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1. INTRODUCTION 

 

  The CITY OF KORONADAL WATER DI“TRICT foƌŵulated this ŵaŶual to defiŶe the QualitǇ 

ŵaŶageŵeŶt sǇsteŵ ;QM“Ϳ of the distƌiĐt iŶ ĐoŵpliaŶĐe to the ƌeƋuiƌeŵeŶt of I“O ϵϬϬϭ:ϮϬϭϱ 

staŶdaƌs.  This iŶĐludes the desĐƌiptioŶ of the DistƌiĐt’s QualitǇ PoliĐǇ aŶd the iŶtegƌatioŶ of its 

ƌeƋuiƌeŵeŶts ǁith that of th oƌgaŶizatioŶ’s ďusiŶess of pƌoǀidiŶg eǆĐelleŶt ǁateƌ seƌǀiĐes to all its 

ĐoŶĐessioŶaiƌes. 

This QualitǇ MaŶual ĐoŶtaiŶs the geŶeƌal iŶfoƌŵatioŶ aďout the ageŶĐǇ, its uŶdeƌlǇiŶg 

fuŶĐtioŶ, ŵaŶdates, oƌgaŶizatioŶ aŶd opeƌatiŶg pƌoĐeduƌes aŶd is estaďlished iŶ oƌdeƌ to guide 

the CKWD offiĐeƌs aŶd eŵploǇees iŶ the peƌfoƌŵaŶĐe of theiƌ duties aŶd ƌespoŶsiďilities iŶ 

eŶsuƌiŶg ƋualitǇ seƌǀiĐes deliǀeƌed to the ĐoŶĐessioŶaiƌes, ĐlieŶts aŶd otheƌ iŶteƌested paƌties. 

The CKWD ŵaŶageŵeŶt ǁill ŵake suƌe that it ǁill ĐoŶduĐt a ǇeaƌlǇ eǀaluatioŶ of the 

sǇsteŵs aŶd poliĐies of the distƌiĐt aŶd effeĐt all its aŵeŶdŵeŶt aŶd ĐoƌƌeĐtiǀe ŵeasuƌes iŶ this 

MaŶual eǀeƌǇ fiƌst Ƌuaƌteƌ of the fisĐal Ǉeaƌ as paƌt of the ĐoŶtiŶual iŵpƌoǀeŵeŶt pƌoĐess.  The 

GeŶeƌal MaŶageƌ is the authoƌized peƌsoŶŶel to iŶitiate the ƌeǀisioŶs of this ŵaŶual suďjeĐt foƌ 

ƌeǀieǁ aŶd appƌoǀal of the Boaƌd of DiƌeĐtoƌs of the distƌiĐt.  

 

Appƌoǀed ďǇ: Date: 

MR. REY J. VARGA“ FeďƌuaƌǇ ϯ, ϮϬϭϳ 

GeŶeƌal MaŶageƌ 
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1.2 CITY OF KORONADAL WATER DISTRICT: OVERVIEW 

 

IŶ ĐoŶsoŶaŶĐe ǁith the ŵaŶdate of PD ϭϵϴ ǁhiĐh is also kŶoǁŶ as The PƌoǀiŶĐial Wateƌ Utilities 

AĐt of ϭϵϳϯ, KoƌoŶadal Wateƌ DistƌiĐt ;KWDͿ ǁas estaďlished ďǇ ǀiƌtue of the “aŶgguŶiaŶg BaǇaŶ ;“BͿ 

ResolutioŶ No. ϵϮ seƌies of ϭϵϴϬ of the MuŶiĐipalitǇ of KoƌoŶadal uŶdeƌ the leadeƌship of theŶ MaǇoƌ 

Isŵael D. “ueŶo. It ǁas issued ǁith CoŶditioŶal CeƌtifiĐate of CoŶfoƌŵaŶĐe ;oƌ CCCͿ No. ϭϱϲ ďǇ the 

LWUA oŶ JulǇ ϭϳ, ϭϵϴϭ. 

At that tiŵe the ǁateƌ sǇsteŵ ǁas opeƌated aŶd ŵaŶaged ďǇ the ŵuŶiĐipalitǇ. The sǇsteŵ ǁas 

Đoŵposed of a deep ǁell aŶd aŶ old eleǀated taŶk just ďeside the deteŶtioŶ Đell of the ŵuŶiĐipalitǇ, aŶd 

the pipeliŶes ĐoŶŶeĐtiŶg thiƌtǇ ;ϯϬͿ ĐoŶĐessioŶaiƌes ǁith just thƌee ;ϯͿ peƌsoŶŶel.  

IŶ the Ǉeaƌ ϮϬϬϬ, the KWD’s ĐategoƌǇ ǁas theŶ upgƌaded fƌoŵ “ŵall to Aǀeƌage, aŶd the offiĐe 

ǁas tƌaŶsfeƌƌed to del Pilaƌ “t., CitǇ of KoƌoŶadal ǁhiĐh ǁas oƌigiŶallǇ fƌoŵ the KoƌoŶadal PuďliĐ Maƌket.  

The LWUA, hoǁeǀeƌ, took oǀeƌ the full ŵaŶageŵeŶt aŶd poliĐǇ-ŵakiŶg fuŶĐtioŶs effeĐtiǀe MaƌĐh ϮϬϬϳ 

ďeĐause of the ŵaŶageŵeŶt Đƌisis ǁhiĐh ƌesulted to legal ďattles ďetǁeeŶ the Boaƌd, MaŶageŵeŶt aŶd 

eŵploǇees.   IŶ ϮϬϬϴ, the IŶteƌiŵ MaŶageŵeŶt ĐhaŶged the Ŷaŵe of KoƌoŶadal Wateƌ DistƌiĐt ;KWDͿ to 

CitǇ of KoƌoŶadal Wateƌ DistƌiĐt oƌ CKWD ďǇ ǀiƌtue of  ResolutioŶ No. Ϯϲ, iŶ ĐoŶsoŶaŶĐe ǁith the 

deǀelopŵeŶt of  KoƌoŶadal ǁhiĐh has tƌaŶsfoƌŵed the plaĐe iŶto a ďustliŶg ĐitǇ. AloŶg ǁith that, ǁith 

the stƌoŶg suppoƌt of the LWUA, the CKWD has aǀailed of loaŶ faĐilities fƌoŵ the Eǆpƌess “aǀiŶgs BaŶk 

foƌ the ĐoŶstƌuĐtioŶ of its adŵiŶistƌatioŶ ďuildiŶg. OŶ “epteŵďeƌ ϭϲ, ϮϬϭϬ, the poliĐǇ-ŵakiŶg aŶd the 

ŵaŶageŵeŶt of the CKWD ǁas giǀeŶ ďaĐk to the loĐal ŵaŶageŵeŶt 

To date, the City of Koronadal Water District has a total active service connection of 15,068 

concessionaires (as of December 2016) with 105 employees continuously exerting efforts towards the 

development of the district.  It was classified as Category B on March of the same year. 
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2.0 DESCRIPTION OF THE DISTRICT’S QUALITY MANAGEMENT SYSTEM 

Ϯ.ϭ  DevelopŵeŶt of the QMS 

The QualitǇ MaŶageŵeŶt “Ǉsteŵ ;QM“Ϳ of CITY OF KORONADAL WATER DI“TRICT ideŶtifies  

aŶd uŶdeƌstaŶds the ĐoŶteǆt of the distƌiĐt thƌough the use of a “WOT ;“tƌeŶgth-WeakŶesses-

OppoƌtuŶities-ThƌeatsͿANALY“I“.  The distƌiĐt ĐoŶsideƌed the eǆteƌŶal aŶd iŶteƌŶal issues, feedďaĐk fƌoŵ 

fƌoŵ the iŶteƌested paƌties that aƌe ƌeleǀaŶt to the ƋualitǇ ŵaŶageŵeŶt sǇsteŵ aŶd the ƌeƋuiƌeŵeŶts of 

these iŶteƌested paƌties that aƌe ƌeleǀaŶt to the ƋualitǇ, aŶd the seƌǀiĐes of the oƌgaŶizatioŶ.  

 

A seƋueŶtial pƌoĐess of PlaŶ -Do -CheĐk -AĐt ;PDCAͿ CǇĐle is ďeiŶg adopted  iŶ the QM“ iŶ  

deǀelopiŶg, iŵpleŵeŶtiŶg aŶd iŵpƌoǀiŶg the effeĐtiǀeŶess iŶ deliǀeƌǇ of seƌǀiĐes ǁhile ŵeetiŶg the  

satisfaĐtioŶ of its ĐoŶĐessioŶaiƌes. PlaŶŶiŶg stage ǁould iŶǀolǀe estaďlishŵeŶt of the 

oďjeĐtiǀes,   ƌisk tƌeatŵeŶts & pƌoĐesses ŶeĐessaƌǇ to deliǀeƌ ƌesults. DoiŶg stage is the iŵpleŵeŶtatioŶ 

of the pƌoĐesses ideŶtified. CheĐkiŶg stage oŶ the otheƌ haŶd Đoǀeƌs ŵoŶitoƌiŶg aŶd 

ŵeasuƌiŶg pƌoĐesses aŶd seƌǀiĐe agaiŶst plaŶ & ƌepoƌt ƌesults.  AŶd fiŶallǇ, the aĐtiŶg stage is to take 

aĐtioŶs to ĐoŶtiŶuallǇ iŵpƌoǀe pƌoĐess peƌfoƌŵaŶĐe. 

 

CITY OF KORONADAL WATER DI“TRICT ŵaiŶtaiŶs QualitǇ MaŶageŵeŶt “Ǉsteŵs that  

effeĐtiǀellǇ ĐoŶtƌol the ďusiŶess pƌoĐess of the oƌgaŶizatioŶ.  The ďusiŶess pƌoĐess eŶaďles the 

oƌagaŶizatioŶ to pƌoǀide ƋualitǇ seƌǀiĐe iŶ the ŵost Đost effeĐtiǀe ŵaŶŶeƌ aŶd ǁith the leǀel of ƋualitǇ 

that ŵeet Đustoŵeƌ ƌeƋuiƌeŵeŶts . 

 

The oƌgaŶizatioŶ shall also peƌiodiĐallǇ ŵoŶitoƌ, aŶalǇse aŶd eǀaluate the peƌfoƌŵaŶĐe 

aŶ effeĐtiǀeŶess of its QM“. Results of aŶalǇsis aŶd eǀaluatioŶ shall ďe used as iŶput foƌ the ĐoŶtiŶual 

iŵpƌoǀeŵeŶt of the oƌgaŶizatioŶ aŶd its QualitǇ MaŶageŵeŶt “Ǉsteŵ. 
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2.2 Definition of Terms 

 

QualitǇ – is the totalitǇ of featuƌes aŶd ĐhaƌaĐteƌistiĐ of a pƌoduĐt oƌ seƌǀiĐe that ďeaƌ 

  oŶ its aďilitǇ to satisfǇ stated aŶd iŵplied Ŷeeds. 

  Audit – the sǇsteŵatiĐ, iŶdepeŶdeŶt, aŶd doĐuŵeŶted pƌoĐess to oďjeĐtiǀelǇ 

  deteƌŵiŶe the fulfilŵeŶt of audit Đƌiteƌia. 

Custoŵeƌ SatisfaĐtioŶ – Đustoŵeƌ’s peƌĐeptioŶ of the degƌee iŶ ǁhiĐh the Đustoŵeƌ 

ƌeƋuiƌeŵeŶts has ďeeŶ fulfilled. 

CoŶtiŶual IŵpƌoveŵeŶt – is aŶ oŶgoiŶg effoƌt to iŵpƌoǀe pƌoduĐts, seƌǀiĐes, oƌ 

pƌoĐesses.  These effoƌts ĐaŶ seek "iŶĐƌeŵeŶtal" iŵpƌoǀeŵeŶt oǀeƌ tiŵe oƌ 

"ďƌeakthƌough" iŵpƌoǀeŵeŶt all at oŶĐe. 

EffeĐtiveŶess – EǆteŶt to ǁhiĐh plaŶŶed aĐtiǀities aƌe ŵateƌialized aŶd plaŶŶed ƌesults 

aƌe aĐhieǀed. 

CoƌƌeĐtive AĐtioŶ – aĐtioŶ to Đause;sͿ of ŶoŶĐoŶfoƌŵitǇ iŶ oƌdeƌ to pƌeǀeŶt its 

ƌeĐuƌƌeŶĐe oƌ pƌeǀeŶt oĐĐuƌƌeŶĐe elseǁheƌe. 

NoŶ-ĐoŶfoƌŵaŶĐe – ŶoŶ-fulfilŵeŶt of a speĐifiĐ ƌeƋuiƌeŵeŶt, eitheƌ of the staŶdaƌd oƌ 

ĐoŵpaŶǇ poliĐǇ, pƌoĐeduƌe aŶd otheƌ plaŶŶed aƌƌaŶgeŵeŶts. 

QualitǇ PoliĐǇ – stateŵeŶt ďǇ the ĐoŵpaŶǇ of its iŶteŶtioŶs aŶd pƌiŶĐiples iŶ ƌelatioŶ to 

its oǀeƌall iŶteŶtioŶs aŶd diƌeĐtioŶ ǁith ƌegaƌd to ƋualitǇ ĐoŶĐeƌŶs, as foƌŵallǇ 

eǆpƌessed ďǇ the Top MaŶageŵeŶt thƌough the I“O FaĐilitatoƌ. 

QualitǇ OďjeĐtive – oǀeƌall goal, aƌisiŶg fƌoŵ the QM“ PoliĐǇ, that the ĐoŵpaŶǇ sets 

itself to aĐhieǀe, aŶd ǁhiĐh is ƋuaŶtified ǁheƌe pƌaĐtiĐaďle. 

Risk – effeĐt of uŶĐeƌtaiŶtǇ oŶ oďjeĐtiǀes. It is ofteŶ eǆpƌessed iŶ teƌŵs of a 

ĐoŵďiŶatioŶ of the ĐoŶseƋueŶĐes of aŶ eǀeŶt iŶĐludiŶg ĐhaŶges iŶ ĐiƌĐuŵstaŶĐes aŶd 

the assoĐiated likelihood of its oĐĐuƌƌeŶĐe. 

IŶteƌested Paƌties – peƌsoŶ oƌ oƌgaŶizatioŶ that ĐaŶ affeĐt, ďe affeĐted ďǇ, oƌ peƌĐeiǀe 

itself to ďe affeĐted ďǇ a deĐisioŶ oƌ aĐtiǀitǇ. 
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3.0 QUALITY MANAGEMENT SYSTEM DOCUMENTATION 

3.1 Documentation Structure 

 

The doĐuŵeŶtatioŶ stƌuĐtuƌe of the QualitǇ MaŶageŵeŶt “Ǉsteŵ is shoǁŶ iŶ the diagƌaŵ ďeloǁ: 
 

 

 

 

QualitǇ 

MaŶual 
 

 

 

 

QualitǇ MaŶageŵeŶt “Ǉsteŵ 

PƌoĐeduƌes 

 

 

 

Otheƌ DoĐuŵeŶted IŶfoƌŵatioŶ, RefeƌeŶĐe 

DoĐuŵeŶts, Woƌk IŶstƌuĐtioŶs, GuideliŶes, EǆteƌŶal 
DoĐuŵeŶts, aŶd Foƌŵs 

 

 

 

Level ϭ – The QM“ MaŶual desĐƌiďes the poliĐies of the oƌgaŶizatioŶ to ŵeet aŶd addƌess the ƌeƋuiƌeŵeŶts of 

the I“O ϵϬϬϭ:ϮϬϭϱ staŶdaƌd.  It pƌoǀides aŶ oǀeƌǀieǁ of the ǁhole QualitǇ MaŶageŵeŶt “Ǉsteŵ of CITY OF 

KORONADAL WATER DI“TRICT. 

 

Level Ϯ – QualitǇ MaŶageŵeŶt “Ǉsteŵ PƌoĐeduƌes desĐƌiďes the opeƌatioŶs that aƌe Đaƌƌied out aŶd 

ŵaiŶtaiŶed uŶdeƌ speĐified ĐoŶditioŶs iŶĐludiŶg details of the doĐuŵeŶted iŶfoƌŵatioŶ that aƌe paƌt of the 

QualitǇ MaŶageŵeŶt “Ǉsteŵ aŶd depeŶdeŶt oŶ the ĐoŵpleǆitǇ of the pƌoĐess, ŵethods, tƌaiŶiŶg aŶd 

ĐoŵpeteŶĐe of the peƌsoŶŶel iŶǀolǀed iŶ the iŵpleŵeŶtatioŶ of the pƌoĐeduƌes. 

 

Level ϯ - Otheƌ doĐuŵeŶted iŶfoƌŵatioŶ suĐh as Woƌk IŶstƌuĐtioŶs, GuideliŶes, otheƌ ƌefeƌeŶĐe doĐuŵeŶts, 
eǆteƌŶal doĐuŵeŶted iŶfoƌŵatioŶ iŶĐludiŶg foƌŵs aŶd ƌeĐoƌds aƌe aligŶed to this leǀel. 

  



 Republic of the Philippines 

City of Koronadal Water District 

Block I, Casa Subd., Zone III, 
City of Koronadal, South Cotabato 

DOC ID No.: 

CKWD-QM-ISO-001 
Date of Issuance: 

02-03-2017 

Division/Section: 
- 

Revision No.: 

O 

TITLE: QUALITY MANUAL 
Date of Revision: 

- 

 

This doĐuŵeŶt is updated aŶd ĐoŶtƌolled if it ďeaƌs the ƌed ͞CONTROLLED COPY͟ 
staŵp. Otheƌǁise, please ƌefeƌ to the DoĐuŵeŶt CoŶtƌol CeŶteƌ ;DCCͿ foƌ updated 
ĐopǇ. 

RegistƌatioŶ Date: - 

DistƌiďutioŶ Date: - 

Page Nuŵďeƌ: Page ϴ of ϯϭ 

 

4.0 CONTEXT OF THE ORGANIZATION 

 

 

ϰ.ϭ UŶdeƌstaŶdiŶg the OƌgaŶizatioŶ aŶd its CoŶteǆt 

  

  The Top MaŶageŵeŶt, DepaƌtŵeŶt MaŶageƌs aŶd DiǀisioŶ MaŶageƌs used the “WOT ;“tƌeŶgth, 

WeakŶesses, OppoƌtuŶities, aŶd ThƌeatsͿ AŶalǇsis iŶ deteƌŵiŶiŶg the iŶteƌŶal aŶd EǆteƌŶal Issues that aƌe 

ƌeleǀaŶt to its puƌpose aŶd its stƌategiĐ diƌeĐtioŶ aŶd that affeĐt its aďilitǇ to aĐhieǀe iŶteŶded ƌesult ;sͿ of its 

ƋualitǇ ŵaŶageŵeŶt sǇsteŵ.  OŶĐe ideŶtified, theǇ shall ďe ŵoŶitoƌed aŶd ƌeǀieǁed.  

 

The “WOT aŶalǇsis doŶe ďǇ the oƌgaŶizatioŶ shoǁs hoǁ the “tƌeŶgths, WeakŶesses, OppoƌtuŶities 

aŶd Thƌeats iŶteƌaĐt ǁith eaĐh otheƌ to estaďlish stƌategiĐ optioŶs.  The said “WOT AŶalǇsis shall ďe ƌeǀieǁed 

aŶd updated at least oŶĐe a Ǉeaƌ as a ďasis foƌ aŶŶual plaŶŶiŶg. 

 

4.2 Understanding the Needs and Expectations of the Interested Parties 

 

The Ŷeeds aŶd eǆpeĐtatioŶs of the iŶteƌested paƌties ǁeƌe ideŶtified ďǇ the oƌgaŶizatioŶ as paƌt of 

deteƌŵiŶiŶg ƌeƋuiƌeŵeŶts  that Ŷeeds to ďe satisfied ďǇ the oƌgaŶizatioŶ aŶd to aŶtiĐipate the poteŶtial effeĐt of 

the oƌgaŶizatioŶ’s aďilitǇ to ĐoŶsisteŶtlǇ pƌoǀide ƋualitǇ pƌoduĐts aŶd seǀiĐes.  

 

4.3 Overview of the Quality Management System  

 

The QualitǇ MaŶageŵeŶt “Ǉsteŵ desĐƌiďed iŶ this doĐuŵeŶt applies to the pƌoĐess of 

pƌoduĐtioŶ, ǁateƌ ƋualitǇ ŵoŶitoƌiŶg aŶd distƌiďutioŶ, ďilliŶg aŶd ĐolleĐtioŶ, eŶgiŶeeƌiŶg plaŶŶiŶg aŶd 

desigŶ, people deǀelopŵeŶt aŶd fiŶaŶĐial ŵaŶageŵeŶt of CITY OF KORONADAL WATER DI“TRICT.  IŶputs that 

aƌe ĐoŶsideƌed iŶ plaŶŶiŶg aŶd deǀelopiŶg the QM“ iŶĐludes the ƌeƋuiƌeŵeŶts of the Đustoŵeƌs as ǁell as the 

Ŷeeds aŶd eǆpeĐtatioŶs of iŶteƌested paƌties, pƌoĐesses foƌ opeƌatioŶal ĐoŶtƌols, suppoƌt pƌoĐesses, Đƌiteƌia foƌ 

pƌoduĐt aŶd pƌoĐess peƌfoƌŵaĐe, aŶd ĐoƌƌespoŶdiŶg ŵethods foƌ ŵoŶitoƌiŶg, ŵeasuƌeŵeŶt, aŶalǇsis aŶd 

eǀaluatioŶ of ouƌ seƌǀiĐes iŶĐludiŶg the pƌoĐess foƌ ĐoƌƌeĐtiǀe aĐtioŶ aŶd ĐoŶtiŶual iŵpƌoǀeŵeŶt. 

 

This ŵaŶual is pƌepaƌed to deŵoŶstƌate aŶd doĐuŵeŶt ouƌ ĐoŵŵitŵeŶt iŶ ŵaiŶtaiŶiŶg a 
high-leǀel of ƋualitǇ aŶd stƌoŶg Đustoŵeƌ seƌǀiĐe ǁithiŶ aŶ eŶǀiƌoŶŵeŶt that foĐuses oŶ the Đustoŵeƌs 
aŶd fosteƌs ĐoŶtiŶual iŵpƌoǀeŵeŶt. It desĐƌiďes pƌoĐeduƌes that ƌefleĐt ouƌ stƌategiĐ deĐisioŶ 
to adopt a pƌoĐess appƌoaĐh aĐƌoss all aƌeas of ouƌ opeƌatioŶs iŶ oƌdeƌ to eŶsuƌe ĐoŵpliaŶĐe ǁith 
iŶteƌŶatioŶal staŶdaƌds iŶ addƌessiŶg Đustoŵeƌ ƌeƋuiƌeŵeŶts aŶd eŶhaŶĐiŶg Đustoŵeƌ satisfaĐtioŶ. 
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This QualitǇ MaŶual doĐuŵeŶted ďǇ CITY OF KORONADAL WATER DI“TRICT ;heƌeiŶ ƌefeƌƌed to as 
CKWDͿ pƌoǀides guidaŶĐe foƌ ĐoŶduĐtiŶg ouƌ ďusiŶess ǁithiŶ a ƋualitǇ ŵaŶageŵeŶt sǇsteŵ 
ĐoŵpliaŶt ǁith I“O ϵϬϬϭ:ϮϬϭϱ. “peĐifiĐallǇ, the sĐope of the QM“ shall defiŶe aŶd 
ĐoŵŵuŶiĐate ouƌ ĐoŵŵitŵeŶt to ĐoŶtiŶuallǇ eŶhaŶĐe Đustoŵeƌ satisfaĐtioŶ thƌough: 

 

1. Serving our customers with utmost respect and dedication imbued with it the 

principles of transparency, integrity and accountability. 

2. Adapting and introducing new systems and procedures for continuous efficiency and 

innovative services 

3. Facilitating inquiries and complaints and ensuring immediate action and resolution;and 

4. Empowering our Đustoŵeƌs’ access to information on policies, programs, 

procedures, rules and regulations, activities and services. 

 

 

5.0 LEADERSHIP AND COMMITMENT 

 

5.1 Leadership and Management Commitment 
 

 The Top MaŶageŵeŶt pƌoǀides full suppoƌt iŶ the deǀelopŵeŶt, iŵpleŵeŶtatioŶ aŶd 
iŵpƌoǀeŵeŶt of the QM“ toǁaƌds aĐhieǀiŶg its effeĐtiǀeŶess.  EǀideŶĐe of leadeƌship ĐoŵŵitŵeŶt to 
deǀelopŵeŶt aŶd iŵpƌoǀeŵeŶt of the ƋualitǇ ŵaŶageŵeŶt sǇsteŵ is pƌoǀided thƌough the folloǁiŶg 
ŵaŶŶeƌ:   

 

1. Establishing and promoting awareness and understanding of the Quality Policy to all 

levels of organization as well as relevant interested parties. 

2. Setting, maintaining and achieving of relevant Quality Objectives and plans. 

3. Maintaining Customer Focus. 

4. Engaging, directing and supporting persons on how they can contribute to the 

effectiveness of the QMS. 

5. Assessing the performance of the QMS through management reviews and identifying 

areas for improvement. 

6. Providing the necessary resouƌĐes to fulfil the ĐoŵpaŶǇ’s plaŶs aŶd oďjeĐtiǀes. 
7. Planning of the QMS to meet the requirements specified in the ISO 9001:2015. 

8. Maintaining the integrity of the Quality Management System when changes to the 

QMS are planned and implemented. 

 

 ϱ.Ϯ Custoŵeƌ FoĐus 

 

The top ŵaŶageŵeŶt also sees to it that CITY OF KORONADAL WATER DI“TRICT is Đustoŵeƌ-

foĐused paƌtiĐulaƌlǇ eǆeƌtiŶg ŵuĐh effoƌt iŶ ĐoŶsisteŶtlǇ ŵeetiŶg the eǆpeĐtatioŶs of its Đustoŵeƌs. 
Custoŵeƌ ĐoŵplaiŶts aŶd feedďaĐk aƌe likeǁise ŵoŶitoƌed aŶd addƌessed aĐĐoƌdiŶglǇ.  The GeŶeƌal 
MaŶageƌ oƌ his ƌepƌeseŶtatiǀe is tasked to haŶdle the ƌespoŶsiďilitǇ.  The data gatheƌed ǁill ďe used to 
ideŶtifǇ aĐtioŶs foƌ fuƌtheƌ iŵpƌoǀeŵeŶt. 
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ϱ.ϯ RespoŶsiďilitǇ, AuthoƌitǇ aŶd CoŵŵuŶiĐatioŶ 

 

 Office of the General Manager shall be responsible: 

 

 For realizing the vision and attaining the mission of the agency. It is responsible 

for developing the short, medium, and long term plans of the agency, including 

fund sourcing strategies. It is where all the instructions for the implementation of 

policies emanate, and where the ageŶĐǇ’s operation is directed and controlled. 

 For providing adequate resources, setting of priorities and establishing the 

organization in fulfilling the requirements for the implementation and 

deployment of the Quality Management System. 

 For appointing the ISO Facilitator 

 For implementing the Quality Policy. 

 For ensuring the Quality Management System requirements are established, 

implemented and maintained in accordance with ISO 9001:2015 Standard. 

 For overseeing the entire operations of the company, including Quality 

Management System. 

 For managing the development and implementation, and assessment of 

internal and external communication, information, and public relations strategies with 

the goal of establishing and maintaining a favourable image of the company to its  service 

subscribers, potential customers, employees, and the general public. 

 

 AHRD shall exercise supervision and control on all the activities of the Department.  It is 

responsible in the formulation and development of policies relative to Recruitment and 

Personnel Welfare, and Training & Development. The department coordinates with other 

departments for their manpower needs and external agencies such as the Civil Service 

Commission. 

  

 Administrative and General Services Department handles the management for buildings, 

grounds transportation and water meter maintenance. The department also handles the 

procurement process of goods, outsourced processes and service needs of the organization. 

 

  The Accounting, Budget, and  Cash Management Division is responsible for Accounting, 

Budgeting, and Cash Management. It is also responsible for the correction and legality of all 

administrative and financial transactions of the district. It coordinates with other 

Departments and external offices (DBM, Department of Finance, Commission on 

Audit and others) and facilities compliance with the requirements of these demand 

units. It also provides information and recommendations to the General Manager 

regarding the financial status of the District necessary for decision making of future 

project expansions. 

 

 Customer Services Division handles the activities from handling customer inquiries, new 

service connections, survey of areas for pipeline extension, customer feedbacks, billing, 

collection and accounts monitoring processes. 
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 Planning and Water Resources Division shall be responsible in developing plans of all 

WD’s expansion and infrastructure projects. The department coordinates internally with 

other departments and externally with local consultants, government and other utility 

companies necessary in planning, developing, and implementing WD projects. It also 

analyzes system operation and recommends improvements / expansion programs to the 

Management. 

 

This Division is also responsible for the production, water quality monitoring, storage and 

distribution safe water to onsumers. It provides system operation analysis and recommends 

improvements expansion programs to the Management. It assists the Office of the General 

Manager regarding Water Permit Applications to NWRB and  Environmental 

the Office of the General Manager regarding Water Permit Applications to NWRB and 

Environment Compliance Certificate to  EMB.  It shall also be responsible to 

conduct studies on new treatment  methods / chemicals to cope with the trend of modern 

technology, attend to customercomplaints / requests as to availability and safety of water, and 

coordinates with other  Departments regarding the daily operation of the Water District. 

 

 Construction and Maintenance Division shall oversee the operation, safeguarding and 

maintenance of all pipelines and appurtenances of the Water District.   This Division will also 

handle the water distribution process and leakage control. 

 

 ISO Facilitator shall be responsible in: 

 

1. Ensuring the Quality Management System requirements are established 

implemented and maintained in accordance with ISO 9001:2015 standards. 

 

2. Reporting the performance of the Quality Management System to the General 

Manager and Board of Directors for review to ensure its effectiveness and suitability. 

 

 

3. Ensuring that Internal Audit and Management Review are being conducted on a 

regular basis. 

 

4. Ensuring non-conformances are resolved with the appropriate corrective action 

to correct any system deficiencies promptly 

 

5. Liaison with third party certification body. 
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 Department / Division Managers 

 

1. Establishing and implementing the set Quality Management System. 

2. Promoting the defined Quality Policy at all level of organizations. 

3. Ensuring that Quality Management System is understood and implemented 

within the respective areas and peƌsoŶŶel’s are adequately trained. 

4. Establishing document and implementing applicable procedures, working direction in 

support of the Quality Management System. 

 

 All Employees 

 

1. Implements all programs and activities to ensure achievement of quality objectives and 

adheƌeŶĐe to the oƌgaŶizatioŶ’s QualitǇ PoliĐǇ. 

 

2. Ensures that the processes are delivering their intended outputs. 

 

RefeƌeŶĐes:           

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϱ.ϯ OƌgaŶizatioŶal Roles, RespoŶsiďilities aŶd Authoƌities    

CoŶtƌol of PositioŶ DesĐƌiptioŶ aŶd OƌgaŶizatioŶal “tƌuĐtuƌe PƌoĐeduƌe ;CKWD-QP-AAHRD-ϬϬϮͿ 
 

 

6.0  PLANNING OF THE QUALITY MANAGEMENT SYSTEM  

    

6.1 Actions to address Risk and Opportunities      

   The oƌgaŶizatioŶ estaďlished a pƌoĐeduƌe iŶ IŶ deteƌŵiŶiŶg the aĐtioŶs ƌeƋuiƌed foƌ the Risks 

aŶd OppoƌtuŶities ideŶtified duƌiŶg the aŶalǇsis of the ĐoŶteǆt of the oƌgaŶizatioŶ aŶd the Ŷeeds aŶd  

eǆpeĐtatioŶs of the iŶteƌested paƌties.  It is deeŵed that ǁheŶ these ƌisks aƌe addƌessed, these ǁill 

giǀe assuƌaŶĐe that the ƋualitǇ ŵaŶageŵeŶt sǇsteŵ ĐaŶ aĐhieǀe its iŶteŶded ƌesults, eŶhaŶĐe 

desiƌaďle effeĐts, pƌeǀeŶts oƌ ƌeduĐes uŶdesiƌed effeĐts aŶd aĐhieǀe iŵpƌoǀeŵeŶt. 

            

   All ideŶtified ƌisks ǁeƌe aŶalǇzed ďǇ the DepaƌtŵeŶt / DiǀisioŶ MaŶageƌ usiŶg the Risk 

  AssessŵeŶt Book ǁhile oppoƌtuŶities aƌe disĐussed duƌiŶg the MaŶageŵeŶt Reǀieǁ uŶdeƌ the  

͞OppoƌtuŶities foƌ IŵpƌoǀeŵeŶt͟ ageŶda.  

           

 Based oŶ the ƌeĐoƌds iŶ the Risk AssessŵeŶt Book aŶd OppoƌtuŶities AĐtioŶ PlaŶ  

ƌespeĐtiǀelǇ,  all aĐtioŶs takeŶ foƌ all ideŶtified ƌisks as ǁell as status of the oppoƌtuŶities foƌ 

iŵpƌoǀeŵeŶt ǁill ďe ŵoŶitoƌed aŶd ƌeǀieǁed at least tǁiĐe a Ǉeaƌ duƌiŶg the sĐheduled 
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MaŶageŵeŶt Reǀieǁ.          

  

  RefeƌeŶĐes:            

  I“O ϵϬϬϭ:ϮϬϭϱ Clause ϲ.ϭ AĐtioŶs to Addƌess Risks aŶd OppoƌtuŶities    

  Risks aŶd OppoƌtuŶities PƌoĐeduƌe ;CKWD-QP-I“O-ϬϬϭͿ 

6.2 Quality Objectives Framework 

 

6.2.1 Quality Objectives and Planning to Achieve Them 

The CITY OF KORONADAL WATER DI“TRICT Top MaŶageŵeŶt foƌŵulated its QualitǇ 

OďjeĐtiǀes ďased oŶ the stƌategiĐ diƌeĐtioŶ of the distƌiĐt. This shall ďe aligŶed oŶ the CoŵpaŶǇ’s 

QualitǇ PoliĐǇ.  The ƌeleǀaŶt depaƌtŵeŶt / diǀisioŶs geŶeƌate plaŶ of aĐtiǀities foƌ the attaiŶŵeŶt of 

the said oďjeĐtiǀes.    ResouƌĐes Ŷeeded, ƌespoŶsiďle peƌsoŶ, plaŶŶed dates, eǀaluatioŶ ƌesults aŶd 

the pƌoposed ƌoadŵaps aƌe also pƌoǀided. 

           

Custoŵeƌ feedďaĐks/ ĐoŵplaiŶts, Đustoŵeƌ Ŷeeds aŶd eǆpeĐtatioŶs, aŶd the peƌfoƌŵaŶĐe of 

eǆteƌŶal pƌoǀideƌs aƌe also ĐoŶsideƌed iŶ the deteƌŵiŶatioŶ of the fƌaŵeǁoƌk foƌ estaďlishŵeŶt of 

the distƌiĐt’s QualitǇ OďjeĐtiǀes ǁhiĐh is doŶe duƌiŶg its aŶŶual plaŶŶiŶg. 

  

 The ƋualitǇ oďjeĐtiǀes aiŵ to ĐoŶtiŶuallǇ iŵpƌoǀe the opeƌatioŶ aŶd seƌǀiĐes of the ĐoŵpaŶǇ 

iŶĐludiŶg eŶhaŶĐeŵeŶt of Đustoŵeƌ satisfaĐtioŶ. 

 

  The DepaƌtŵeŶt / DiǀisioŶ MaŶageƌs shall ŵoŶitoƌ the peƌfoƌŵaŶĐe of CITY OF  

KORONADAL WATER DI“TRICT agaiŶst its ƋualitǇ oďjeĐtiǀes ƋuaƌteƌlǇ. Data ĐolleĐted shall ďe 

ĐoŶsolidated, aŶalǇzed aŶd pƌeseŶted to the ŵaŶageŵeŶt. Wheƌe appƌopƌiate, the ƌesults of the 

ŵoŶitoƌiŶg aŶd ƌeǀieǁ shall ďe the ďasis iŶ deteƌŵiŶiŶg / fiŶe- tuŶiŶg of  the CoŵpaŶǇ’s oďjeĐtiǀes 

aŶd plaŶs foƌ the Ŷeǆt ĐaleŶdaƌ Ǉeaƌ. 

 

RefeƌeŶĐes: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϲ.Ϯ QualitǇ OďjeĐtiǀes aŶd PlaŶŶiŶg to aĐhieǀe theŵ QualitǇ OďjeĐtiǀes 

 

6.3 Planning of Changes 

The CITY OF KORONADAL WATER DI“TRICT shall eŶsuƌe that iŶtegƌitǇ of the QualitǇ 

MaŶageŵeŶt “Ǉsteŵ is ŵaiŶtaiŶed eǀeŶ ǁheŶ plaŶŶed ĐhaŶges aƌe iŵpleŵeŶted.  It shall ĐoŶsideƌ 

also the puƌpose of ĐhaŶges aŶd its poteŶtial ĐoŶseƋueŶĐes ;ƌisksͿ.  AdditioŶal ƌisks ŵaǇ ďe 
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eŶĐouŶteƌed due to the ĐhaŶges oƌ possiďle that eǆistiŶg ƌisks ŵaǇ ďe eliŵiŶated. AŶd if Ŷeeded, 

theƌe shall ďe alloĐatioŶ oƌ ƌealloĐatioŶ of ƌespoŶsiďilities aŶd authoƌities.   ResouƌĐes shall also ďe 

pƌoǀided to eŶsuƌe that ĐhaŶges ǁill ďe iŵpleŵeŶted as plaŶŶed. 

   RefeƌeŶĐes: 

  I“O ϵϬϬϭ:ϮϬϭϱ Clause ϲ.ϯ PlaŶŶiŶg of ChaŶges 

  PlaŶŶiŶg CoŶtƌol PƌoĐeduƌe ;CKWD-QP-OGM-ϬϬϯͿ 

 

 

7.0 SUPPORT 

 

7.1 Resources 

 

7.1.1 Providing Resources 

 

 The Top MaŶageŵeŶt shall eŶsuƌe to pƌoǀide appƌopƌiate ƌesouƌĐes Ŷeeded iŶ the 

iŵpleŵeŶtatioŶ, ŵaiŶteŶaŶĐe aŶd iŵpƌoǀeŵeŶt of the QualitǇ MaŶageŵeŶt “Ǉsteŵ  aŶd iŶ 

the attaiŶŵeŶt of the ƋualitǇ oďjeĐtiǀes. These ƌesouƌĐes shall  iŶĐlude tƌaiŶed eŵploǇees,  

eŶǀiƌoŶŵeŶt foƌ the opeƌatioŶ of the oƌgaŶizatioŶ’s pƌoĐesses ;e.g. teŵpeƌatuƌe,  lightiŶg,  

pƌoǀidiŶg pƌioƌitǇ laŶes to seŶioƌ ĐitizeŶs aŶd PWD, etĐ.Ϳ, faĐilities ;offiĐe ďuildiŶgs, assoĐiated  

faĐilities, aŶd tƌaŶspoƌtatioŶ aŶd ĐoŵŵuŶiĐatioŶ skillsͿ, ƌesouƌĐes Ŷeeded to eŶsuƌe ǀalid aŶd  

ƌeliaďle ƌesults ǁheŶ ŵoŶitoƌiŶg oƌ ŵeasuƌiŶg aŶd oƌgaŶizatioŶal kŶoǁledge. 

     

RefeƌeŶĐes: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϭ ResouƌĐes 

 

7.1.2 Human Resources 

 

 The CITY OF KORONADAL WATER DI“TRICT eŶsuƌes to pƌoǀide suffiĐieŶt staffiŶg foƌ the 

effeĐtiǀe opeƌatioŶ of the ŵaŶageŵeŶt sǇsteŵ, as ǁell its ideŶtified pƌoĐesses.  “taff ŵeŵďeƌs peƌfoƌŵiŶg 

ǁoƌk affeĐtiŶg the ƋualitǇ of seƌǀiĐe aƌe ĐoŵpeteŶt oŶ the ďasis of appƌopƌiate eduĐatioŶ, tƌaiŶiŶg, skills aŶd 

eǆpeƌieŶĐe.  The top ŵaŶageŵeŶt is aǁaƌe of the iŵpoƌtaŶĐe aŶd the ǀital ƌole of eaĐh peƌsoŶŶel iŶ the 

oƌgaŶizatioŶ.  The ŵaŶageŵeŶt iŶǀests oŶ peƌsoŶŶel deǀelopŵeŶt ďǇ pƌoǀidiŶg seƌies of tƌaiŶiŶg Ŷeeded foƌ 

the assigŶed aĐtiǀitǇ aŶd aĐhieǀes the ŵaǆiŵuŵ poteŶtial to do suĐh aĐtiǀitǇ. The ŵaŶageŵeŶt also eŶsuƌes 

that all peƌsoŶŶel aƌe aǁaƌe of the ƌeleǀaŶĐe aŶd iŵpoƌtaŶĐe of these aĐtiǀities iŶ the aĐĐoŵplishŵeŶt of the 

ƋualitǇ oďjeĐtiǀes. 

 

The GeŶeƌal MaŶageƌ has the oǀeƌ-all ƌespoŶsiďilitǇ aŶd authoƌitǇ foƌ the ŵaŶageŵeŶt aŶd ĐoŶtƌol 

of the eŶtiƌe CITY OF KORONADAL WATER DI“TRICT. DepaƌtŵeŶt / DiǀisioŶ MaŶageƌs shall ďe ƌespoŶsiďle iŶ 

ŵaŶagiŶg theiƌ ƌespeĐtiǀe depaƌtŵeŶts / diǀisioŶs aŶd eŶsuƌiŶg that seƌǀiĐes aƌe deliǀeƌed to ĐlieŶts ǁith a 
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ŵaƌk of ƋualitǇ.  AHRD shall ďe ƌespoŶsiďle foƌ the oǀeƌ-all aĐtiǀities of the peƌsoŶŶel adŵiŶistƌatiǀe fuŶĐtioŶ 

of the eŶtiƌe CITY OF KORONADAL WATER DI“TRICT.  

 

The GeŶeƌal MaŶageƌ shall ďe ƌespoŶsiďle foƌ the fiŶal ƌeǀieǁ aŶd appƌoǀal of AŶŶual TƌaiŶiŶg PlaŶ.  

AHRD shall ďe ƌespoŶsiďle foƌ the deǀelopŵeŶt of AŶŶual TƌaiŶiŶg PlaŶ aŶd eŶsuƌe the oǀeƌall ĐooƌdiŶatioŶ 

ǁith otheƌ depaƌtŵeŶts to guaƌaŶtee sǇsteŵatiĐ aŶd oŶ- tiŵe iŵpleŵeŶtatioŶ of the tƌaiŶiŶg pƌogƌaŵ.  All 

DepaƌtŵeŶt/DiǀisioŶ MaŶageƌ shall ďe ƌespoŶsiďle foƌ ideŶtifǇiŶg theiƌ peƌsoŶŶel’s tƌaiŶiŶg Ŷeeds aŶd suďŵit 

the saŵe to the HuŵaŶ ResouƌĐe MaŶageŵeŶt foƌ ƌeǀieǁ aŶd ĐoŶsolidatioŶ.  AHRD shall ĐoŶduĐt TƌaiŶiŶg 

Needs AŶalǇsis to all depaƌtŵeŶts/diǀisioŶ eǀeƌǇ Ǉeaƌ. 

 

 The folloǁiŶg shall ďe the souƌĐes of TNA: Result of PeƌfoƌŵaŶĐe Appƌaisal, IŶdiǀidual DeǀelopŵeŶt 

PlaŶ, Result of “tƌategiĐ PeƌfoƌŵaŶĐe MaŶageŵeŶt “Ǉsteŵ.  AHRD shall eǀaluate the effeĐtiǀeŶess of the 

tƌaiŶiŶg eitheƌ ďǇ ǁƌitteŶ ƌepoƌt afteƌ tƌaiŶiŶg oƌ, ǁheŶeǀeƌ appliĐaďle, ĐoŶduĐt ƌe-eĐho. TƌaiŶiŶg ƌesults shall 

ďe ƌeĐoƌded iŶ the iŶdiǀidual tƌaiŶiŶg histoƌǇ. 

 

RefeƌeŶĐe: 
 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϭ.Ϯ People 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.Ϯ CoŵpeteŶĐe I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϯ AǁaƌeŶess 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϭ.ϲ OƌgaŶizatioŶal KŶoǁledge 

HuŵaŶ ResouƌĐe MaŶageŵeŶt PƌoĐeduƌe ;CKWD-QP-AHRD-ϬϬϭͿ  

CoŵpeteŶĐe, TƌaiŶiŶg aŶd AǁaƌeŶess PƌoĐeduƌe ;CKWD-QP-AHRD-ϬϬϯͿ 

 

 

7.1.3 Infrastructure 

 

 The Top MaŶageŵeŶt takes ƌespoŶsiďilitǇ foƌ eŶsuƌiŶg the ǁoƌk eŶǀiƌoŶŵeŶt is 

adeƋuatelǇ suppoƌted ǁith eǆistiŶg utilities, ǁoƌk faĐilities oƌ suppoƌt seƌǀiĐes ŶeĐessaƌǇ to   aĐhieǀe 

ĐoŶfoƌŵitǇ to ĐlieŶt ƌeƋuiƌeŵeŶts.  No uŶusual ƌeƋuiƌeŵeŶts eǆist ďeǇoŶd Ŷoƌŵal offiĐe, ǁaƌehouseaŶd 

distƌiďutioŶ Ŷeeds. IŶfƌastƌuĐtuƌe Ŷeeds shall ďe suďjeĐted to aŶŶual plaŶŶiŶg oƌ ŵaŶageŵeŶt ƌeǀieǁ as 

Ŷeeded aŶd shall ďe iŶĐluded oŶ the oƌgaŶizatioŶ’s AŶŶual PƌoĐuƌeŵeŶt PlaŶ ;APPͿ.  This iŶfƌastƌuĐtuƌe 

iŶĐludes, ďut is Ŷot liŵited to: 

 

o Buildings and associated utilities 

o Equipment including hardware and software  

o Transportation resources 

o Information and communication technology 
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 MaiŶteŶaŶĐe aĐtiǀities aƌe peƌfoƌŵed to eŶsuƌe that the aďoǀeŵeŶtioŶed iŶfƌastƌuĐtuƌe  

ǁould ƌeŵaiŶ iŶ good ĐoŶditioŶ.  The AdŵiŶistƌatiǀe aŶd GeŶeƌal “eƌǀiĐes DepaƌtŵeŶt haŶdles the 

ŵaiŶteŶaŶĐe of ďuildiŶg, gƌouŶds aŶd tƌaŶspoƌtatioŶ iŶĐludiŶg the ŵaiŶteŶaŶĐe of ǁateƌ ŵeteƌs. 

CoŶstƌuĐtioŶ aŶd MaiŶteŶaŶĐe DiǀisioŶ haŶdles the ŵaŶageŵeŶt aŶd ƌestoƌatioŶ of pipeliŶes. 

 

 All iŶfƌastƌuĐtuƌes issued foƌ ǁhateǀeƌ puƌpose it ŵaǇ seƌǀe shall ďe suďjeĐted to pƌeǀeŶtiǀe 

ŵaiŶteŶaŶĐe iŶ aĐĐoƌdaŶĐe ǁith PƌeǀeŶtiǀe MaiŶteŶaŶĐe & Repaiƌ CoŶtƌol  PƌoĐeduƌe. 

 

RefeƌeŶĐes: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϭ.ϯ IŶfƌastƌuĐtuƌe 

 MaiŶteŶaŶĐe of CoŶduit PƌoĐeduƌe ;CKWD-QP-CMD-ϬϬϮͿ 

Wateƌ DistƌiďutioŶ RestoƌatioŶ PƌoĐeduƌe ;CKWD-QP-CMD-ϬϬϯͿ 

HousekeepiŶg, OffiĐe EƋuipŵeŶt MaiŶteŶaŶĐe aŶd Waste MaŶageŵeŶt PƌoĐeduƌe ;CKWD-QP-G“D-ϬϬϮͿ 
 

  

HousekeepiŶg aŶd pƌopeƌ ŵaŶageŵeŶt of ǁastes aƌe haŶdled ďǇ the AdŵiŶistƌatiǀe aŶd GeŶeƌal 

“eƌǀiĐes DepaƌtŵeŶt.  PƌioƌitǇ laŶes shall ďe pƌoǀided to seŶioƌ ĐitizeŶs aŶd peƌsoŶs ǁith disaďilities ;PWDͿ.  

“afetǇ ĐoŵpliaŶĐe shall ďe oďseƌǀed duƌiŶg ĐoŶstƌuĐtioŶ aĐtiǀities. 

 

RefeƌeŶĐe: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϭ.ϰ EŶǀiƌoŶŵeŶt foƌ the opeƌatioŶ pƌoĐesses 

HousekeepiŶg, OffiĐe EƋuipŵeŶt MaiŶteŶaŶĐe aŶd Waste MaŶageŵeŶt  

PƌoĐeduƌe ;CKWD- QP-G“D-ϬϬϮͿ 

 

 

7.1.4 Monitoring and Measuring Resources 

 

The CITY OF KORONADAL WATER DI“TRICT deteƌŵiŶes the ŵoŶitoƌiŶg aŶd ŵeasuƌeŵeŶt ƌesouƌĐes 

Ŷeeded to pƌoǀide eǀideŶĐe of ĐoŶfoƌŵitǇ of seƌǀiĐe/pƌoduĐt  ƌeƋuiƌeŵeŶts.  Its estaďlished pƌoĐesses to 

eŶsuƌe that ŵoŶitoƌiŶg aŶd  ŵeasuƌeŵeŶt ĐaŶ ďe Đaƌƌied out iŶ a ŵaŶŶeƌ that is ĐoŶsisteŶt ǁith the 

ŵoŶitoƌiŶg aŶd  ŵeasuƌeŵeŶt ƌeƋuiƌeŵeŶts. 

 

Wheƌe ŶeĐessaƌǇ to eŶsuƌe ǀalid ƌesults, ŵeasuƌiŶg eƋuipŵeŶt aƌe Đaliďƌated oƌ ǀeƌified, oƌ ďoth, at 

speĐified iŶteƌǀals, oƌ pƌioƌ to use, agaiŶst  ŵeasuƌeŵeŶt staŶdaƌds tƌaĐeaďle to iŶteƌŶatioŶal oƌ  ŶatioŶal 

ŵeasuƌeŵeŶt  staŶdaƌds; ǁheƌe Ŷo suĐh staŶdaƌds eǆist, the ďasis used foƌ ĐaliďƌatioŶ oƌ ǀeƌifiĐatioŶ is 

ƌeĐoƌded; adjusted oƌ ƌe-adjusted as ŶeĐessaƌǇ; ideŶtified iŶ oƌdeƌ to deteƌŵiŶe its ĐaliďƌatioŶ status; 

safeguaƌded fƌoŵ adjustŵeŶts that ǁould iŶǀalidate the ŵeasuƌeŵeŶt ƌesult; aŶd pƌoteĐted fƌoŵ daŵage 

aŶd deteƌioƌatioŶ duƌiŶg haŶdliŶg, ŵaiŶteŶaŶĐe aŶd stoƌage. 
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 IŶ additioŶ, the oƌgaŶizatioŶ asses aŶd ƌeĐoƌd the ǀaliditǇ of the pƌeǀious ŵeasuƌiŶg ƌesults ǁheŶ the 

eƋuipŵeŶt is fouŶd Ŷot to ĐoŶfoƌŵ to ƌeƋuiƌeŵeŶts. The oƌgaŶizatioŶ shall take appƌopƌiate aĐtioŶ oŶ the 

eƋuipŵeŶt aŶd peƌfoƌŵ ŶeĐessaƌǇ aĐtioŶ to addƌess failed tests. 

ReĐoƌds of the ƌesults of ĐaliďƌatioŶ aŶd ǀeƌifiĐatioŶ aƌea ŵaiŶtaiŶed aĐĐoƌdiŶg to CoŶtƌol of 

DoĐuŵeŶted IŶfoƌŵatioŶ PƌoĐeduƌe. 

 

7.1.5 Organizational Knowledge 

CKWD also deteƌŵiŶes the kŶoǁledge ŶeĐessaƌǇ foƌ the opeƌatioŶ of its pƌoĐesses aŶd  

to aĐhieǀe ĐoŶfoƌŵitǇ of pƌoduĐts aŶd seƌǀiĐes. This ŵaǇ iŶĐlude kŶoǁledge aŶd iŶfoƌŵatioŶ oďtaiŶed fƌoŵ: 

 

 Internal sources, such as lessons learned, feedback from subject matter experts, and/or 

intellectual  property; 

 External sources such as standards, academia, conferences, and/or information gathered from 

customers or suppliers. 

 

  This kŶoǁledge shall ďe doĐuŵeŶted, ŵaiŶtaiŶed aŶd ŵade aǀailaďle to the eǆteŶt ŶeĐessaƌǇ.  WheŶ 

addƌessiŶg ĐhaŶgiŶg Ŷeeds aŶd tƌeŶds, CKWD shall ĐoŶsideƌ its ĐuƌƌeŶt kŶoǁledge aŶd deteƌŵiŶe hoǁ to 

aĐƋuiƌe oƌ aĐĐess the ŶeĐessaƌǇ additioŶal kŶoǁledge. 

RefeƌeŶĐe: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϭ.ϲ OƌgaŶizatioŶal KŶoǁledge 

CoŵpeteŶĐe, TƌaiŶiŶg aŶd AǁaƌeŶess PƌoĐeduƌe ;CKWD-QP-AHRD-ϬϬϯͿ 

7.2 Communication 

CoŵŵuŶiĐatioŶ pƌoĐess ĐoǀeƌiŶg ďoth iŶteƌŶal aŶd eǆteƌŶal ĐoŵŵuŶiĐatioŶ ǁas estaďlished  

to eŶsuƌe that ŶeĐessaƌǇ iŶfoƌŵatioŶ ƌeaĐhes the ĐoŶĐeƌŶed paƌtǇ. 

 

 Internal Communication: 

 

The normal communication methods shall be by means of meeting, newsletter, memo,  

e-mail, departmental briefing and awareness training. The person who initiates the flow of information shall 

ensure that the communicated information is documented. Minutes of the meeting shall be accomplished if 

meetings were held. 

 

 External Communication: 
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The OffiĐe of the GeŶeƌal MaŶageƌ shall haŶdle ĐoŵŵuŶiĐatioŶs ǁith eǆteƌŶal paƌties. 

Custoŵeƌ feedďaĐk, paƌtiĐulaƌlǇ ĐoŵplaiŶts, shall ďe foƌǁaƌded to the CoŵŵeƌĐial “eƌǀiĐes depaƌtŵeŶt foƌ 

pƌopeƌ aĐtioŶ.  CoŶĐessioŶaiƌes shall ďe iŶfoƌŵed ǁheŶ ǁateƌ seƌǀiĐe iŶteƌƌuptioŶ aƌe plaŶŶed aŶd  

sĐheduled ďǇ pƌoǀidiŶg adǀisoƌies. Foƌ sĐheduled seƌǀiĐe iŶteƌƌuptioŶ, ŶotiĐe of seƌǀiĐe iŶteƌƌuptioŶ is  

distƌiďuted oŶ affeĐted  Đustoŵeƌs, Đasted thƌough “M“, posted oŶ soĐial ŵedia aŶd ǁeďsite aŶd aiƌed oŶ  

ƌadio. Foƌ eŵeƌgeŶĐǇ seƌǀiĐe iŶteƌƌuptioŶs, adǀisoƌies aƌe Đasted thƌough “M“, posted oŶ soĐial ŵedia aŶd 

ǁeďsite aŶd aiƌed oŶ ƌadio. 

 

RefeƌeŶĐe: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϰ CoŵŵuŶiĐatioŶs 

CoŵŵuŶiĐatioŶ MaŶageŵeŶt PƌoĐeduƌe ;CKWD-QP-OGM-ϬϬϭͿ  

Legal CoŶtƌol PƌoĐeduƌe ;CKWD-QP-OGM-ϬϬϮͿ 

HaŶdliŶg Custoŵeƌ CoŵplaiŶts PƌoĐeduƌe ;CKWD-QP-C“D-ϬϬϯͿ 

 

 

7.3 Control of Documented Information Procedure 

 

CoŶtƌol of DoĐuŵeŶted IŶfoƌŵatioŶ PƌoĐeduƌe ǁas estaďlished to desĐƌiďe the ƌeƋuiƌeŵeŶt   

foƌ ĐoŶtƌolliŶg iŶteƌŶal aŶd eǆteƌŶal doĐuŵeŶts, as ǁell as estaďlishiŶg  a  sǇsteŵ foƌ doĐuŵeŶt pƌepaƌatioŶ, 

ƌeǀieǁ, appƌoǀal, ƌegistƌatioŶ, distƌiďutioŶ, ƌetƌieǀal, disposal, ŶuŵďeƌiŶg aŶd tƌaĐeaďilitǇ ƌelatiŶg to I“O 

ϵϬϬϭ:ϮϬϭϱ ƌeƋuiƌeŵeŶts. 

       

DoĐuŵeŶts aƌe appƌoǀed foƌ adeƋuaĐǇ pƌioƌ to issue.  DoĐuŵeŶts aƌe ƌeǀieǁed, aŶd  

ǁheƌe ŶeĐessaƌǇ, updated aŶd ƌe-appƌoǀed.  The Ŷatuƌe of ƌeǀisioŶ iŶ the doĐuŵeŶt is ĐleaƌlǇ ideŶtified. 

CuƌƌeŶt ǀeƌsioŶs of ƌeleǀaŶt doĐuŵeŶts aƌe aǀailaďle at poiŶt of use.   DoĐuŵeŶts ƌeŵaiŶ legiďle aŶd  

ƌeadilǇ ideŶtifiaďle.  Oďsolete doĐuŵeŶts, ǁhiĐh aƌe ƌetaiŶed foƌ aŶǇ puƌposes, aƌe pƌeǀeŶted fƌoŵ 

uŶiŶteŶded use thƌough pƌopeƌ ŵaƌkiŶg. 

 

All DepaƌtŵeŶt / DiǀisioŶ MaŶageƌs shall ďe ƌespoŶsiďle foƌ the ideŶtifiĐatioŶ of Ŷeǁ 

pƌoĐeduƌe oƌ pƌoĐeduƌes foƌ aŵeŶdŵeŶt. 

 

The I“O FaĐilitatoƌ shall ďe ƌespoŶsiďle foƌ ƌeǀieǁiŶg aŶd ǀeƌifǇiŶg the doĐuŵeŶt appƌoǀed 

ďǇ the DepaƌtŵeŶt if it ĐoŶfoƌŵs ǁith the I“O ϵϬϬϭ:ϮϬϭϱ ƌeƋuiƌeŵeŶts.  DoĐuŵeŶts, ďefoƌe issuaŶĐe to the 

useƌ aŶd ĐoŶĐeƌŶed seĐtioŶ aƌe ƌeǀieǁed aŶd appƌoǀed ďǇ pƌopeƌ authoƌities iŶ aĐĐoƌdaŶĐe ǁith the CoŶtƌol 

of DoĐuŵeŶted   IŶfoƌŵatioŶ PƌoĐeduƌe. 

 

All doĐuŵeŶts shall ďe ƌegisteƌed to the DCC aŶd shall ďe ƌepƌoduĐed aĐĐoƌdiŶg to the 

Ŷuŵďeƌ of depaƌtŵeŶts listed iŶ the DistƌiďutioŶ List.  The DCC shall pƌeseƌǀe aŶd ŵaiŶtaiŶ the ŵasteƌ  



 Republic of the Philippines 

City of Koronadal Water District 

Block I, Casa Subd., Zone III, 
City of Koronadal, South Cotabato 

DOC ID No.: 

CKWD-QM-ISO-001 
Date of Issuance: 

02-03-2017 

Division/Section: 
- 

Revision No.: 

O 

TITLE: QUALITY MANUAL 
Date of Revision: 

- 

 

This doĐuŵeŶt is updated aŶd ĐoŶtƌolled if it ďeaƌs the ƌed ͞CONTROLLED COPY͟ 
staŵp. Otheƌǁise, please ƌefeƌ to the DoĐuŵeŶt CoŶtƌol CeŶteƌ ;DCCͿ foƌ updated 
ĐopǇ. 

RegistƌatioŶ Date: - 

DistƌiďutioŶ Date: - 

Page Nuŵďeƌ: Page ϭϵ of ϯϭ 

 

Đopies aŶd eŶsuƌe that theƌe ǁill ďe Ŷo uŶauthoƌized ƌelease of doĐuŵeŶts. The DCC shall pƌeseƌǀe  

sepaƌatelǇ the oďsolete ŵasteƌ Đopies of doĐuŵeŶts as QM“ ƌeĐoƌds.  Oďsolete aŶd/oƌ ƌeǀised doĐuŵeŶts aƌe 

ƌetƌieǀed aŶd ƌeplaĐed pƌoŵptlǇ fƌoŵ all ĐopǇ holdeƌs. These oďsolete ĐoŶtƌolled doĐuŵeŶts shall ďe 

disposed ďǇ the DCC. OŶlǇ oďsolete ŵasteƌ ĐopǇ   shall ďe kept ďǇ the DCC uŶtil its pƌeseƌǀatioŶ peƌiod 

eǆpiƌes. LegiďilitǇ of the doĐuŵeŶted iŶfoƌŵatioŶ shall ďe ŵaiŶtaiŶed ďǇ usiŶg peƌŵaŶeŶt iŶk.  The doĐuŵeŶt 

audit shall ďe peƌfoƌŵed ďǇ the I“O FaĐilitatoƌ duƌiŶg the sĐheduled iŶteƌŶal audit to ĐheĐk the doĐuŵeŶt 

ĐoŶtƌol of all depts.  DoĐuŵeŶted iŶfoƌŵatioŶ foƌ ideŶtifǇiŶg, filiŶg, stoƌiŶg, ŵaiŶtaiŶiŶg aŶd disposiŶg of 

ƌeĐoƌds ǁas estaďlished aŶd ŵaiŶtaiŶed. ReĐoƌds aƌe haŶdled, ƌetaiŶed aŶd stoƌed iŶ a ŵaŶŶeƌ that pƌeǀeŶts 

daŵage aŶd deteƌioƌatioŶ. 

 

All DepaƌtŵeŶt / DiǀisioŶ ĐoŶĐeƌŶed shall ďe ƌespoŶsiďle foƌ ƌegisteƌiŶg the list of theiƌ QM“ ƌeĐoƌds. 

The DCC shall ďe ƌespoŶsiďle foƌ ŵaiŶtaiŶiŶg the Masteƌ ReĐoƌd CoŶtƌol Registeƌ fƌoŵ the List of ReĐoƌds 

suďŵitted ďǇ all DepaƌtŵeŶt / DiǀisioŶ.   The DCC shall ďe ƌespoŶsiďle foƌ pƌeseƌǀiŶg of all ƌeĐoƌds afteƌ theiƌ 

ŵaiŶteŶaŶĐe peƌiod.   

 

The I“O FaĐilitatoƌ shall ďe ƌespoŶsiďle foƌ the appƌoǀal of ƌeĐoƌds suďŵitted ďǇ the ĐoŶĐeƌŶed 

seĐtioŶ foƌ ƌegistƌatioŶ iŶ DCC.  ReĐoƌds shall ďe pƌeseƌǀed foƌ a speĐified peƌiod of tiŵe iŶ suĐh a ǁaǇ that 

theǇ aƌe ƌeadilǇ ƌetƌieǀaďle foƌ futuƌe ƌefeƌeŶĐe. The iŶtegƌitǇ aŶd legiďilitǇ of the data iŶput shall ďe 

pƌoteĐted ďǇ Ŷot usiŶg peŶĐil iŶ the data ƌeĐoƌdiŶg. Eƌasuƌes shall ďe doŶe ďǇ ĐƌossiŶg out the eŶtƌǇ theŶ the 

ƌespoŶsiďle peƌsoŶ shall affiǆ his/heƌ sigŶatuƌe. LiƋuid eƌaseƌ shall Ŷot ďe used to eŶsuƌe tƌaĐeaďilitǇ of the 

oƌigiŶ of the eƌasuƌes. 

 

The pƌopeƌ disposal shall ďe doŶe ďǇ shƌeddiŶg oƌ ƌeĐǇĐliŶg. ReĐoƌds/doĐuŵeŶts that ĐoŶtaiŶ  

teĐhŶiĐal oƌ ĐoŶfideŶtial data aƌe Ŷot alloǁed to ďe ƌeĐǇĐled.   All doĐuŵeŶts peƌtaiŶiŶg to the disposal of 

ƌeĐoƌd shall ďe ŵaiŶtaiŶed aŶd safeguaƌded fƌoŵ uŶiŶteŶded ƌepƌoduĐtioŶ aŶd use. 

 

RefeƌeŶĐe: 
I“O ϵϬϬϭ:ϮϬϭϱ Clause ϳ.ϱ DoĐuŵeŶted IŶfoƌŵatioŶ 

CoŶtƌol of DoĐuŵeŶted IŶfoƌŵatioŶ PƌoĐeduƌe ;CKWD-QP-DCC-ϬϬϭͿ;CKWD- QP-G“D-ϬϬϭͿ 
“eƌǀiĐe VehiĐle CoŶtƌol aŶd Otheƌ MaĐhiŶeƌies/EƋuipŵeŶt MaŶageŵeŶt PƌoĐeduƌe ;CKWD- QP-G“D-ϬϬϮͿ 

 

7.4     Environment for the Operation Processes 

The ǁoƌk eŶǀiƌoŶŵeŶt that CITY OF KORONADAL WATER DI“TRICT ƌeƋuiƌes to ĐaƌƌǇ out its opeƌatioŶs 

shall ďe deteƌŵiŶed aŶd pƌoǀided. Pƌopeƌ lightiŶg aŶd adeƋuate ǀeŶtilatioŶ shall also ďe pƌoǀided. 
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8. IMPLEMENTATION AND OPERATION OF QUALITY MANAGEMENT SYSTEM 

 

      ϴ.ϭ    OpeƌatioŶal PlaŶŶiŶg aŶd CoŶtƌol 
       

          ϴ.ϭ.ϭ      PlaŶŶiŶg foƌ PƌoduĐt aŶd SeƌviĐe RealizatioŶ 

 

 IŶ oƌdeƌ to eŶsuƌe that appliĐaďle ƌeƋuiƌeŵeŶts aƌe ŵet, all pƌoĐesses fƌoŵ ƌeĐeiǀiŶg of appliĐatioŶ 

foƌ Ŷeǁ seƌǀiĐe ĐoŶŶeĐtioŶ up to the deliǀeƌǇ of seƌǀiĐe shall ďe ideŶtified, aŶd these pƌoĐesses shall ďe 

Đaƌƌied out uŶdeƌ ĐoŶtƌolled ĐoŶditioŶs iŶ aĐĐoƌdaŶĐe ǁith the staŶdaƌd opeƌatiŶg pƌoĐeduƌes aŶd the 

estaďlished CitizeŶs Chaƌteƌ of CITY OF KORONADAL WATER DI“TRICT. 

 

  PipeliŶe eǆpaŶsioŶ aŶd iŶfƌastƌuĐtuƌe pƌojeĐts aƌe plaŶŶed ďased oŶ the appƌoǀed pƌojeĐts foƌ the 

Ǉeaƌ. The PlaŶ aŶd DesigŶ DiǀisioŶ shall ďe ƌespoŶsiďle iŶ eŶsuƌiŶg that teĐhŶiĐal doĐuŵeŶts Ŷeeded foƌ the 

eǆeĐutioŶ of pƌojeĐts aƌe Đoŵplete aŶd updated as appƌopƌiate. 

 

  CoŶĐeƌŶed depaƌtŵeŶt/diǀisioŶs shall eŶsuƌe that seƌǀiĐes aƌe deliǀeƌed ǁith ƋualitǇ aŶd iŶ 

ĐoŶsoŶaŶĐe ǁith estaďlished pƌoĐeduƌes. The ďudget plaŶ shall ďe pƌepaƌed ďased oŶ the AŶŶual 

PƌoĐuƌeŵeŶt PlaŶ of the ǁateƌ distƌiĐt. 

 

RefeƌeŶĐe: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϴ.ϭ OpeƌatioŶal PlaŶŶiŶg aŶd CoŶtƌol PlaŶŶiŶg CoŶtƌol PƌoĐeduƌe ;CKWD-QP-OGM-ϬϬϯͿ 

PƌojeĐt PlaŶŶiŶg aŶd DesigŶ DeǀelopŵeŶt CoŶtƌol PƌoĐeduƌe ;CKWD-QP-PWRD-ϬϬϮͿ  

Budget CoŶtƌol PƌoĐeduƌe ;CKWD-QP-AFD-ϬϬϮͿ 

 

 

     ϴ.Ϯ    ReƋuiƌeŵeŶts of PƌoduĐts aŶd SeƌviĐes 

 

         ϴ.Ϯ.ϭ    Custoŵeƌ CoŵŵuŶiĐatioŶ 

 

  CoŶĐeƌŶed depaƌtŵeŶt/diǀisioŶ/seĐtioŶ shall ĐoŵŵuŶiĐate aŶǇ of the folloǁiŶg to its Đustoŵeƌs: 

 Service Information 

 Amendments of service requirements  

 Response to customer feedbacks 

 Response to Administrative Complaints 

Custoŵeƌ CoŵplaiŶts shall ďe haŶdled ďǇ the CoŵŵeƌĐial “eƌǀiĐes DiǀisioŶ ǁhile the AdŵiŶistƌatiǀe 

CoŵplaiŶts shall ďe haŶdled ďǇ the AHRD ďased oŶ Reǀised Rules oŶ AdŵiŶistƌatiǀe Cases iŶ the Ciǀil “eƌǀiĐe. 

 

  ϴ.Ϯ.Ϯ    DeteƌŵiŶiŶg ReƋuiƌeŵeŶts foƌ PƌoduĐts aŶd SeƌviĐes 

 

 The CITY OF KORONADAL WATER DISTRICT shall determine requirements related to the service to 

be offered, establish procedures for services offered by the Water District and the requirements to avail 



 Republic of the Philippines 

City of Koronadal Water District 

Block I, Casa Subd., Zone III, 
City of Koronadal, South Cotabato 

DOC ID No.: 

CKWD-QM-ISO-001 
Date of Issuance: 

02-03-2017 

Division/Section: 
- 

Revision No.: 

O 

TITLE: QUALITY MANUAL 
Date of Revision: 

- 

 

This doĐuŵeŶt is updated aŶd ĐoŶtƌolled if it ďeaƌs the ƌed ͞CONTROLLED COPY͟ 
staŵp. Otheƌǁise, please ƌefeƌ to the DoĐuŵeŶt CoŶtƌol CeŶteƌ ;DCCͿ foƌ updated 
ĐopǇ. 

RegistƌatioŶ Date: - 

DistƌiďutioŶ Date: - 

Page Nuŵďeƌ: Page Ϯϭ of ϯϭ 

 

such services shall be defined in the CKWD’s CitizeŶ’s Chaƌteƌ.  CoŶĐeƌŶed depaƌtŵeŶt/diǀisioŶ/seĐtioŶ 

shall review the requirements and ensure its completeness prior to processing of service. Service shall 

not be provided unless requirements are satisfied. 

 

 The Philippine National Standards for Drinking Water shall serve as the basis for determining the 

requirements for water quality. 

  

Reference: 

ISO 9001:2015 Clause 8.2.1 Customer Communication 

ISO 9001:2015 Clause 8.2.2 Determining the Requirements for products and services  

ISO 9001:2015 Clause 8.2.3 Review of the Requirements for products and services 

ISO 9001:2015 Clause 8.2.4 Changes to Requirements for Products and Services  

Handling Customer Complaints Procedure (CKWD-QP-CSD-003) 

New Service Connection Application Procedure (CKWD-QP-CSD-001) 

 

 

 ϴ.ϯ    CoŶtƌol of EǆteƌŶallǇ Pƌovided PƌoĐesses, PƌoduĐts aŶd SeƌviĐes 

 

 PƌoĐuƌeŵeŶt pƌoĐeduƌe pƌoǀides the guideliŶes oŶ the ƌeƋuisitioŶ aŶd puƌĐhase of all goods aŶd 

seƌǀiĐes Ŷeeded ďǇ CITY OF KORONADAL WATER DI“TRICT.  ReƋuestiŶg DepaƌtŵeŶt / DiǀisioŶ shall foƌǁaƌd 

the PuƌĐhase ReƋuest to the PƌoĐuƌeŵeŶt OffiĐeƌ ǁho shall eŶdoƌse the PR to the BAC to ideŶtifǇ the Mode 

of PƌoĐuƌeŵeŶt. 

 

 BAC shall ďe ƌespoŶsiďle foƌ the seleĐtioŶ, eǀaluatioŶ, appƌoǀal aŶd disƋualifiĐatioŶ of eǆteƌŶal 

pƌoǀideƌs.  It shall ďe ƌespoŶsiďle foƌ the ƌegistƌatioŶ aŶd disƋualifiĐatioŶ of a poteŶtial aŶd eǆistiŶg supplieƌ 

aŶd also ďe ƌespoŶsiďle foƌ ŵaiŶtaiŶiŶg aŶd updatiŶg the “upplieƌ’s List. 

 

 The AdŵiŶistƌatiǀe aŶd GeŶeƌal “eƌǀiĐes DepaƌtŵeŶt shall ŵoŶitoƌ all puƌĐhase oƌdeƌs agaiŶst 

deliǀeƌǇ usiŶg the PuƌĐhase Oƌdeƌ MoŶitoƌiŶg.  It shall also ďe ƌespoŶsiďle foƌ the supplieƌ peƌfoƌŵaŶĐe 

eǀaluatioŶ. 

 

RefeƌeŶĐe: 

I“O ϵϬϬϭ:ϮϬϭϱ Clause ϴ.ϰ CoŶtƌol of EǆteƌŶallǇ  pƌoǀides pƌoĐesses, pƌoduĐts aŶd seƌǀiĐes  

List of EǆteƌŶal Pƌoǀideƌs PƌoĐeduƌe ;CKWD-QP-G“D-ϬϬϰͿ 

 PƌoĐuƌeŵeŶt CoŶtƌol PƌoĐeduƌe ;CKWD-QP-AHRD-ϬϬϰͿ 
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8.4    Production and Service Provision  

 

8.4.1 Control of Production and Service Provision  

 

   The production of water is performed under controlled conditions by ensuring that:  

 

 Submersible pumps and boosters are maintained in good running condition.  

 Water is treated with chlorine prior to distribution.  

 Testing to ensure that it conforms to the PNSDW requirements;  

 

 Bacteriological testing is conducted weekly, at one sample for every 1,000 service 

connection Physical and Chemical analysis, in the other hand is conducted semi-annually at sources  

 

 Qualified personnel are deployed to operate the pumping stations and perform water 

quality monitoring. Pump Operators conducts the monitoring, recording and reporting to crystal 

base of the following parameters:  

 

 Residual Chlorine  

 Voltage supply at the load side.  

 Current reading of the sub-motor.  

 Flow rate reading at flow meter.  

 Pressure reading at discharge line.  

 Level of water at ground reservoir or elevated steel tanks.  

 

Water is then distributed to the concessionaire through the constructed pipelines. 

 

 The Customer Services Division performs the meter reading and bill distribution and collection of 

payments for water bills and other fees shall be the responsible of the Accounting, Budgeting and Cash 

Management Division.  Delinquent accounts are monitored and are ordered for disconnection if no 

actions were made. 

 

 Another service provided by the water district is the conduct of bacteriological analysis from outside 

sources (clients). Test shall be performed based on the defined procedure and the Work Instruction for 

bacteriological analysis. 
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8.4.2       Identification and Traceability  

 

  The Construction and Maintenance Division shall be responsible in preparation of water meter 

numbers for schedule of releasing in series order.  Water meter numbers are recorded on the accounts of 

each concessionaire for traceability.  

 

8.4.3      Property Belonging to Customer or External Providers  

 

The water meters are maintained in accordance with the Water Meter Management     Procedure.  

Unserviceable water meters are identified and are dismantled for disposal.   Customers shall be notified and 

a new water meter shall be installed.  

 

8.4.4      Preservation  

 

A Stockroom Control Procedure was defined to provide guidance on the identification, storage, 

handling and protection of supplies.  

      

Reference:  

 

ISO 9001:2015 Clause 8.5.1 Control of Production and Service Provision  

ISO 9001:2015 Clause 8.5.2 Identification and Traceability  

ISO 9001:2015 Clause 8.5.3 Property belonging to customers or external providers  

ISO 9001:2015 Clause 8.5.4 Preservation  

Water Production Procedure (CKWD-QP-PWRD-001)  

ISO 9001:2015 Clause 8.5.5 Post-Delivery Activities  

New Service Connection Application Procedure (CKWD-QP-COMD-001)  

Generator Set Operating Procedure (CKWD-QP-PWRD-002)  

Meter Reading and Bill Distribution Procedure (CKWD-QP-COMD-004)  

Maintenance of Conduit Procedure (CKWD-QP-CMD-002)  

Water Meter Management Procedure (CKWD-QP-CMD-001)  

Water Quality Monitoring Procedure (CKWD-QP-PWRD-001)  

Water Distribution Restoration Procedure (CKWD-QP-CMD-003)  

Leakage Control Management Procedure (CKWD-QP-CMD-001) 
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9.0    PERFORMANCE EVALUATION 

 

9.1   Monitoring and Measurement of Processes & Services  

 

      9.1.1   General 
  

Departments/Division/Section shall monitor and measure the performance indicators of 

their processes to ensure conformance with the Quality Management System requirements. 

When targets are not met, correction and corrective action shall be taken, as appropriate. 

 

The External Service Provider shall be employed to conduct, tabulate and summarize the data 

gathered during the survey. It shall also interpret results of the survey through charts, figures and 

narratives. The survey shall be conducted within the established time frame and be reported to the 

Corporate Planning Committee. The Commercial Services Division shall monitor negative publicities 

about the agency in internet forums, social media, and the tri-media, and reports the negative 

publicities to immediate supervisor. It shall also collect and summarize content of feedback  forms, 

monitor accomplishments of service requests and reports the results to the concerned department 

and to the OGM.  

  

The General Manager issues further instructions as he may see fit with respect to  the results of 

the survey and feedback summary.   All Department/Division Managers and/or Section Heads shall 

ensure implementation of instructions of the General Manager with respect to the results of the 

survey.  

 

Reference:  

ISO 9001:2015 Clause 9.1.2 Customer Satisfaction  

ISO 9001:2015 Clause 8.2.1 Customer Communication  

Customer Satisfaction Control Procedure (CKWD-QP-OGM-004) 

 

The CITY OF KORONADAL WATER DISTRICT shall employ a monitoring system to measure and 

verify that the service requirements are met and are carried out under controlled condition during all 

stages of service realization process. 

Reference:  

ISO 9001:2015 Clause 9.1.1 General (Monitoring, Measurement, Analysis and Evaluation)  

Customer Accounts Monitoring Procedure (CKWD-QP-COMD-002)  

Water Quality Monitoring Procedure (CKWD-QP-PWRD-001)  

Leakage Control Management Procedure (CKWD-QP-CMD-001)  

Financial Statement Preparation Procedure (CKWD-QP-AFD-004) 
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9.1.2    Customer Satisfaction  

  

The Commercial Services Division shall be responsible for receiving and acknowledging the 

receipt of the complaints and coordinate the investigation to all concerned department / division / 

section. Customer Satisfaction can be measured through the following:  

 

o Quality Performance indices  

o Promptness of service to clients  

o Surveys/Questionnaires to clients  

o Customer Feedback form  

o Rating coming from the clients 

 

The Corporate Planning Committee shall ensure the conduct of public assessment of service, 

through an external service provider, twice a year or as the need arises.  

 

9.1.2.1   It shall also check data analysis, recommend course of action, if needed, and  

submit the survey results and recommendations to the Management. 

 

9.1.3   Analysis and Evaluation  

 

The analysis and collection of data shall focus on the areas of customer satisfaction, service 

peƌfoƌŵaŶĐe tƌeŶds, eǆteƌŶal pƌoǀideƌs’ peƌfoƌŵaŶĐe, effeĐtiǀeŶess of aĐtioŶs to addƌess ƌisks aŶd 

opportunities, internal audit results and non-conformance found during the execution of the service. 

The results of the analysis can contribute to the improvement of the QMS and measurement of the 

quality objectives.  

 

Reference:  

 

ISO 9001:2015 Clause 9.1.3 Analysis and Evaluation  

Management Review Procedure (CKWD-QP-ISO-002)  

List of External Providers Control Procedure (CKWD-QP-GSD-004)  

Risk & Opportunities Control Procedure (CKWD-QP-ISO-001) 

 

9.2    Internal Audit  

 

Internal Audit is planned to implement, verify and to determine the effective implementation of the 

Quality Management System. To continuously improve the documented procedures for the performance 
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of Quality Management System an internal audit shall be carried out. Taking into consideration the status 

and importance of processes, areas to be audited as well as the results of previous audits,   an audit is to 

be conducted within the organization at least twice a year or as need arises depending on the 

implementation of the QMS to measure the effectiveness of the established quality management 

system.  

 

The ISO Facilitator shall select and train the lead auditor and auditors, quality team, that shall 

maintain the record of certifying auditor qualification.   The auditors of CITY OF KORONADAL WATER 

DISTRICT must have attended and completed the internal auditing training course conducted by a 

qualified trainer.  

 

The ISO Facilitator shall prepare the Annual Audit Plan, have it reviewed and approved by   the 

General Manager. It also includes matters such as training, non-conformances corrective action, 

customer complaints or the degree of importance depending on the QMS  and process performance 

monitoring during the implementation and review on the  effectiveness of the QMS.  The ISO Facilitator 

shall approve the Detailed Audit Itinerary. 

 

The auditor shall conduct the verification and investigation on the basis of the objective evidence to 

the specified requirement and record on the checklist.  The auditor shall record and summarize the audit 

contents and the non-conformances found during the audit based on the checklist, documented Quality 

Management System and ISO standard.  

 

Upon completion of the audit and before the closing meeting, the audit team shall have an auditoƌ’s 

wrap-up meeting to evaluate the audit results and prepare the corrective action request (CAR) to the 

non-conformances found during the audit and all other agenda in the review input in the standard. 

 

 After the audit team meeting, the lead auditor shall hold the closing meeting and present   the audit 

results to ensure that these are understood and accepted by the audited section.  The auditor shall verify 

the closing of the non-conformance based on the committed implementation date in the CAR. 

 

The ISO Facilitator shall verify effectiveness of the action taken and report it to the  General 

Manager. The report shall be presented during the management review meeting.  

 

Auditors are required to participate for at least twice (2) a year. If the auditor is inactive and is not 

participating during audits, the auditor is required to undergo re-qualification process before being 

reactivated to join the audit team.  
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   Reference:  

   ISO 9001:2015 Clause 9.2 Internal Audit  

   Internal Audit Procedure (CKWD-QP-ISO-005)  

   Corrective Action Procedure (CKWD-QP-ISO-003)  

   Control of Nonconforming Services Procedure (CKWD-QP-ISO-004)  

 

9.3  Management Review  

 

Management Review is established to effectively manage the conduct of a Quality Management 

Review System to check and ensure the effectiveness and suitability of the quality management system being 

implemented by the entire CITY OF KORONADAL WATER DISTRICT.  

 

The review shall be done twice a year. This shall be undertaken in accordance with the   

management review procedure. 

 

To allow the management to carry out meaningful evaluation of the QMS, necessary information and 

data shall be collected and made available during the review process. The agenda for the management 

review shall include the following:  

 

 The status of actions from previous management reviews  

 Changes in External and internal issues that are relevant to the QMS,  Needs and expectations of 

interested parties, QMS Policy and QMS Objectives 

 Information on the performance and effectiveness of the QMS including trends in:  

 

o Customer satisfaction and feedback from relevant interested parties;  

o The extent to which quality objectives have been met;  

o Process performance and conformity of products and services;  

o Nonconformities and Corrective actions;  

o Monitoring and Measurement results:  

o Audit results; 

o The performance of external providers 

 

  Adequacy of Resources  

  Relevant communications from interested parties, including complaints 

 The effectiveness of actions taken to address risks and opportunities 

 Opportunities for improvement  
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Irregular committee meetings can be held if the General Manager needs the committee or if the ISO 

Facilitator or any member of the committee suggests special matters to the General Manager. In the case, 

the committee meeting can only be held if the General Manager has reviewed and approved it.  

 

 ISO Facilitator shall notify the committee members to hold the committee meeting at least 

a week before the actual meeting. Members shall prepare needed documents and materials before holding 

the regular committee meetings.  

 

The General Manager shall decide the schedule, responsible members for the decided corrective 

action, and notify them to complete the corrective action within the due date under the cooperation of 

section concerned if needed.  

 

The ISO Facilitator / Department & Division Managers shall monitor the status of their solution 

during the meeting.  

 

  Reference:  

ISO 9001:2015 Clause 9.3 Management Review  

Management Review Procedure (CKWD-QP-ISO-002) 

 

 

 

 

10.0    IMPROVEMENT 

 

10.1 Nonconformity and Corrective Action  

 

 

Corrective Action Procedure was established to investigate and determine the causes of the 

problems and nonconformities (including complaints) occurring to all quality assurance stages such as in 

dealing with external providers, monitoring, measurement, production process, customer complaints, 

internal and external audit and any system improvement processes of CITY OF KORONADAL WATER DISTRICT. 

This procedure also involves the process of taking the follow-up activities to prevent and eliminate 

recurrence of the nonconformance or problems encountered. 

 

   The prepared CAR shall be reviewed by the requesting section head and the CAR form shall be 

forwarded to MR for approval before recording in CAR Control Register.  
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The CAR No. shall be given by the DCC and the original copy of the CAR shall be sent to the 

concerned department/division/section after recording it in the CAR Control Register. Upon closing the CAR, 

the original copy shall be sent to the DCC while the duplicate shall be disposed.  

 

The effectiveness of the action taken shall be closed after two (2) months of implementation to 

determine if the established corrective action if suitable and verify if it is continuously being implemented.  

 

 

The ISO Facilitator shall be responsible for finding the status of the total controlled CAR recorded in 

the CAR Control Register every month and report them in the scheduled management review.  

 

  Reference:  

 

  ISO 9001:2015 Clause 10.2 Nonconformity and Corrective Action  

  Corrective Action Procedure (CKWD-QP-ISO-003)  

  Control of Nonconforming Services Procedure (CKWD-QP-ISO-004)  

  Handling Customer Complaints Procedure (CKWD-QP-COMD-003)  

 

 

10.2     Continual Improvement  

 

The CITY OF KORONADAL WATER DISTRICT determines areas for improvement based on the results 

of analysis and evaluation of data, review outputs of the Management Review and the Risks anD 

Opportunities determined during the planning stage. 

 

Reference:  

ISO 9001:2015 Clause 10.1 General  

ISO 9001:2015 Clause 10.3 Continual Improvement  

Corrective Action Procedure (CKWD-QP-ISO-003)   

Management Review Procedure (CKWD-QP-ISO-002) 
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11.0  ATTACHMENT 1:   QUALITY POLICY  

 

Strategic Direction  

 

VISION 

A pƌogƌessiǀe self-sustaiŶiŶg pƌoǀideƌ of suffiĐieŶt potaďle ǁateƌ supplǇ aŶd ƋualitǇ seƌǀiĐe iŶ the CitǇ of 

KoƌoŶadal. 

 

MISSION 

As a public utility firm, CKWD is committed to promote the well-being of the people of Koronadal 

through effective and efficient delivery of potable and sustainable water supply, better quality and 

responsive services, utilization of modern technology, enhancement of its human resource capability and the 

transformation of the district into one of the most progressive and viable water district in the Province of 

South Cotabato.  

 

QUALITY POLICY  

With the commitment to provide high-ƋualitǇ ǁateƌ seƌǀiĐes at all tiŵes to the puďliĐ aŶd ŵaiŶtaiŶ 

ƋualitǇ of seƌǀiĐe aŶd ĐoŶsisteŶĐǇ iŶ its opeƌatioŶ, ǁe iŶ the CITY OF KORONADAL WATER DISTRICT, a water 

service provider shall adopt and adhere to the following principles:  

 

1. We conscientiously adhere to our service standards and strive for excellence in our operational 

efficiencies in customer service.  

2.  Compliance to all applicable statutory and legal requirements.  

3. Well-balanced communication to all our employees and stakeholders.  

4.  Engage competent personnel and provide continuous personnel training and development 

5. Consistently implement all the controls identified in all our processes.  

6. We adapt new systems and procedures for continuous efficiency and innovative services. 

7. Regularly review the performance of our Quality Management System and the result will be one of 

the inputs to continual improvement.  

 

Approved by: 

 

MR. REY J. VARGAS  

General Manager  

 

ATTACHMENT 2: BUSINESS PROCESS 

ATTACHMENT 3: ORGANIZATI0NAL STRUCTURE 
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