN A -




THE COST OF 99.9% QUALITY

) g) 27 One long or short landing at the NAIA every
. AN v days.....
5

,120 incorrect drug prescriptions will be written
is year

Its always best to have 100% QUALITYIN

158 !.ﬁll MI R.[Cxlinge

e Feadurriving & Dyws) Cont
TQM Ex rel PICELOTMITE AT ABIN Y T TAE T T ipacs

o
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CUNLTY S

(4} lt nght the first time .
itness for use goepm i um & @)

(RN
onformance to requirements  *',,,."

{Philip B. Croshy)

Pride in workmanship w. coms pomng &

atisfaction of internal customer, the
person next in line to us in an
organization

ustomer Satisfaction

)
[0 4H Pavwlie andry d Do Logom ot o even
h RSN B *fI'.EE)I My ?II'HI!‘ EREIRI LIS B

i
1/
5

/IMPLIED NEEDS OF

/

QUALTTY

i
I i

THE TOTALITY OF FEATURES
ND CHARACTERISTICS OF
PRODUCT OR SERVICE
HAT BEAR ON ITS ABILITY
TO SATISFY STATED OR

CUSTOMERS.

{150 8420)




/77
SERVICE QUALITY &3 |

DIMENSIONS
RATER-]

R

* Reliability * Empathy™~——

* Assurance - Access
» Compelence » Communication
> Courtesy » Understanding
. Crcdibiﬁty the Customer
¥ Security * Responsiveness

* Tangibles » Integrity

/ Sousee Palivering Chonfity Seevies by
Vabeannman, ot al

. RELIABILITY

RATER-]

Ability to perform the promised service dependably and accusately,

. ASSURANCE

Knowladge and coustesy of employees and (heir ability 1o convey
trustjand confidence.

ACOMPETENCE- Possession of the reguired skills and knowledge
te perfonn the service
TESY - Politeness, respect. considersation and [riendlincss
of conact personnel
ACREBIBILITY - Trustvorthiness, believabiliy. honesty of the
SCEVICE provider
IRITY - Freedom frons danper. risk or donhl.

ACHY

ASEC

Siraie Pelterigag thafly 4w e by Fareiemstng o sf




TANGIBLES | N B
Appearance of physical facilities, cuipment, y
ersomnel and communication materials “__

4 EmpaTiy

Sk
(faring, individualized attention the firm provides its
clstomers.

AAMCCESS - Approachability and case of contact
ACOMMUNICATION - Keeping customers informed in a
anguage they can understand and listening to them.

o know customers and their noeds.

- IRESPONSIVENESS

;)

NTEGRITY

! Commitment and adherence to high moral standards and
- ninciples.

fawce Dieliverveg dunbily Revvr e by Pacssienesws e 3l

AUNDERSTANDING THE CUSTOMER - Making the cffort

illingness to help customers and provide prompt service.

P—

1@4{ HIDDEN COSTS OF POOR QUALITY

AN

Client complaints ™

“

]

Rejects \\
Relurn outputs
Cost of review i/

Lost opputtunties \

Task Team corrective
action Y
Disposal cost \
N Loss of goodwill \
P . \
/ v Redesign VT
/ nereased budget
~ . “r - ™y g f
/ Excess mventory costs Delays
/  Serce: Guality Planning and Analysis by Toran snd Syma
!
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Cost of Qua!ity

External Failure ,
Client complaints, lost |
opportunities P

Prevention Appraisal
Planning, process

control, training,

people, equipment }\Q
sg{-ﬁé\\k\e W(ﬁ;ﬂ\
?? h\J T

measurement

Internal Failure
Wasted time, rework, scrap, repair

.{é{’:ﬁ Inspection, testing,

L 30.50%0F
LN R HOH CONFORMANCE REVENUE

r Frevention } [ Appiaiaal [ [ Fatte i E Er)[nl]
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QUALITY MANAGEMENT

Il activities of the overall management function that
determine the quality policy, objectives, and
responsibilities, and implement them by means
such as quality planning, quality control,
quality assurance and quality inspection, within
the quality system.

IS0 9000:2000
Quality Managemen! Systemn
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Development &

General Overview
of 1ISO 9000:2000

- and the Eight

- Management
Principles




SO 9001:2000
Quality Management System

4 General Overview

- Vocabulary

U Quality Management Principles
' The Process Approach

I Quality Management System Requirements

International Organization
for Standardization

U A world-wide federation of national
standards bodies

U Represented by approximately 130
countries

U Formed on 23 February 1947

A non-governmental organization
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International Organization.
for Standardization

[ Published total of about 11.000
International Standards

O so’means equal or in conformance to

J Promote development of standards to

facilitate: international exchange of goods/
services and develop cooperation in
economic development activities

4 Core Standards

L 1SO 9000 Concepts and Vocabulary

L 1SO 9001 Requirements of Quality
Management

d 1SO 9004  Guidance for Performance
Improvement

U 1SO 19001 Guidance for Quality and
Environmental Auditing



Important Terms

U QUALITY

The degree to which a set of Inherent
characteristics fulfills requirements

REQUIREMENTS

Need or expectation that can be stated,
generally implied or obligatory
PROCESS

A set of interrelated or interacting activities
which transforms inputs into cutptits

Important Terms
L PRODUCT

a

Q

Result of processes

CUSTOMER SATISFACTION

Customer’s perception of a degree to which
their requirements have been fulfilled

TOP MANAGEMENT

Person or group of people who directs and
controls an organization at the highest level



Important Terms
U QUALITY MANAGEMENT

To direct and control an organization with
regard to quality

U QUALITY POLICY

Overall intentions and direction of an
organization related to quality as formally
expressed by top management

U QUALITY OBJECTIVE

Something sought, or aimed for, related to
quality

Quality Management Principles

L CUSTOMER FOCUSED
ORGANIZATION

L LEADERSHIP

U INVOLVEMENT OF PEOPLE



i
0 §
b

Quality Management Principles

U SYSTEMS APPROACH TO
MANAGEMENT

LI CONTINUAL IMPROVEMENT

' FACTUAL APPROACH TO DECISION
MAKING

U MUTUALLY BENEFICIAL SUPPLIER
RELATIONSHIP

Clearly Defined Requirements

1. Continual Improvement

2. Emphasis on the Role of Top
Management

3. Compliance to Legal and Regulatory
Requirements stressed

4. Measurable objectives at relevant
functions and levels defined



Clearly Defined Requirements

5. Customer satisfaction and/or

dissatisfaction as measure of the system
performance

6. Resource availability is emphasized
7. Training effectiveness required

8. Measures extended to system, processes
and products

9. Analysis of data on performance required

The Process Approach

is the application of system of processes
within  an organization, together with the
identification  and interaction  of these
processes and their management.

U Process focused Management system

. Promotes a process approach to quality
management

i QMS conceptually represented by The
Process Model
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Advantages of
Process Approach

L Provides linkage belween individyal processes and over
their combination/interaction

O Emphasizes the importance of
1. Understanding & meeting requirements
2. Consideration of Processes in terms of added value

3. Obtaining results of processes performance and
effectiveness

4. Continual improvement based on objective Mmeasuwrement

s
%

QUALITY MANAGEMENT
SYSTEM REQUIREMENTS




|

H

| 11 GENERAL

) L ZAPPUCATION

1.1 Generg]

The organization shall

U Provide products that meet customer and
applicable regulatory requirements

L1 Aim to enhance customer satisfaction

1.2 Application

The scope of QMS is based

Nature of the organization's products
Realization processes

Result of risk assessment
Commercial considerations

SR LN~

Contractual and regulatory requirements

The organization is not obhiged (o include a

il products and
address the realization process,

Limited scope can be cleally defined in the Cualily Manual,



1.2 Application

W Identify permissible exclusions

U Exclusions limited to the requirements of
Clause 7: Produyct Realization

U Permissible exclusions defined and
justified in the Quality Manual.

Most fikely permissibie excliusions:
7.3 Design and Development
7.5.3 Identification and Traceability
7.5.4 Customer Property

7.6 Control of Monitoring and Measuring Devices

2 NORMATIVE
REFERENCE

————

f 150 80002000 Qpms - Fundamenlals and vocabutary

3 TERMS AN

Supplier Organization

Product Setvico




4 QUALITY
MANAGEMENT
SYSTEM

41 GENERAL REQUIREMENTS

4.2 DOCUMERNTATION REQUIREMENTS
421 GENERAL
4.2.2 QUALITY MANUAL
4.2.3 CONTROL OF COCUMEN IS
424 CONTROL OF RECORDS

4.1 General Requirements

The organization shall

(I Establish, document, Implement and
maintain a QMS

0]

ldentifying the process needed

Determining their sequence and interaction
Determining the criteria and methods

Ensuring avanability of resources and information
Monitor, measure and analyze the processes
Implement actions

A e

ontinually improve its effectiveness by.



The Process Building Block

(— CONSTRA INT

- legiskation
- prccedures
specilications
- braning
- c_:E_:jen:i%ve?.

iNPUT --—-~——->[PROCESS L-—-—-—-» OUTPUT
- materials

- transformed
- information materials

- transformed
[ RESOURCE information

- Eguipment
- Perfonnance

4.2 Documentation Requirements
4.2.1 General

QMS documentation shall nclude:

AW M e

¥

Clause 4.2 specifically reduire
Establish, documoent nnplement and maintain

. Documented statements of quality polic
- Quality manual
. Documented procedures

. Documents required to ensure effective

vy and quality objectives.

2 planning, operation and
control of the processes

Cualty records required by the standard

s 'docomented procedure”

a f_)ocumen{ conirol”
procedurs



Extent of QMS documentation is dependent on:

1. Size of the organization and type of activities

2. Complexity of processes and their interactions
3. Competence of personnel

Guidance on documentation requirements

QUALITY POLICY AND OBJECTIVES

Quality policy and quality objectives under
“Control of documents”

4.2.2 Quality Manual

Minimem content:

a. Scope of the GMS, mviuding details for justification for ar
f i i

Y exclusion,

b The documented procedures estalilished or refarence o them,

c. Descriplion of the intorotion Bidwonn piocesses of the S

Format dependent on the SIURRIANON S Size, Cyliuie and Complexity

DOCUMENTED PROCEDUR ES

3 Control of documars

4 Control of quatity 1ecoras
2 Internal Audit

Controf of nut-cenioniy
Corrective aclion
Preventive achon

SRS LI S

L2 ko




DOCUMENTS REQUIRED BY THE ORGANIZATION
TO ENSURE EFFECTIVE PLANNING, OPERATION
AND CONTROL. OF PROCESSES

Documents Specifically required by the standard are:

53 Quaitity Policy
541 Quality Objectives
5.4 Quality Planning

4.2.3 Control of Documents

+ OMS documents shall be controllad
+ Documented procedure (o deline:
a. Approve documents for adequacy
b Review, appioved and re-approve documents

o ddently changes and cuirent ravision status

-

i Avaitabiiity of deciments at point of use

e Legible and readily identidiable documents

J—

Daocuments of extemat crigin identified distributed and controlied

g, Frevent unintended use of ohanlela documents




4.2.4 Control of Records

» Records shail be established and matntained
* Records shali remain legible, readily identifiable and retrievable.

* Documented procedure eslablished (o define the controls for the
identification, storage, protection, retrieval, retention time and disposition

Quality records specifically required are:
5.6.1. Management review records

6.2.2e Records of personnet compelence

7Ad Product reatization records

722 Records of review of reguirements related to the product

Quality records specifically required are:

7.3.2 Records of nputs related to the product requiremants

734 Design and development review records

735 Design and development verification records

736 Design and development vaidation records

741 SBupplier evatuation records

752 Records of the vatidation of pre
provision

seesses for production and service

7.5.3 Record of unique identificalion of the product
5.4 Record of report of unsuitatle for use cuslomer property
76 Calibration records

8.2.2 Internal audit records

62.4/8.3 Records of Non-Corforing produc

8.5.2 Corrective action records

B.5.3 Preventive action records




Management
Responsibility
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Management Responsibility
Clause 5.0

SECTION AND SUB-SECTIONS

51 MANAGEMENT COMMITMENT
5.2 CUSTOMER FOCUS
5.3 QUALITY POLICY
5.4 PLANNING
541 QUALITY OBJECTIVES
5.4.2 QUALITY MANAGEMENT SYSTEM PLANNING
5.5 RESPONSIBILITY, AUTHORITY AND COMMUNICATION
5.5.1 RESPONSIHILITY AND AUTHORITY
5.5.2 MANAGEMENT REPRESENTATIVE
5.5.3 INTERNAL COMMUNICATION
MANAGEMENT REVIEW
5.6.1 GENERAL
5.6.2 REVIEW CUTPUT
5.6.3 REVIEW QUITPUT

&1
fard



5.1 Management commitment

Top management sha provide evidence by

a. Communicating unportance of meeting
and legal requirements

b Quality policy and abjectives astablishad

¢ Managemenl roviows conducled

d. Resources available

Jeustomer, reguiatory

5.2 Customer focus
Top management shall ensure that customer requiremernts are:

a. Delemmined
b, Mel

5.3 Quality policy

Top management shall ensure fhat the quality policy is:

* Appropriste

+ includes a commitment lo comply with requirerments and continual
improvement of the QMS

+ Provides a framewaorl for estabitishing

alud reviewing the quality
abjectives.

« Communicated and understond

* Reviewed for continning suitability.



5.4 Planning

5.4.1 Quality objectives

Top management to ensare that e quality objectives are:

* Estabiished
. Measurable and consist

enbwrtt 1he quahiy puficy
5.4.2 Quality management system planning

Top management to ensure that;

© o Flanning of the QM3 s cariod onat

©Integrity of the OMS s pyainilaingd

5.5 Responsibility, authority and communication
5.5.1 Responsibility and avlirority
- Defined and communicaled

552 Management representative

Top management shall appoint a e
© Responsibilily snd authonty inclide

25,

mber of management

a. Ensure thal processes neaded forthe OME are established

Implemented and iainlained
B Repoits (o top management on the petiomance of the QMS
including necds (or fTplovemen
¢ Enswing the promotion and AWareness of customer
requirements throughou e organzalion



5.5.3 internal cemnumication

Top management shall cnsure that:

* Communication processes established
+ Communicalion takes place,

5.6 Management review
5.6.1 General;

Top management shall review the QMSs

* Alplanned intervals

- Toensueits continuing sultabibty, adequacy ang effeclivenass,

* Assess opporlunities for improvemernt

* Assess the need for changes o the GMS quality policy and
Objectives.

* Maintain recornds,

5.5.3  Review inputs
* Result of audits
* Customer feedback
. Process pafonmanee
g Slalus of corrective and provenive aclion
* o Results of previoys management review
© Changes that could aftect the (Ms
© Recommendstions foy Hprovernnent
55.4 Review output:
. Improvement of 1 elfechivenass of the OMG and ils processes
v Improvement of e pwodue

. Resource neosds
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Resource Management
Clause 6.0

SECTIONS AND SUB-SECTIONS

6.1 PROVISION OF RESOURCES
6.2 HUMAN RESOURCES
6.21 GENERAL
6.22  COMPETENCE, AWARENESS AND TRAINING
6.3 INFRASTRUCTURE
6.4 WORK ENVIRONMENT




6.1 Provision of resources

The organization shiall determine and provide resources needed:

Toimplement and maintain the GMS and con

bnually improve is
effeclivaness

+ Enhance custome satisfnchon
e

)

6.2 Human resources

6.2.1 General

+ Compelent personnel for work affecting product quality
« Competence hased on appre

experience

spriate educition, training, skiils and

6.2.2 Competence, awareness and training

The organization shaly

a ldentify competency neods

B Provide raning o alber aetions

¢ Evaluate the eflectiveness of the actions taken

Stages of cffoctiveness evaluation:

Rl vl g o fhvny beurl e A pintion el e Vintngss biapiad (sl

4o Ensure that porsonne! are aware of the relevance and
importance of heie achvities and (hoi mportance to the
achievement of objectives

e Maimtam records

comnpets

demonshialed atility to apply knowledge and skills




6.3 Infrastructyre

The organization shalt determ

ire, provide and maintain the
infrastructure necded

it includes:
a  Building workspace and ulilities
b, Process equipmoent used

€ Suppoting services

6.4 Work environment

The arganization shail determine the work environment
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Element 3
Product Realization

Center for Quality & Competitiveness (CQQC)
Development Acaderny of the Philippines (DAP)

Beminar on 180 80D 1:2009 - Algaad Qustity fManng

mntat Sywtew {GMS] fom 1 ubie Sector

A e

Efement 3: Product Realization
COVERED SECTIONS AND SUB-SECTIONS:

7.1 Planning of product realization

1.2 Customer-related provesses

7.3 Design and development

7.4 Purchasing

15 Production and service aperations

SERRSE

7.6 Conirol of measuring and monitoring devices

Seminar on (90 009 {2060 - Algerid Qoeating #2a

for Pabile §mitore




7.1 Pianning of Product Realization

Plan, design, and develop the processes needed.

The organization shall defermine the following as appropriate:
© Quality objectives and requirements

b) Processes, documents, and provide resonreey

¢) Verification, validation, monitor ing, inspection, and test
activities

d} Records

Bnmlmr on 150 $801:2000 - Aligrad Ounlity Maragnomat Systeny {OMS) for Pubile Sector 1

7.1 Planning of Product Realization

Involves planning of sequence of processes needed to identify
customer needs and expectations, converting them into
requirements and realization of the product snd/or service
which shall be documented,

Pracess/service realization processes shall

« Operaie

by Produce output

Senrinar on IS0 $061:2000 - Adlgne ! Carlity Mananer £k [fJ‘-“?} fox




7.2 Customer-rolated Process

221 Determinution of requirenients related to the product,
LY The organization shall determine the requirements:
 Specified by (he customer
© Nod stated by the customer
© Statsdory and regulitory

-+ Additional if any

Serninar on 180 90017006 - Adtgreed Doty Henage sl

2t iOMIf tor Palilie Seotor A

e —————

7.2 Customey- efafed Process

7.2.2 Review of requirements retated o the product.

U The organization shall review requirements related fo
the product.

U Commitment to supply
L Ensure that
© Product vequircinents are defined
Rusolve contacl reguirements

» Organizational abilify
4 A

Seminar on 153G %

5 {UMS) far i

ad
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7.2 Customarreinfed Process
7.2.2 Review of requirsmeits rolsted to fie product,
L Records maintaine!
L Confirm costomer PeIrC s

LI Amend docimenis and inform affectiod personnel

Famninar on IS¢ B001 200 - Arignant Cualty Wi b, «

7.2 Customerrelated MProcess

223 Cusiomwer contmanication

Ll The organization shall determine and implement
arrangements for communication with castomer in
relation to:

= Product information

* Inguities, contract or order handling

« Customer fecdlynek

Sernbiar on (SO RGO 2000 - Adfggevand s
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7.3 Design and Development

7.3.1 Design and development planmning
O The organization shall plan, control, and determine:
Desipn ad development stages
* Review, verification, and validation
Responsibilitics and MHhoritics
G The organization manage interfaces,

* Planming output, updated with the design and
dcvc!(mnwnt progresses

‘lmnlnar ofs 150 9061: 79(}(! A?Igue:r! Chunlity !-‘Ennmu Tiond Syl

i ({}MS) mr Puhlir ‘Evclm G

[ e e e e R e

7.3 Design and Development

7.3.2 Design and development inpurs

U Inputs (determined) and records (maintained)
* Functionat and performance requireniends
© Statntory and regukatory reguirements
* Information from previous designs

* Other requirenents

Seminar on IS0 §801:2000 - J\!!gz ad (s |§Hy

QeI Sysfom [OMS) Tor F‘nt;i‘& Santoe it




7.3 Design and Development

7.3.3 Design and deveiopiient ontpuly

U Provided in a forw that cnzhles verification versus
inputs

L Appreved prioe thelr eelease

LY Outputs shadl

¢ Meet inpat vequirements

* Provide appropriate information
+ Meet product acceptance criteria
« dBpeeify prodaoct charvacteristics

Samlnar on IS0 860

7.3 Design and Development
7.8.4 Design and developient revierw
L Performed af snitahle Shages
* To evahuate ability of desion and development
resulty

» Hdentify problems and propose actions

Q' Review must involve all concerned with the design and
development stape(s)

(1 Records

Serninar o0 150 6001:2000 - Atlgned uaflry M

i2
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7.3 Design and Development

7.3.5 Desipn amd development verification
W Performed in accordance with planned arrangements

U Design and dev clopment outputs meet mput
requirements

U Records

Beminar an !5(} 5?001 YGO(J - Aligsred Ounth Mmmgumm\l ‘?ysh m {QM‘!) for Publle Sartar 11

7.3 Design and Develfopment

7.3.6 Designt and development validation
U Performed in aceordance with planned arrangements
W Resulting product is capable of meeting requirements

W Completed priov o the delivery or implementation of
the product

L Records

Bwminge 0n 190 80961 2008 . mlu 1, J Li]mM,’ Mu mq}mnml Syrs:rm (DM%) fur i’uhllc %L!wr |




7.3 Design and Bevelopment

7.3.7 Coutrol of desivn amd developmient chanpes

U Changes identified and records matntained

[} Changes reviewed, verified, validated, and approved
hefore implententation

U Review process inchudes cvaluation of the effect of
chanpes

U Records

Semnar on 150 9051 2000 - Adigined Qunitty Manageiai Sywtam (K5} for Putle Secton [

7 Purchasing

24 Purchasing precess
U Conforms 1o specificd purchuse requirements
LI Evaluation and re-evaluation eriteria

L Records

Sernlnar on 150 $661:2000 - Alteied Qualiy kg

n OS] fo1 Pubilte Sertog
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Sernlnar on 150 8001, 2000 - Mdigned Qualery ke

7.4 Purchasing

741 Purchasing information

( Deseribe praduct 1o be purchased

* Approval of produet, proe

edures, processes,
and equipment

* Qualification of personnel
© OMS

U Adequacy of specified purchase

requirements prior to
communicating with supprlicr

Aligrred Quslity & B

Byetem {UMS] o1 Pubilg

7.4 Pegrﬂhasmgg
742 Verification of purchased produce
LI Establish and iplement the inspection

L I the organization or the

customer intends to perform
requirements in

verification at supplicr’s premises, sfate
the purchasing information

1l Systen {OMS)fer p




7.3 Production and Service Provision

7.5.0 Comtrol of production and service provision

L Plan and earry ont wader confrolled condition
= Availability of information
+ Availability of work instruetions
* Usc of suitable equipment
* Availability and wse of moniforing and
measuring devices
« Tmplementation of monitoring and
measurcment

« Implementation of release, delivery, and post
delivery activities

Semiar o 150 $001:2000 ~ Alignied Gunlity Manaponint System [O8S} for Public Sector

7.5 Production and Service Provision

7.3.2 Validation of processes for produciion and service
provision

U Validate any process for praduction and
provision

Service

U Include processes where deficiencics hecome apparent
at produet or service use or affer delivery
U Demonstrage the ability of the processes to

planned results

achieve the

Seminar o 190 912000 - Algnaed Quatity Mo

o {OMS ] fae Fubidlc Sarter




7. -3 Production and Service Provision

7.3.2 Validation of proce

sses for production amd service
provision

L1 Establish arcingements for these processes

* Defined criteria for review and approvai

* Approval of equipment and qualification of
personnel

* Use of specific methods and procedures

* Requirement of records

* Revalidation

Semlinar oo 150 $061:7000 .- Allgnodt Quality Managsmagnt Sy stam [C2MS3) tor Public Sector

24
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7.5 Production and Service Provision

2531 dentificarion and traceability

U Identify product by suituble means throughout product
realization

L1 Identify the product status with respee

t to monitoring
and measurement regiirements

L1 Where trac ability is o requirement, control and record

unique identification

Sernitar on 150 900 1:2600 Afigned Quallty Knnage

¥ rded: (M5B Lo
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7.5 Production and Service Provision

7.5.4 Customer properiy

L Exercise with care

& Identify, verify, protect
property provided

sand safegiard costomer

L1 Lost, damaged, or otherwise found to be unsuitable for
use reported {o customer and vecords maintained

Sevvinar on 150 90012000 .. AH
e

LT Qu alby M\ adqmnom ‘y sim n (‘C}M"i] fog f’u!:?}r ‘39..
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e
7.5 Production and Service Provision

7.5.5 Preservation of product

L Preserve the con formity of the produscs during internal
processing and delivery
d Preservation includes:

Identification, handling, packaging, storage,
and protection

U Applics also to consfitaent parts of the product

Seaitnar an 130 D(}ﬂi 204K - Al\gr mj 1_.:“&1“3.‘ M
S

R

A I,)J'l“‘&l‘ri Sy'\!mn fQMSi forr F‘u!)hc Frity




7.6 Conftrof of Monitoring and

Measuring Devices

U The organization shall determine
* Monitoring and measurement to he
undertaken
* Monitoring and m asurement devices

L The organization shali esfablish processes

Seminer an 150 90012000 Alfgued Quatlly Mansgomeng Syatem (OMSY for Public Seetor A

e e

B
7.6 Controf of Monitoring and
Measuring Devices

L Measuring cquipment shail he
* Calibrated vr verified at specified intervals
* Adjusted or re-adjusted
* Identified to enable calibration status
determined
* Sufeguarded from adjustments
* Protected from damage or deterioration
during handling, maintenance, and storage

U Asses and record validity of previous mensurements
when the equipment is found fo he non-conforming
« Shall tale apprepriate action on the
cquipment and product

Sonitsr on 150 96012000 .. Afhped Goghi

Manugamant Syatapy HIME] tor Publle Sector ’_!j
e e UV

T
e et -
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U Ability of computer softy:

Beminar an F50 9001.2000 - Allgrad Quakity Managa

7.6 Control of Monitoring and
Measuring Devices

U Calibration records maintained

are shall be confirmed when

used for monitoring and measuvements

* Shalt be undertaken prior to init;
confirmed

al use and re-

R

mant Systen {QIMS] for Public Sacter 3




Analysis &
Improvement




Part 8 o
Measurement, Analysis
and Improvement =~

Center for Quallry & Competitiveness
Bevelopent Azademy of the Phitippines

Sominar an 150 900G ~ Allgned Gun

Sominar on 155 90042

afrent Systm tOMS)

SECTIONS AND SUB-SECTIONS

8.1 General
8.2 Monitoring and measurement

8.2.1 Customer satisfaction
AB.2.2 Internal Audit

/8.2.3 Monitoring and measurentent of processes -
“8.2.4 Monitoring and measurement of product

4.3 Control of non-conforming product e
B.4 Analysis of data
8.5 Improvement _

8.5.1 Continual improvemernt
~"8.5.2 Corrective action
8.5.3

Preventive action




e

8.1 GENERAL

The organization shall plan
measurement, analysis
needed,

and implement monitoring,
and improvement processes

.

to demonstrate conformity of the product

©

o ensure conformuty of the OMS

r

to continually improve the OMS

shall include determination of apphcabi

e methods, including
statistical techniques. and the extent of

their use.

Seminar on 180 5081 2000 - A

Huned ity dananemeng Systom [oarsy

]

8.2 MONITORING AND MEASUREMENT

8.2.1 Customer satisfaction

a. monttor information relating lo customer perception.

b, determine the methads of obtaing

. g and use of
infarmation

need to be "proactive” rather than ‘reactive”

=P .:4‘
f ~ BE




8.2 MONITORING AND MEASUREMENT
8.2.2 Internal audit

« Conduct internal audil a! planned
whether the OMS

ntervals to determine
a.conforms to planned arrangements
bos effectively implemented and mairtained

An audit program planned considering

a. the status and importance of the processes
b areas o be audiled
c.results of provious audils

Define audit criteria. sco be, frequency and methods

Seminar on 150 8001

PUOG - Algned Oualiy Ay emenl Ny img FI3taAny

8.2 MONITORING AND MEASUREMENT
8.2.2 Internal audit

Ensure objectivity and impartiality of the audit process

* Responsibilities defined in documented procedures

« Ensure sctions without deloy

-

Follow-up activilies (verification and reporting of results)

Seminar on 190 §061 2008

baned Cuahty S
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8.2 MONITORING AND MEASUREMENT

8.2.3 Monitoring and measurement of processes

The organization shall apply suitable methods for
monitoring and measurement of processes,

Methods shall demonstrate (he abilily of the

processes
to achieve plannad resulte

© Apply correction and corrective action when planned
results are not achievad.

avdy Q‘\
- ',i-f\r‘*{/. lﬂ f% ¥
] “\ﬁ»\?: J’, i
——— i e s e s . T AT T *
Sambnar on 150 3001 7000 - AHgred Quatity w MEnE Sy st (M)

8.2 MONITORING AND MEASUREMENT

8.2.4 Monitoring and measurement of the product

The organization shall monitor and me

asure
characteristics of the product

= Carried out in accordance with planned
arrangements

e Evidence of conformily maintained.

) ecords to
indicale inspection authority

= No product or service defivery until planned
arrangements are satistactority completad

Seminar on iS0 900




8.3 CONTROL OF NON-CONFORMING
PRODUCT

The organization shall ensure that non-conforming
product is identified and controlled.

-

Controls and related responsibiities and authorities
defined in documented procedures

Saeminar on 150 500

0G0 ~ Aligned Quaniry b SHIemenl Sy<tem {(3S)

8.3 CONTROL OF NON-CONFORMING
PRODUCT

The organization shall deal with non.

confaring product by any ane
Ormore ways as:

a. 1aking acion to clminate dotectad noa-confomity

Lo authorizing is use telease o acceptnnes under concession

¢. taking action to prechule s soginat intended use or apphication

- Records maintamer

Subject to re-veribcation son catifoniing product is corrected.

Take aclion appropsiate to he effeels or polestial effects il non-
conrforming produst is detectod afler delivery or use has started

seminat on (S0 9001 2000 « Aligriesd Duahng Managen

e
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8.4 ANALYSIS OF DATA

The organization shall determine, collect and annlyze appropriate
data to: '

a. Demonslrate the suitability and elfectivencess of the QMS

b, Evaluate where continual improvement of the eflecliveness
of the QMS can be madn,

netludes date gatherod as a rosult of monitoring and meastrement and
fromm olher retevant souces

Provide information relating to-

a. Customer satisfaction

h. Conformity to product requirements

c. Characteristics and trends of processes and products including
opportunities for preventive action

d. Suppliers

Seminat on 150 90612000 - Allgnod Cridity Management Gy lom {253

8.5 IMPROVEMENT

8.5.1 Continual improvement

Continually imprave lhe effectivencss of the OMS through the use of:

©quallty policy, quslily abjenitves, audil resuits analysis of data,

corrective andd proventive aclinns and manayement review
8.5.2 Corrective action~, 7

< Take action to eliminale the couse of non-conformity to prevent
recurrenne

Appropriate to the effocts of non-confonnities eneountered

Seminar o5 150 SO0 2000 . &




8.5 IMPROVEMENT

A documented procedure includes:

- Reviewing non-conformities

* Determining causes of non-conformities
'EvaMaﬁngtheneedforacﬁontoensum&nom-
conformities do not recur

. Demwwmﬂngandinuﬂemenﬁngacﬂonneeded

-Recomﬁ(ﬁ%hefesunscﬁtheacﬁoniaken

-E?evkuwwm;conecﬂor1acﬂoniaken

Seminar on 150 50012000 - Alignes Ouality Mansge
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8.5 IMPROVEMENT

8.5.3 Preventive action

The organization shall determine the
potential non-conformities in orde

action o eliminate the causes of
rto prevent their occurrence.

Appropatate 1o the effecls of 1he potential problems

Bocumented procedine defines th foltowing:

a. Determining polential non-conformities andd thet

b Evatuating the need for action fo prevent
conformities

c. Determining and impiement action needed

o Records of resulls of acfion taken

€. Reviewing preventive action taken

I causes
occourrence of non-

Semtnaron 150

RYRy
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Auditing Techniques
and Methodology

Center far Guality & Competitivenesy
Bovelopmend Avademy of the Phifippines

{_Sam!nar on IS0 G000 - Aligned ity Manngement Systom {QIMS)
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ABSTRACT
= The process model Appro

ach is important
for ISO 9001:2000.

®

All activities can ereate g impact on the
quality performance of (he organization.

Operations of all seetions should be cle

arly
defined and nnaged,




PROCESS APPROACH

With adoption of 1SO 9001 :2

2000, a process /
procedural  approach (o management s
critical.

« Using this approach, orgamizations would
be able to identify and naderstand  their
activities, interdependence, aud capabilities,

Process / Procedural approach cnables the
organization to clearly define and establish
control in their activities,

Semtnar on IS8 9060 — Akt

CONCEPT OF THE PROCESS

CONTROLS

Procedures

&

- © Control plans
INPUT * Waork instructions
Services
Manpower 1 )

Competence/Skills OUTPUT
RN 3 PP S . (’4 1’!()(!%'\
Office Fquipment ""* { }‘"" Services
Methods :

Materials

S minar 01\%;141,0 A
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SEQUENC&. OF INTERACTION\:
IN PROCESSES
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SE QUENCE QF INTERACTIONS
IN PROCESSES

* Input, owtput, and controls can  be

tangible or
intangible.

Output of one process can he the
process.

mput of another

* An effective QMS, vesponsibilitics, procedures, and

resources are consistent and follows n Togical manner,

« Coordination and compatibility  of processes  and

definition of their interfaces are necessary inoa QMS,

(.(mu*pt of internal suppliers and customers,

Semmar ani SO% 955 kAth J( ity 14
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DEFINITION
Ouality Audit

“Asystematic and mdependent examination
to determine whether quahity activities and
related  results comply  with

planned
arrangements and whether these

arrangements ave implemented cllu.tlvd\
and are suitable 1o achieye objectives.”

1508402

Sy rn (R

CATEGORY OF QUAL!TY AUDIT

* First Party Audit -

a corporate body audits
its own systen,

« Second Party Audit - parties such as clients
or stockholders having an interest in

the
organization audits the system,

* Third Party Audit — external independent
organization providing — certification
registration of conformity
requirements (o 15O 9001 :2000.

or
with

e



F PURPOSES
* To judge quabity system o he in confornnce or-

nonconformance (o specified Fequirements,

* To evaluate effectivencess of a quality system in

action, based on the quality Tevels,

To present opportunitics

to mprove {he quality
system to the auditec SHER A

To fulfill legal (statutory, L ful)

requirements,
C.Z remittance of contributions,

Y

To register a quality system of (he
the registration ook
p ' ly ((,C: m:m!mn)

ahly Mo m!(n y i 1\((1, _J

organization on
of an authoritative audit

AUDIT TEAM

* Lead auditor and auditors are required (o
be professionally trained and qualified and
to have specified experience and character,
*An audic team feader iy

vesponsibility for the team.

required to take

Any auditor is required to be independent of
any party to bhe audited.




LEAD AUDITOR

* ‘To carry out seareh for qualified aoditors.

- to rate cach andidate auditor’s
performance / qualifieation.

« To organize the team and prepare an audit
scheduale,

L

Fointroduce the team at the initial meeting,

L]

Lo conduct part of the audit,

To monitor the audif program,

Sominar on IS0 8§06 . Al
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LEAD AUDITOR

* Toarrange tindings of the team,

*To prepare and issue g nonconformance
report,

* Fosupervise and orpanize o follow-up action
plan.




AUDITING OF THE PROCESS AND
" THEIR INTERACTIONS

« QMS audits must respond to:

Are the processes identified and established?

Are the processes effective in providing the
required results?

Are the processes defined in the procedures?

Are the interactions between processes
defined, controlled, and managed?

Seminar on 180 000 ~ Aligreg Quality Mansgoment Systors (omsy

AUDITING OF THE PROCESS AND
- THEIR INTERACTIONS

* OQMS audits cover individual department,
function, and the organization’s conformance

to quality requirements and evaluation of the
effectiveness of the QMS,

*  Auditors must ensure that the documentation
can:

Identify the purpose of the process

« Identify the inputs and outputs

Seminar on 150 §000 - AHgned GQuaiity Management System [QMS)




AUDITING OF THE PROCESS AND
THEIR INTERACTIONS

Auditors must ensure that the documentation
can:

L]

Establish the sequence of activities

Identify the resources used

-

Identify the controls in place

o

Identify planned monitoring requirements.

Cross-chiecking of documents is done.

AUDITING OF THE PROCESS AND
THEIR INTERACTIONS

* Involves site auditing,

Auditors must assess the capability of the

process and not only in determining the
conformances.

* Verification of whether interactions  of
processes are adequate and controlled.,

Seminar on 150 $000 ~ Aligae
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AUDITING THE DATA

Increase emphasis on the importance of data.

The organization must monitor present

- performance against quality objectives and
improvement initiatives,

Evaluation of the effectivencss of QMS.

Cross checking of data presented if it s
factual.

1. Plan the audit,

AUDIT PROGRAM

Selection of auditor.
Designation of lead auditor.
Prepare the audit schedule,

Review of work procedures and documented
QMS. |

Notification to the manager of the section to be
audited.

Samingr on {80 0000 ~ Aflgriad Oue
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AUDIT PROGRAM

2. Perform the audit
* Conduct of opening meeting,
*  On-site audit.

* Usage of check sheet / eheeklist.

Saminaron (SO $000 ~ Allgned Quality Management Systom {OMS)

AUDIT PROGRAM

2. Perform the audit

* Example of an audit questionnaire

LSO 90012000 Internal Audit Program

6 RESOURCE REQUIREMENTS STANDARD AUDIT FORM

ANSWER INTERNAL AUDIT QUESTIONS

G ENLUSE COMPETENT PERSONNE

ANS\WERS

OBSERVATIONS/EVIDENCE

1 Doex your organization ensure that tye praple
who Influence product quulity are cormpelent?

Yes | Mo | NA

A fase |
3 Do you erzure that persanned v the right Yer | No | riA
experfence?

3 Do you ensure that personned have the right

i Yes | Ng
education? ]
Lo e . . N e e
Do youz ensure thal pereenned buve the Tiaht - ; [ .
4 tralning? l Yes Moo oA
< Do you easure that personnel have the right i Ves | e | Nea
| [ skdiler f

|
T
i
i
RS RN
|
.
|
|
1
|
i
L

[



AUDIT PROGRAN

3. Summarize the audit results.

* Conduct of team meeting,

Auditors combine to coordinate opinions.
4. Evaluate the internal audit,

To help the internal audit team improve the
performance of future audits,

Audit evaluation questionnaire is used,

Baminer on (80 9060 ~ Allgned Duaitty Mana

AUDIT PROGRAM

5. Prepare the audit report.

* Nonconforming report.

. COI‘I‘GFliVC action report.

6. Review the audit file.

* Performed by the Lead Auditor.

7. Report to Quality Management
Representative (QMR) and top ma nagement,

Serntnar en 150 9000 — Afgred Gualiry Managament Sy stem 1Gs)




SUCCESSFUL AUDIT
1. To show a personal interest to the auditee, in
addition to the quality system. '
2. To be positive in response at all times,

3. To cheer the auditee over discussion about his
or her role or worl,

4. To shoot questions to make the auditee speak
something tangible, but not VES Or no.

T
Seminsr on 1S §000 - Alignad Guallty WManagement System {OMS)

SUCCESSFUL AUDIT

3. To avoid questions pointing simply to your
objective (finding nonconformance),

6. To avoid conversations to invite argument,

7.'To  avoid being  critical  about  shown
information or daty.

8. Not (o be long  about g spot  of
nonconformance, but move onto the next spot.

It offends the auditee to continue speaking
about a defect overlong,

Semlnar on 180 8000 Atlgned Cuality

Managerment System {a5)




SUCCESSFUL AUDIT

9. To explain a nonconformance to the boss and

avoid discussion about discrepancy among key
persons.

10.To improve the quality issues by Internal
Quality Audit,

Seminar on 150 9500 ~ Allgned Quailty Managsmont Sysamiams T

AUDITORS

* Makings of an ideal auditor
v" Objectiveness
v Fairness
v Perseverance
v Persistence

v Rationality

v Diligence

Seminat on 180 5000 ~ Algred Qually Mansgement Systom {QmMs)




AUDITORS

* Necessary Characteristics
v Sound judgment
v Perseverance
v Interest
v Strong Will
v Professional attitude / integrity

v Good listener

LSemlnz\r en 150 8000 ~ Allgned Quadity Mansgemant System [(3ME)

AUDITORS

* Necessary Characteristics
v Being indifferent (o eriticism
v Shooting many questions
v Commlmicating with every level
v Good analyst
v’ Diligence
v Planning ability

Sewmilner on 15Q 900G - Afgned Quahity Macsagemen Fysler [GMSY




AUDITORS
° Unwanted Characteristics
v Jumping into argument
" Being stubborn or rigid
v Easy to believe anything
v Tdler — lacking in fire (eagerness)
v Not good at communicating with others

v Soft touch or lukewarm

Saminar on 80 9000 - Allgnsd Guality Management System {(IMIS)

AUDITORS

* Unwanted Characteristics
v Outwitting others
v Lacking in flexibility
v Not good at planning anything

v' Not professional

Sembar on 150 9000 ~ Allgned Guality

et Sywtem fGrasy




Thank you for your kind
attention!

Saminar on 150 5000 - Altgned CGuality Management Syyram {UMIS)




Training Course on

- ISO 9000:2000 Aligned

Quality Management System
Documentation

For the Public Sector

F7 developiment academmy of the philippines
& The National Productivity Organization
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Training Course on 1SO 9000:2000-Afigned Quality Management System
(QMS) Documentation for the Public Sector

Course Design
Background/Rationale

Quality is a strategic issue that is significantly emerging in the light of
globalization, which is raising quality standards all over the world. In
particular, the public service sector is increasingly feeling the pressure to put
the citizenry as its primary customer, minimize if not eliminate graft and
corruption by cutting red tape and empower employees to achieve beneficial
results. In all its three sub-sectors, namely, National Line Agencies (NLAg),
Government Owned and Controlled Corporations (GOCCs} and Local
Government Units (LGUs), citizens are now considering service quality to be
the topmost priority issue in the delivery of basic services such as immediate
and timely processing of documents/requests, basic services such as
healthcare, education and peace and order.

Effective management and good governance are essential elements of quality
which can be easily achieved through an effective Quality Management
System (QMS).  Aligning the agency’s planning, service and support
operations to 1SO 8000:2000 is one reliable approach in establishing QMS.
The methodology provides a clear perspective of the quality system
requirements and the areas of control to assure the consistency in the quality
of services they provide.

Realizing the challenges being faced by the government organizations in
order to become more responsive, effective, efficient, competitive and
innovative, the Development Academy of the Philippines — Center for Quality
& Competitiveness (DAP-CQC) is proposing this Pilot Project on
Institutionalizing Public Service Performance Excellence through 1SO 9000-
Aligned QMS.

Course Objectives
At the end of the seminar-workshop, participants are expected to:

1. Understand the requirements of the 1SO 8000:2000 Standards:

2. ldentify and map out organization's business process and its linkages;
3. Identify processes and establish controls to measure its efficiency; and
4. Document processes necessary to attain known objectives.



HI. Expected Outputs

At the end of the training course, it is expeacted that the participants from the
selected government agencies will be able to:

1. ldentify the documentation requirements of 1ISO 90002000 QMS§;
2. ldentify the input-output requirements of their agencies' core business
processes;

Document their agencies' quality policy and quality objectives; and
Map out their agencies’ quality activity plans.

- w
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November 27- 28, 2003

\ Development acabeny of the philippines

The National Productivity Organization
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Understanding,
Documenting and
Implementing an ISO 9001:2000

Quality Management System
Presented by:
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For
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K am@ are expecied to:

minar-workshop,

measure

‘Document processes
necessary to attain known
objectives




Course Objectives

Atthe end of the seminar, attendees shall he able to-

¢ Understand the requirenients of the 180 90012000

Standards:

ety and map ont orcanization s businesy

¢ ldentity processes and establish controls 1o
mcasure is elficieney:

* Document processes necessary to aliain kinowi
vhjectives:

2o fon AP

Undearstand

ing, Documenting ang Implemanting an

fsspe 1
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* Section
* Section
s Section

Section
Section

Section
Section
Seetion
Section
Section

Course Outline

E-QMS Principles and Concepts

2 - QMS Scope and Application

3 - IS0 900120060 QRS
Requirements— A Review

4 - Documenting the QMS

5 - Quadity Policy and Crunkity
Objectives

G~ The Quality Manual

7--The Procedures

& - The Support Bocnments

9 - The Quality Phan

18- Tmplemienting & Maintaining the

estabiished Quality Management System

{ssue |
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Section |

Quality Management Systems

Principles and Concepts

Understanding, Decumenting and fmplementing an

Issue 1
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The International Organization for
Standardization

¢ Worldwide federation of national standardization bodies  ————"

representing seme 133 countries worldwide,

Responsible for coordinating the developnieni of new and

revised ISO Standards.

150 standards are prepared through technical committees

representing govesment and non-govermment organizations

anck imdusiry experts.

Most o the 1SO Standards relaie to products and services.

* 150 9000 and 15O 14001 refate 1o Cruality and
Lavironmental Management Systems respectively,

Custamized for DAP

The International Organization for Standardization is based in
Switzerland. [tis not a commercial organization, it represents a federation
of national standards bodies and exists for the purpose of harmonizing
and coordinating the development of international standards.

S . . . Bssue 1
Understanding, Documenting and Implementing an ~oin
FSL-BO0T2000 Oualie- Maragerment Sysiem Novf3
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The ISO 9800:2000 OMS
Standards

TR Lo 150 9000 - Quality Management Svstens:

Fundamentals and Vocahs ilary
ESO 9001 - Ou ality Managem [ Svslems:
Requirements
SO 9004 - Quality Management Svstems:
Guidance for Performance tmprovements
¢ SO 19011 - Guidelines on Quality and
Environmental Audi Hing

i

The four standards replace some 27 Que ity Management Systom Stendards previously
nouse

The main char nges o the standard relate to

“infroduction of the & guality management principles

<structure — now based on the QMS process modeal

-Sequence - More logical seqguence based on the process model
+Top management - more emshasis on role of top management,

~Continual improvement - Enhanced refuirement for continual improvement, ¢ OMple
cycle defined for improvement method

‘Permissible exciusions — but oply relat ting o clat

‘Customer satisfaction - requirement for organizations to monitar customer satisfaction

as a measure of syslem performance is & new ilem

‘Resowrces - Top managemernt to provide and make available the necessa Y resources
isicns. Refer fo 130 9000:2000

sTerminology — There are & number of rey

HOTES
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The Rationale for QMS Standards

¢ Help organizations to enhance customer satistaction.  ———
¢ Incourages organizalions 1o:
- Anslyze customer reguirements.
— Define processes that comribute to achieving guality
product.
- Keep these processes under control,
* Provides:
- A framework for continual improvement.
------ Confidence in ability 1o consistently Tl customer
reguircmenls,

Customized Tor (AP

It has long been recognized that the great majority of quality problems
stem from ineffective systems of guality management. The IS0 9001
Quaiity Management Standard is designed to provide organizations of all
types and size, with an internationally agreed model of best practice for

managing all of the processes that affect the quality of their product or
service .

; : ‘ ‘ Tssue |
Understanding, Documenting and Implemanting an "
90042066 Quaiity- Management System Novos
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The Eight Quality Management
Principles

Customer focus et
2
Leadership o

Involvement of people

N
ok, R

Process approach

Swstems approach to Management
Continual mprovement

Factual approach to decision making

Mutaally bereficial supplicr relationships

Castorairndf for AP
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QUALITY as defined

“Degree towhich a set of inherent
characteristics of a product or
service fulfill the needs or
expectations of our cusiomer. "

sttt S Cistomizod e DA

150 9000:2000 contains revised definitions relating to qualty
management. The definition of quality has been updated as shown
above.

. . ) . Issue 1
Understanding Documenting and implementing an ]
090012080 Qualty- Mansgement-System Noy¢3
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Quality Management System
as defined
“Svstem to establish policy and =
objectives, 1o achicve those
objectives and to direct and
control an organization with
regard (o guality. ™

ISCHO000:2000-3.2.3

Cusiomized {or AL

The 18O 90002000 series titles refer to Quality Management Sysiems,
whereas the 1994 and previous versions referred 1o Quality Systems and
earlier version to Quality Assurance Systems. The 1SO 90012000
version positions the OMS as a strategic management is

sue, not just a
bolt-on attachment.

- . - Sy e T b ot 1:’4&110};!
Understanding, Documenting and Implementing an v
HEE-B0042000-Cuality- Managemant System Nov(.
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=ecfion 2

i T g b

The 150 9001:2000 Quality
Management System Standard
Scope and Application

i ‘ Issue |
Understandmng, Documenting and implermenting an .
5005002000 Qualiby-Managament-Syatem Noyii3
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Process Approach

1150 9001:2000 promotes the adoption of a process
tpproach to developing, implemeniing. improving the
lectiveness ol a OMS.

#=Vrocess approach emphasizes mportance of

o

{
:‘ -

% Understanding and tulfilfing requirements.

Need fo consider processes in terms ol added value transitions.
Qbtaining results of process performance and effectiveness,
Continual improvement of processes based o objective

easureiment.

Cusiomized for AP

The process approach is central to the revised standard, which shifts
emphasis from procedures, to processes and periormance.

Understanding Documenting and Implementing an

Issue 1

Y Copyright Garlanel PageFlnar Development Academy of the Philippines
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Model of Process-Based QMS

Aot sysiom

. . fssuce
Understanding. Documenting and Implemeanting an S !
- S O-5081:2000-Quality- Management System Novt3
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The PDCA Cycle

The process based QMS mode! is based on
the PDCA ¢ycle,

FDCA methodology can be applied to alf
processes,

- Plan: establish abiectives and processes

necessary 1o deliver results in accordance with
cuslomner requirenients and organizations
potigics.

- Do bmplement the process, Act

Check: monitor and measure processes apuinst
poticies, objectives, requirainents for product

and report results

- Adtiake actions o coniinually improve
precess perfurmance

Ce viza §
it apei b e Cuastomizad for GAF

Understanding, Documenting and Implementing an
IS5 SO012000 ";UG"*L):’ Maon st Suntom

Issue }
NovD3
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Relationship Between 1SO 9001
and 150 9004

75
H50 9001 and Y004 complement each other

o be used topether or independentiy,

150 9001 specifics reareents for g LS.

S0 G001 is concerned with effectiveness, Can be ased For:

Internal application

- Certifiention

- Comtractnd purposes

(9004 gives zuidance on continual improvement of overal]

srformance and

fcieney, as well as effociiveness.

Custamized Tor QAP

ISC 9001 QMS Requirements Specification and 1SO 9004 QMS
Performance Improvement Guideline have been developed as a
consistent pair of QMS Standards designed to complemant each other,
but an also be used independently. The two have different scopes, but
have similar structures and are based on common principles.

1SO 9001 QMS specifies requirements for a quality management system

that can be used for internal application, for certification or for coniractual
purposes. It focuses of the effectiveness of the QMS in meeting customer
requirements, but not necessarily efficiency.

ISC 9004 QUMS goes beyond [SO G001 compliance and describes a
wider range of objectives of a QMS, particularly continual improvement of
overall performance and efficiency as well as effectiveness. SO 9004 is
however a guideline and not intended for certification or contractual
PHFPF}QPQ

‘ - . . Issne |
Understanding. Documenting and Implementing an T
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Compatibility With Other
Management Svystems

[%() H( 0T Environmental Management Systems,
- ()ccumii(mal fealth and safety management svstems.

Financial management or risk management.

Customized tar AP
Sctenelage i P Customized tor AL

The structure and sequence of 1ISO 9001:2000 ie similar o 1SO 14001
EMS, making their integration simpier

Understanding, Documenting and Impler

ISG-0004:2000-Qusity Man ment
5 G
i

Yoy epe F S0
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Application

* IS0 9001 specilies requirements for a OMS,
* Represents internationally agreed hest practice.
+ Allows organizations ol anv type or size (o
demonstrate ability to:
Consistently provide product that meets costomer and
applicable regulatory reguirements.
Enhance costomer satisfhetion through:
= Blleetve applivation of the QMS.
- Contnmt OMS improveniont, iy HIIOVE T processes

= oAssirmnce of corfarmily e eustomer aad spplicable repndntory
regirenonts,

[, Tustemized for DAR

The scope of the Standard has been enhanced with the requirement to
address customer satisfaction through effective application of the system,
including processes for continual improvement and the prevention of
nonconformity.

‘ . ‘ fssue |
Understanding, Documenting and Implementing an "
| HSO-BOD1:2000 Quality- Management System Nov03
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¢

+

*

+

The introduction
organizations to

Application

ESO 9001 requirements are generic,
Applicable to all organizations repardicss ol AR
Lype, size or product.

Where requirements of Standard are not
applicable to vrganization, these can be
considered for exclusion,

Permissible exclusions are lmited to
requirements within cfause 7 only.

s s Customized i DAR
ol agaiting Y0

of permissible exclusion clause is new. Allows

reduce the scope of the QMS according to their scope of

activities. Reduced scope only applies to clause 7. Product Realization.

NOTES

. : . ‘ Issue 1
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Terminologies

g Terms and definitions given in 150 9000:2000.

A F

w* Must be properly understood applied. ——
¢ Auditors and others involved in OMS
implementation and improvement must

demonstrate good understanding of definitions.

Gustomsized for DAP

There are a number of new and revised terms and definitions. Delegates
should study 1SO 9000:2000.

. . . . ‘ fssue 1
Understanding, Dacumenting and tmplementing an )
ISO-00642000 Quality Managament Systam Nov03
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Section 3
1SO 9001:2000
Quality Management System
Requirements — A Review

\ : » ; Issue 1

Understanding, Documenting and Implementing an  nx

15090042000 OualbManaoemaent Sustams MNov(3
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REVIEW of ISO 9001 : 2000

Major Requircments

4 Quality Management System
5 Management Responsibility
0 Resource Management

7 Product Realization

8 Measurement Analysis and Improvement

. . Custemized {or QAP
Dol aged i 2001

NOTES

- - ; — Issue |
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4 Quality Management System

(These are the generic requirements of the Standard)

Requirements

4.1 — General

4.2 - Documentation Requirements
4.2.1 - Quality Management Systen
4.2.2 ~ Quality Manual
4.2.3 - Control of Documents

4.2.4 — Quality Records

DaderePugetnm?007 Custamized for DR

. . , issue 1
Understanding, Documenting and Implementing an "
FSE-30041-2000-Quality- Maragement System Novi3
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> Management Responsibility
(These requirements are answerable by iop management)

Requirements

5.1 - Management Commitment
5.2 — Customer Focus

5.

)

QLIE]UI}‘ pOHC_\" (Have you already established vour Cuality

Statement?)
5.4 — Planning
540~ Quality Objectives
5.4.2 QMS P[&!Hliﬂg (Business Plans: Strategic Plans)

5.5 — Responsibility, Authority and Communication

Management Review
i)

: Customdzed for DAP
Efar2 0l

‘ ‘ : Issue |
Understanding, Documenting and Implementing an i
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6 Resource Management
sRequirements
.1 = Provision of Resources

(Management 1o provide resowrces felentificd)

2 - Human Resources

=3

(HIRDs job! Evervone must he competent !}

(357 combination of uman & physical Jaciors;

reFaneEinadbod

Custamized for DAP

W

: : ‘ Issue 1
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7 Product Realization
(These are our CORFE proc msc’ﬂ)

Requirements

7.1 = Planning of Product Realization (Quality Plasns)
7.4 - Customer-related processes (Confract Revie W)

7.3 = Design and Development (Research & Development)

e

- Purchasing

7
7.

LJ':

= Production and Service Provision
(Lntire Operations Process — from Planning 1o Delivery)
7.6 — Control of Monitering and Measuring Devices

(calibration includes monitoring devices)

Dasione:

. L o Customizad for DAP
PraneEnar2 {07

NOTES

]
L

Understanding, Documenting and impleme ntmq an ssue 1
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8 Measurement Analysis & Improvement

(This is the entire Review & Improvement Process)
Requirements
8.1 — General
8.2 — Monitoring and Measurement
8.2.1 — Customer Satisfaction

6.2.2 — Internal Audit

8.2.3 — Monitoring and Measurement of Processes

8.2.4 — Monitoring and Measurement of Product

Customized for DaP

K
. ; U ‘ ‘ . Tssue §
Understanding, Documenting and implementing an 4
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8 Measurement, Analysis & Improvement

equirements

8.3 - Control of Nonconforming Product
8.4 — Analysis of Data

8.5 — Improvement

= 8.5.1 - Continual Improvement

* 8.5.2 - Corrective Action

* 8.5.3 - Preventive Action

il Customized for DAP
detley

— -
e g : ‘ e e o fasue |
Understanding, Documenting and Implemen ting an ]
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Section 4

Documenting
the
Quality Management System

Understanding, Documenting and Implementing an Issue i
H80-80042000-Quality-Management System Nov(3
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Missing
Goals

Customer
Needs &
expactations

Deploying Quality Policy &

Objectives

PROCEDURES MANLUAL

SUPPORT DOCUMENTS

) PLrpnse! ( )

PLUrpOse: O
f—)ﬁ
'” ’*|

iﬂ

{Checklist ~
£or form

:-.auz(* &F’MS}

e

[ERUREsH

fies how task
Tiphished

Customizad for DAP

Understanding, Documenting and Implementing an
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Ciaened,

4

IS0 9001:2000

2.1 Documentation Requirements

¢ The QMS shalt include:

Documented statements of qualilty policy and
objectives.

- A quality manual. Documenied procedures required

by [SO 9001,

Documents needed by the organizalion (o ensure
effective planning, operation ind control of it
processes.

- Quality records required by 18O 90071,

Customized for DAP

Understanding, Documenting and Implementing an
1y Qﬂl;l'i."')ﬁ@ﬂ !";_UQ‘I"*J Monansment Soctom

Issue i
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Documenting The QMS

* Each organization determines:
- Extent of documentation required,

- Media to be used.

meeting quality objectives, not on generating
unnecessary documentation,

+ Documentation can be in any type or form of
media.,

i R Costomized for DAR

Understanding, Documenting and Implementing an

Fssue §

3200 ; : : 03
Ho-6004:2000-Qualty-Management System Noy():
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Value of Documentation

+ [inables:

Communication of infend.,

Clonsistency of action.
+ Contributes to;

Confunnily fo customer rognirements.,

Continual improvement

Provision of appropriote training

Repeatbility snd traceabiling,

Provision o ubjective evidenee,

Evalaation of effecriveness and suttability of QS
* Generation of documents must add value, 15 NOT,

DONTWRITEN

Customized far AP

Underslanding, Documenting and Implementing an
S E-0004-2006-Qualty Maragement System

Tssue |
MNovil3
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Extent ol Documentation

¢ Depends on (actors such as:
Type and size of organization.
- Complexity and interaciion ol processes.
Complexity of products.
Customer requirements.
Regulatory requirements.
- Demenstrated abifity of personnel.

Extent to which its necessary to demonstmie OMS
requirements are met,

Custamifzed for TAR

Understanding, Documenting and Irnplementing an

=
&

Fssue §

MovD3
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Types of Documents Used in QMS

¢ Documented statements o quality policy and
objectives.

+»

Quality manual,

#»

Procedures.
* Work instructions.
¢ Quality Plans,

* Specilications, drawings, standards.,

+ Cuidelines,

+ Records,

N P Custoanized foc DAP
Ltsieead* e

- Issue §
Understanding, Documenting and Implementing an -
FEO-000.1-2000- Qualiy-Managermant System NovG3

3, A
@ Copyright DarlaneLiagekinar Development Academy of the Philippines (5 .\gCE-‘%)




Structure of Documentation

Vision Quality Policy

Mission g2 Process Descriptions
Policy ' Quahty Referance to provedures
UE“){]‘Q“CH‘J(:‘?S Manua%

Responstbilities,

Procedures

Who, What, When
Where

support Documentation

How

Proot

Records

Lustomizni {or DAk

Understanding, Documenting and implementing an

Issue 1
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Understanding, Documenting and Implementing an
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Section 5

Quality Policy
and
Quality Objectives

Understanding, Documenting and Implementing an I"" HE G
1SE-8001-2000-Qualitv-Maonagemant Suntarm Novh3
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49

ISO 9001:2000
5.2 Customer Focus

Top management shall ensure that customer

requirements are determined and fulfilled with
the aim of enhancing customer satislaction.”

Cusiamized for DAP
Limtfanerngafilngr i f5iamine BAF

‘ . ‘ Fssue 1
Understanding, Documenting and Implementing an N
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- Appropriale to purpose of organization.
QMS.

- Communicated and understood within the
organization,

- Reviewed for continual suitability.

Clause 5.3 Quality Policy
M Top management shall ensure that policy 1s:

- Includes commitment to comply with requirements of

- Includes commitment to continually improve the QMS

Customiized for DAF

Understanding, Documenting and implementing an

Issue |
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Quality Policy

“Overall intentions and direction ol an
organization related to quality as formally
expressed by Lop management.”

150 9000:2000 (3.2.4)

Caestemized for DIAR

Understanding, Documenting and implementing an

fssue I

: Nov(}3
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Keep It Simple

* Policy should be:
- Meaninglul
- Memorable
- Understandable
- Suceinet
* Must be documented.
¢ Usually incorporated In the quality
manuad,

Lustornized lor GAP

Understanding, Documenting and Implementing an
| 3 B

{ssue 1
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The Quality Management Principles

Can Form Basis of Policy

Customer locus
Leadership
Involvement of people
Process approach
Systems approach (o tanagenment
Continual improvement

Factual approach to decision making

Mutually benelicial supplicr relationships

ormzed for DAP

, i ‘ . Issue 1
Understanding, Documenting and Implementing an § .
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Clause 5.4.1 Quality Objectives

“Top management shall ensure quality
objectives, including those needed to meet
requirements for product are established at
relevant functions and levels. The Quality
objectives shall be measurable and
consistent with quality policy.”

Sustoized fn =
asenefageling 7003 Customized {or DAT

Understanding, Documenting and Implementing an

fasue {
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Quality Objective Defined

“Something sought for,
or aimed lor,

related to quality”

Fisloneb niotiing 003 Customized tor AP

Understanding, Documenting and implementing an
F=0-00042006-Qualiy-Management- Sustam

Essue 1
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7
4

Cascading Quality Objectives

Corporate !
Objectives f

|

Functiona
Objactives

| QUALITY \
i POHICY !

|
Operationat
Chiectives

Custamsized for AP

Understanding, Documenting a
= -006+2000-Suality Man
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Understanding, Documenting and implementing an
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Section 6 e

The Quality Manual

- : : issue 1

Understanding, Documenting and Irmplementing an _*’ _
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Clause 4.2.2 Quality Manual

* Quality Manual shall include:
- weope ol quality management svston
------ Include details and justitication of any
exclusions,
~ The documented procedures for (the OMS, or

relerence o (hem.

processes of the OMS.

Custamlbzed tor HAD

Understanding, Documenting and Implementing an
g

Essue |
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Typical Structure of The Quality
Manual

over page with copy o
wedy

Atendment recond

1i:

s e Baineas vt meel

fusiness process maps i

fesereption of process et

rocedures o cross reference (o procedug

sepirite maad,

Sustontzed for DA

l

NOTES

Undearstanding, Documenting and Implementing an

Hy-H064-2000-Duality-Management System

fesue 1
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Principle 5

Systems Approach

.

iterrelated processes for given s w
Djective contributes to

Jectiveness and efficiency of
wanization.

Limela o mb g ediinm 38

R \’Q
[ .
lentifving, understanding, anc /N >
anaging a sysiem of . (/q\ E
.

Custymized for DAP
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What is a Procegs?

Set of interrelated or
dnleracting activitios whicl

Process

Input Cutput

Do agef ina i

Customizad for AR

Understanding, Documenting and Implementing an
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Mapping Business Processes

fdentily sub-processes af cach of the core ik sappors processes frony the
Business Sysions Mudet,

Lehine process and sub-process seope, purpose and activitics invelved
ledentify process and sub-process owners

Identify the interactions tinterfaces) between the sub-processes,
Identify process and sub-process inpie aid LS

Tdentify process corials

Blentily Key Porfornmnce Monsures (KPM s ineasire al provens
etlectivencss)

Identify process and sub-process cificioney munsires,

Brocament prireess maps and teraciion descriptions,

Customized {or DAR

Understanding, Documenting and Implementing an

Issue 1
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ey

Determine the

} Process Group(s)
"

Flace core

processes |
_—l

Place planning
group
Place support
groups
A

identlify key
interfaces

S | S

i Add R & | group

and close loop

DatlenePagesing: 200

Developing The Business Process Map

Customer Business ™,
( Regtirement ) Objectives ./
e -

I

L Care 1 }4—————~—-—-%Plannlng

Su pport
. S 2

&Customer l
\ Review &
_ lmprovement

Customized for DAP

Understanding, Documenting and Implementing an Lssuc 1
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DaresePagefinar2in

Service Organization
Business Process Map

Business Plans/
Obje%tlves

Custemized for DAP

Understanding, Documenting and Implementing an Issue 1
1S G004 2000 Oluality Manamomant Suntars Nov(3
LT Rih i vy R e i \-J(UI‘-.A”SJ wrunug\_rn TTIC U]\JK [RR]
© Copytigit Darienel PageEinar Development Academy of the Philippines (Page5d)




Typical Design / Manufacturing
Business Process Map

Customer

Business Plans/
equirements

Objectives

Cusiantdzed for DAP

fssue 1

Understanding, Documenting and implementing an " -
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Typical Material Control Process
Diagram

el s S Customized for AH
Ermene sgeding 2000
" : - Issue 1
Understanding, Documenting and implementing an
P OO0 2000 D b Manooemant Suntam NU"'()‘}
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Typical Flow Diagram Symbols

OPERATIONAL
PROCESS

LEECTRONIC
STORACE

/VERBICA TTON
/OREVIEW
f O OPROCESS S

EXTERNAL PARTY/
OHIR PROCESS
GROUYP

FHLE STORAGE

Cusformized for DAR

Understanding, Documeanting and Implementing an

Issuce 1
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Sample Manufacturing
Process Diagram

s efficiency KPM=Froduction yield

KPMsg
Rework rate
=5Crap rate

SiGie

Darsmal agef

Custamized for DAR

) ‘ . fssue 1
Understanding, Documenting and implementing an s
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Key Performance Measures

Measuros of effeciiveness
Measures of efficieney
¢ Lffectiveness KPM is the criteria against which we can
judge the extent 1o which the process objective has been
met,
¢ Efficiency KPM ig the oriterin against which we can judge
the extent to which process adds value.

¢ Limitthe KPMs to a few ‘key measires”.

+ Use monetary units for ethiciency measures whenever
possibile

[adeneis Custarnized for AP
Adlenera

fssue §

Understanding, Documenting and Implen anting an o
FSO-H00 2000 Gualite Marasemaent Sy sterm Novi3
$ et ey J' TEICRTIeY J T l 11 U)‘ L
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¢ Twotypes of KPM should be identified Tor cach process: T




Develop Business Process Map with Process Piagrams:.

Show

EXERCISE

how the processes interact.

Define:
Effectiveness KiPs,
Efficiency KPMs.
Timing-1hr

15

mins for preparation,

15 mins for presentations on OHP foil

, . : Issue i
Understanding. Documenting and mplementing an o
1S0-8064-2000- Gualiy- Management-Systom Nov03
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Section 7

The Procedures

Understanding, Documenting and Implementing an Issue _i
r36-0084-2000-Quality-Maragement-Systom Novt3
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OCEDURE

pecified way io car

buz‘ an activity or a
y

process.” (may or may

Diaslanelegebaion s

WHERE DO PROCEDURES FIT IN?

Crstomized for DAR

Understanding, Documenting an

d
g

Implementing an

Issue |

.
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Procedures Required to be
Documented By SO 9001

{Jthers as determined by
brganization to control processes

LatinasPagelnm e Customized for DAR

Understanding, Documenting and implementing an

Issue §
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CanersPagesr

Procedure Format

¢ Procedures can be in any appropriate media. e
* There is no set format.

¢ Iormat should to chosen to meet the needs of the
user,

&

Typical formats may include:
- Narrative,
Flow diagrams.
- Hiustrations,
- A combination of these,

Custuralzed for AP

Issue 1

Understanding, ccumenting and Implementing an e
S0 80042000ttt Mancacmant Sy boms Novii3
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Developing Procedures

¢ Begin by developing a procedure outline.
¢ Use the procedure outline to develop the
procediire detail.

Customired for AP

; ; ; Essue |
Understanding, Documenting and Implementing an e N
H50-9084:2000-Quality-Management System Novid

. 4
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Procedure Outline
Development

Jdentify title, reference number and owner

larify the scope of activity being addressed and the elements
(SO 9001 1o be considered

e listablish procedure objective Le. what is the Process rying 1o
=achicve, what is the desired outcome,

Jefine the key steps in the procedure and their SCUHCNCE.
dentify who does what, when.
dentity the interfaces with each step.

- Customdzad for DAF
AP agel e 30

Understanding, Documenting and implementing an
kil Fakats)
h g

Fssue |

- Novii
o6 B004:2000 Quality Managament System 0v G

. - S
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Developing The Procedure Detail

¢ Use the outline procedure 1 develop the procedure
$ detail,

§ Dypical headings for 2 combined flow diagraim and
wrrative based procedure:

& Obgevinve (or plirpusc)
& Soope

& Delimbons ¢ apphicabile)

& References (if applicabley
e Rosponsthibitics

e Flovwchut

& Procedure Detail
anigsal e s T3 Custasnivid o0 AP

Seme headings are frequently not required. For example
Definitions' may be seldom required in some types of organizations,
butin others they may be frequently reguired - particularly if heavy
use is made of e.g. mnemonics.

Responsibllities may be separately defined in one format or
integrated into the procedure detail in another.

. . : Issue |

Understanding, Documenting and Implementing an "fl
1SO-8001:2000 Oualitu Monanament Coetars Novid
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E

Flow Diagram Developed From
Procedure Outline

dead o purchase b e specified i weiting

Writien ren

at o D aresd

-ehielt

sulsiitted v

Clarify probiem with
ek form, T this s

Angd by bo g
not passible retirm to reqgl

Purchasing Clerk should first obtain candidates

Request Fror fst of appoved suppiiers,

Cinctatlons |

Lustomnized for DAP

Understanding, Documenting and Implementing an
A ) Qﬂﬂ‘izzﬁﬁg f'\u {it: f\l’:“jha )

Issue
Novi3

fara) nt Surtens
sorprr oo RS R - Y SR
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4
i

Recommended Format

» Detatled flow chart containg the full instructions

= Simple charting convention

= Notes on instructions only when essential

= Relerence documents coded on chart and listed
separatefy

o KPMs with controls stated in noles or on
dragram

Custemized for DAP

, _ . fssue |
Understanding, Documenting and Implementing an NovR
P -00000-Guality-Management Systern OV,

e Pagel9)
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= Summary in flow chart form [
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3
3
]
i
4

150 000 1:2000
7.5.1 Control of Service and Production Provision

Drganization shall plan an camry out production and
ervice provision under controlicd conditions.
ntrolled conditions shall include as applicable:

,— Information that describes the characteristics of the produet,
& - Availability of work instructions.

'~ Use of suitable equipment,

- Availability and use of monitoring and measuring devices.

- Imiplementation of monitoring and measurement.

mplementation of release, delivery and post delivery activitics,

X F X sustomized for DAP
aane sgefine 3R Cust o A

L

‘ . : Issue §
Understanding, Documenting and Implementing an "
S - G00 1 2000 - Ot M om e carmnant Cunbams Novi3
L ety WU bﬁuul!l)‘ 1&!ul1u3\_i¥!ka e Ju\,\.:l-l
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Work Instruction

A document which prescribes how a specific task is
to be carried out,

72 Usually applies to activities undertaken by an
mdividual.

Can be inany format or media that soits the
communication needs of the user.

Customiizad for QAP

Issue §

Understanding. Documenting and Implementing an )
tSE-0004:2006-Quality-Managemant-System Novl3
. X o (Page73}
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= Scope
s References
= [nstructions

= Appendices

i

Typical Work Instruction Headings

o () b‘J [ f_ i Ve Wtk TNst L Hons

Specifies how t
i zccomphshes

i

Custormized for TAR

Understanding, Documenting and implementing ar

Fssue 1

e
LS O-B004- 2000 Gunlity Man cmanscnt Cus b e Novi3
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Support Documentation Structure

Forms collect and communicate data

Codes of Practice define best practice

= Standards define acceptance criteria

Customized for B4

= Structure has to be flexible T

i i : Issue i
Understanding, Documenting and Implementing an "
18 G-8064:2000-Quality Maragement System Novi3

. N YogaT R
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-]

]

B

Support Documents
Codes of Practice (Guides)
User Manuals
Technical Documentation

Workmanship Standards

Fte.

E, Custonired for DAR

o , - Issuie 1
Understanding, Doclimenting and implementing an .
BE-000+H2000-Qualit-Mansgement Systom Nov 3
Snpi {Page’6)
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Codes of Practice

A document which presents best practice,
rules and principles that has been accepted
by a specilic group of people

- . Gustomized for GARP
Tostensfagalhu G

Understanding, Documenting and Im lementing an
g ¢

Fssue 1
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IS0 G004 0000 Dality Manamarmeont Qoo e e Novi3
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Standards

= A precise and authoritative statement of the T N
criteria necessary (o ensure & material product or
procedure is fil for the purpose for which it is
intended
Custamized for DAP

: . . ) . Issue |

Understanding, Documenting and Implementing an C
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NOTES

Understanding, Documenting and implementing an Issue 1
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ISOS001:2000
542 OMS Planning

" Top management shall ensure (hat-
Planming of OMS is carried out ¢
4.1 as well as quality ohjcctives.
- The integrity of the OMS is maintained when changes

to the OMS are planned and implemented.™

o meet requirements of

Juality plan allows variation m the OMS. whilst
wintaining the basic OMS structure.

mized for GAD

—
: . . Issue |
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Section 9

The Quality Plan

. ‘ . corre 1

Understanding, Documenting and Implementing an E‘i’f““ :
18000040000 Cunlibu para o ant Cuctoms Mov(i3
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ISO 9001:2000
5.4.2 QMS Planning

" Top management shall ensure that:
Planning of QMS is carried oul (o mect requirements of
4.1 as well as quality objectives,

The integrity of the OMS is maintained when ch

anges
to the OMS are planned and mplemented.”

Juality plan allows variation in the OQMS, whilst
waintaining the basic OMS structure.

v g

Custantized for DAL

‘ . , Bssue
Understanding, Documenting and Implementing an )
H50-0004:2000-Quality-Management Systerm Nov03 |
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[SO 9000:2000
3.7.5 Quality Plan

Document specifying which procedures and associated
esources shall be applied by whom and when to a
pecific project, product, process or contract,”

?These procedures gererally include those referring to
uality management and product realization processes.
uality plan is generally one of the results of quality
lanning.

TatintaPegeb ka3 Custordzed for DAP

) . . . Isgue 1
Understanding, Documenting an Implementing an o

IS0-6004:2000-Quality- Management-Systerm Nowli3
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Basic Content of Quality Plan

vect, Process,
sduction Step,

Procedure

Reference.

Responsibility

Key
Performance
Measure,

CarleneFageEloardind

Custatnized for DAP
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Section 10
Implementing &
Mamtaining the

Fstablished QM%

,ﬁm,vw»_l

e F R

R
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Clause 8.5.1
Contmual Improvement

{“The organization shall cont tinually improve the
ffectiveness oft

e quality management system
dhrough the use of the quahly policy, quality
@;ﬁoi djectives, audit results, analysis of data,
corrective md preventive action and management
review.”

...... e Customized for JIAP
5 o - e - fssue |
Understanding, Documenting and Implementing an o
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Implementing The OMS

nd documentaiion should

¢ piloted to verily their
Lilectiveness and

j fliciency. ACT

Improvement can he made
by following the PDCA

Customiz

for DAP

- . . fssue |
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SO 9001:2000
8.1 Measurement, Analysis and Improvement-General

“Organization shall plan and nnplement the monitoring,
measurement, anatysis and improvement processes
needed:

- Fodemonstrate conformity of product.

= Ensure conformity of QMS."

- Continually improve the effectiveness of the QMS.

“This shall include determination of applicable methods,
including statistical techniques, and the extent of their
use.”

Customized for GAP

Understanding, Documenting and Implementing an
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Customer Satisfaction

One of the measures of puiozmancc N

. gl e ne 3k Tastomired for DAP
Umleneiageiloa g

¥, cope |
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Internal Audits

* Must be conducted at planned intervals to
determine whether the QMS:
----- Conlorms to:
¢ Planned arrangements,
rﬁ@ + Organizations QMS requirements.
; « 1S5S0 900 |
----- Is efectively implemented.
¢ Audit findings used o eliminate detecied
nonconformities and their causes,

Lilens®agel im0

Cusigmized for DAR

F

Understanding, Documenting and implementing an

fssue 1
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Process Monitoring and
Measurement

Suitable methods to be applied for monitoring and
teasurement of QMS processes.

Tust demonstrate ability of processes to achieve
“lanned results.

=

hen planned results are not achieved, correction

Customtized for BAP

: : ; Fssue 1
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Analysis of data

Hi)ata must be analyzed to see where Improvement
an be made.

15! lust include analysis of data on:

.~ Customer satisfaction,

— Product conflormance.

Characteristics and trends of processes and products,
inchuding opportunities for preventive action,
Suppliers performance.

Cusiemizad for DAP

- i ; ; Issue |
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Corrective Action

/

1 Must be taken (o prevent recurrence.

g Drelermvining ool cause,
%‘3@ Evatuating need for action (o avaid recurrence.
- Determining and implementing actions needed.
Records of results ol acting taken.

Reviewing corrective action (aken

Tusiondz

Documented procedure must define requirements for

Reviewing nonconformifics, including costomer coinplaints,

wd {or DAF

i

Understandin Documenting and tmplementing an
g,

Issue 1
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Preventive Action

¢ Must be taken to prevent oceurrence of
nonconformities.
¢ Documented procedure must define requirements for:
Determining potential nonconformities and their causes,
Pvaluating need for action o prevent occurrence.
Letermining and implementation action necded.
Records of resulis of action taken.

Reviewing preventive action taken,

ustomi

Understanding, Documenting and implemanting an

Issue t
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Management Review

L'op management must review QMS at intervals to
ensure continued suitability, adequacy and
ffectiveness.

— Need for changes in:
« OMS

« Quality policy,
 Quality objectives.

DS Custorirad for BAR

i

Issue 1
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)

Management Review Inputs

dollow-up actions from Previous management review,
Planmed changes tat could alfect the OMS

Lecommendations lor improvement,

e : [y Customized for 34
DiadenaFageina i

Understanding, Documenting and Implementing an
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Management Review Outputs

Jecisions and actions related to-

Improvement of the elfectiveness of the UM and its
processes.

- Improvement of product LL.L]ELL] o custon
requircments.

Kesource needs.

Cadesinl s el Inng 1 Custanized tor DAF

Understanding, Documenting and bmolementing an
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