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CONFIDENTIALI TY AND DISTRIBUTION

This manual shall be treated as confidential. Controlled copies are issued to named individuals identified as keepers. They
are responsible for safekeeping and prompt following of the procedure for any amendment or revision as listed below:
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I Laboratory (Quality Control Division)

I Human Resource Division

10 Finance

11 Production

Uncontrolled copies of the Manual may be distributed to clients and other interested parties when considered commercially
beneficial or when demanded as a contract requirement" All extemal distribution is subject to the recommendation of the
Top Management. Any uncontrolled copy distributed to extemal parties shall not form part of the controlled dislribution and

therefore need not be updated.

A controlled copy of the Manual and Documented Infonnation is issued each to the Top Management and respective
departments. The certifying body shall be given an uncontrolled copy of the Manual and Documented lnformation upon their
request.

I,O INTRODUCTION

{,, COI\frPANY BACKGROUND

The Municipality of Calamba used to managethe watersystem of the town as early as 1926. However, in
1956, the NationaMhterworks and Sewerage System Authority (NA\A/\SA) was created to oversee the
water system management of the whole province of Laguna. ln 1 964, the supervision and
management of the water system was given back to the municipal government.

Realizing the necessity for adequate supply of potable water for domestic and industrial use in the locality, the
Municipal Council of Calamba, headed bythen MayorTaciano Rizal, adoptedand approved ResolutionNo.82,
Series of 1974on August 7, 1974. The resolution providesthecreationof theCalamba UlhbrDistrict {CWD}
covering all areas within the geographic boundaries of the municipality, and transferring all existing facilities
into the jurisdiction and ownership of CWD, pursuant to Presidential Decree 1gB (PD 198).

On Septe m ber 04, 't I76 , LWUA which is likewise created through PD 198 to supervise all local water districts,

awarded theConditionalCertif icate of Conformance # 29 to CWD after the latter had completed
iheminimum requirements to form a District, granting the CWD the right and privileges to function
as such, as prescrib ed in the PD 198. During its early years, CWD is servicing around 700
concessionaires only. Good management and hard work paid off that in a span of three decades, its
coverage and number of concessionaires grew significantly to over 54,182. Additionally, from an original
single water source, the Bucal Pumping Station, CWD now has 64 pumping stations to date.

Unwavering in its effort to expand and provide water to eter the neds of its covered areas, CWD
fccused its eyes on the improvement of existing structures, construction of new pumping

stations, and installation of pipelines.

.l.2 APPLICATION OF THE QUALITY MANAGEI'IENT SYSTEM

G:lilD has established a quality management sysiem that defines processes and sub-systems cleady understood and

managed by qualified and competent personnel. The scope of the company's quality management system for
certification includes the compant's main service whicfr is water system management. The company's quality
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management system is documented to ensure fulfillment of the needs and expectations of customers and other
inlerested parties, and the extent of documentation is appropriate to the compant's policy. Standard Used: ISO 9001:
2015, Quality Management System.

This quality manual describes the quality management system of the Calamba Water District Laboratory. lts scope is:

Water Distribution and Testing Services.

1.2.1The Quality Management System is applicable to the:

The Calamba Water District laboratory's purpose is to ensure that the goals and objectives are systematically and
consistently achieved. lt is comprise of the adivities which enables the laboratory to deliver its services- lt includes
the Quality Policy, Quality Manual, $tandard Procedures, Work lnstruc*ions and Quality Records.

All documents are structured in accordance to the requirements of the standard. The changes made to existing
documents are communicated to all personnel concerned and is acknowledged by the Head of the Laboratory.

1.2.2 As part of the analytical services of Calamba Water District, The Laboratory Division provides microbiological
testing aiming to identify potentially dangerous soures of water to safeguard the health of the people.

This manual should facilitate the transfer of information necessary during inspection, review and training.
"Process of participating in the eligibility process procedures, submit bid proposals and implement awarded
contract. Timely tumover of completed projects to the satisfaction of customefs requirements and compliance to
Statutory and Regulatory requirements' Reduce customef s complaint and minimize reworks.

1.2.3 The Quality Management System described in this manual complies with the applicable requirements of ISO
9001:2015, and R.A. 9184 (Govemment Procurement Reform Ad,22 July 2006) and compliance to $tatutory and
Regulatory Requirements.

The Business Process Map (BPM) (Appendix AJ attached to this manual identifies the processes needed for the QMS
and their application. lt also shows the sequence and interaction of these processes.

1"3 Exdusion: Section 8.3 - Design andlor Development, including all subsections within this clause Justification: CWD does
not design or develop the services that it provides. All service specifications are defined by customers and outsourced
service providers in terms of materials and other technical services. CUIID as accredited with the Waier District
managementthe Presidential Decree (PD)198, asamendedbythePDT6Sandl4T9,otherwise knownastheLocal
Water Utilities Act of 1973, paved the way for the creation of the Local Water Utilities Administration (LWUA) to
extend financial aid and assist urban and rural water users through loans, trainings, and other forms of technical
assistance. and responsibiti$ is laid on the shoulder of the General Manager.

1.4 Provision for Extemal Providers: For details please refer to General Purchasing Process (CWD-PUR-0O1).

CUIID team undergoes trainings relevant to their work and specialization to equip them with the necessary
knowledge and skills, and enhance their capabilities, with the highest degree of service to flow and relates with the
present trends in construction business management. CWD is committed to perform its duties and responsibilities to
protect and satisfies customefs interest. lt is in this regard that we aim to establish, implement and maintain a
quality management system to help create an environment conducive to healthy and fair competition among other
contracfors and shall continually establish mechanisms for more efficient and effeclive, customer focus and delivery
of quality work services to our clients and all interested customers, where ISO 9001:2015 QMS comes along.
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As an Organization with dedicated and motivated management personnel, we are committed to the continual improvement in

introducing responsive and meaningful reforms to promote professionalism in the delivery of timely services to protecl
customeds interest and promote public safety and continual improvement for custome/s satisfaction.

2.0 REFERENCE DOGUMENTS AND ORGANIZATION OF THE QUALIW MANUAL

2.1 The following documents contain provisions refened in this manual, and form part of the company's quality system.

- ISO 9001:2015 Quality Management Systems - Requirements
- R.A. 9184 (Govemment Procurement Reform Acti
- Quality Procedures (Mandatory and Non-mandatory)
- Process Procedures
- Department Order No.13 (Department of Labor & Employment)

Occupationai Satety and Hea'lth
- Building Code of the Philippines (P.D. 1016)
- Soft wares and Hard wares
- Regulatory & Statutory Requirements
- Philippine ElectricalCode

2.2 Sections 4.0 to 10.0 of this manual are aligned with the Quality Management System Requirements Clause
numbering of ISO 9001: 2015 standard.

2.3 This Quality Manual shall be controlled as per Control of Documented lnformation (CWD-DCGOO1)

2.4 TERMS AND DEFINITIONS
2.4.1 Aur QMS uses the same intemationally recognized terms, vocabulary and definitions given in ISO 9001:2015.

3,0 RESPONSIBILIry

3.1 Cl,lr$ team undergoes trainings relevant to their work and specialization to equip them with the necessary
knowledge and skills, and enhance their capabilities, with the highest degree of service to flow and relates with
the present trends in constrnrction business management. CUI|D is committed to perform its duties and

responsibilities to protect and satisfies customefs interest. lt is in this regard that we aim to establish,
implement and maintain a qualig management system to help create an environment conducive to healthy and
fair competition among other Water District Management and shall continually establish mechanisms for more
efficient and effective, customer focus and delivery of quality work services to our clients and all interested
customers, where ISO 9001:2015 QMS comes along.

As an Organization with dedicated and motivated management personnel, we are committed to the mntinual
improvement in intnoducing responsive and meaningful reforms to promote protessionalism in the delivery of

timely services to protect customefs interest and promote public safety and continual improvement for
custornef s satisfaction.

All personnel with responsibility and authority to manage, perform, and verify work affecting product quality,

whetherdirectly and indirectly, haye the arganizatianal freedom as defined by:
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The General Manager is the overall authority and assumes all the responsibility and commitment in ensuring that the

requirements of ISO 9001: 2015, and CWD's Quality Management System are effectively implemented, maintained, and

suited at all levels of organization.

The General Manager has the authority to recommend, appoint, and assign personnel any responsibility helshe deemed
necessary for implementing the Quality Management System. The General Manager and the lnternal Quality Auditors {lQA)
have the responsibility to validate all the nonconformities found during audits of the Quality Management System against

requirements of ISO 9001.

They are tasked to maintain AnnualAudit Plan. They may verify the suitability and effectiveness of all conective and taken.

The tntemal Qualig Auditors (lQA) are responsible to make audit plan and conducting regular audits to ascertain and gauge

the effec{iveness of the Quality Management System.

The Document Controller is responsible in securing the distribution of all documented information required by the Standard
and by the company. Also, tasked of ensuring that only authorized relevant copies are used by copy holders.

ln cases of prolonged absence of key personnel, respective head of each section and the Administration Head shall release

an appointment and issue a memorandum designating personnel qualified for the job to act in behalf of the absent
persorinet. However, for positions other than key personnel, no memorandum is required when the head of the section

assigns the personnel with the same capability as the one absent.

Head of Laboratory
r Manages the administrative and technical operations of the laboratory
. Plans programs and activities
r Consults and advices on technical problems
r Manages the extemal Quality Assurance Program
r lnitiates studies to improve / update existing technologies

Supervisor
e Participates in laboratory planning and laboratory management
. Solves significant microbiological problems that require a higher than bench-level skitl and knowledge
. Consults and advices procedural problems
r Provides expert testimony, interprets results
r Recommends standards or action for regulatory programs

Analyst
. Performs microbiological iests with minimum supervision
o Participates in the Quality Assurance Program
r Directs the collection and storage of samples
. Supervises preparation of glassware and media
. Summarized data and prepares report ftom the results
o Controls and maintain equipment

Technician
r Assist Analyst in other work assignments
r Preparation of glassware and media
r Filing of records
. Upkeep inventory of equipment, glassware, reagents and media

4.0 QUALITY MANAGEMENT SYSTEM POLICY
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. Relatrbnships with interested par&bs

. Perception{values of interested pafiies

. Sfandards, guidelines and models adopted
, Contractualrelatianships
. Patentialcanflicts, Processes forresolving conflids
. Social cusfoms
. Management's abilities
. Pnonlies
. Root euse analysrs abilities
. lmprovement tools and abilities to apply
, Abilily to motivate workforce
. Project managementexpertise- new off'es
. Understarding and experience in implementing ISO 90Oi
. Co-opention of worWorce

Example extemal issues could indude, but are not limited to:

, Political, economic, social, technological, legal and regulatory - Laws changing ,affecting product conformity,
minimum wage changing, evolutions in more efficient machinery affecting price

' Oyerall economic performance in the country - above EU norm (positive)
. Competitive environment * overall low-cost of entry in to the market
. E@nomic plans forfuture -etc
. The nature and impact of economy on market -etc
. Customer demographic -etc
. General levels of consumer confidence -etc
. Customer expectation -etc
. Standardization and certification within the industry -etc
. Regulation within the industry generally -etc

' Trade associations and lobbying powers -etc
. lmpact on neighbors. -etc

External issues

. Cantrac:tual arrengements - genenlly within the sector

. Cornpetitive environment - overall low cost of entry into the marl<et
, Legislation, e.g. employment of non-nationals
, Regulation within the industry genenlly
. Overallcampetition within the recruitment secfor
. Overallecanomic climate in the country
. Countries environmental requirements affeding praducts and srrabe
. Technotogy advanres
, Sfandardization and ceftification within the indudry
. Client cansideration of bringing experfise in-hause
. Client warking environment other trades working alongside us,
, Client configuntian changes during in#allation
. Relationsfirpswithexternalinterestedparties
. Perception{values of external interested parties
. Key drivers and trcnds
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. Wo*force culturc within the secforand country

. Extemat inspectionVaodtfs

. Compe#fors ceases tnding

. Availability of raw materials

. Pawer cuts in countries. Auailability of erternal providers - machinery maintenanoe etc.

CWD shall monitor and review information about these extemal and internal issues.

Proess Affecled:

Tap Management
Human Resource
Ma*eting and Eusrness Development
Purc.hasing
Supporting Documents

4.2 Understanding the needs and expec{ations of interested parties

Due to their effect or potential effect on the CVIID's ability to consistently provide products and services that meet customer
and applicable statutory and regulatory requirements, CWB shall determine:

a) the interested parties that are relevant to the quality management system;
b) the requirements of these interested parties that are relevant to the quality management system.

CSID shall monitor and review information about these interested parties and their relevant requirements.

The extemal contexfs micro-environment consists of the organization's immediate operations and how they affec* its
performance and decision-making. These factors have a direct impact on the success of the organization. lt is important to
have a full analysis of the micro-environment before moving to strategy development. Here are some of the micro-
environmental context faclors.

. Customers:
Organizations must attract and retain customers by offering products services that meet their needs along with
providing excellent customer service.

. EmploFes:
There must be availability of people with the motivation to remain as contributing members of the organization and
develop the skills necessary to provide a competitive edge.

' $uppliens:
Suppliers provide organizations with the resources they need to carry out their activities. lf a supplier provides bad

service, this affects the way the organization operates. Close supplier relationships are an effective way to remain
competitive and secure the resources needed

. lnvestors:
All organizations require investment to grow. They may bonow money from a bank or from a Govemment Financing
lnstitution to invest in their proposed work projects. Relationships with investors need to be managed carefully as
problems can detrimentally affect the longterm success of the organization

. Media:
Positive media attention can bring success to the organization by maintaining its reputation strength. Managing the
media (including the presence in social media) is a challenge.

Ma$er Copy Stamp: Copy Stamp: hportant Note:

This documented information is
natta be repraduced in any farm
without permissian; and shall not
be disearded unless superseded
by a revised issue.

C@y Hoider/ Nc of Copies
ia<rd'

CAL/rMBr\WD

6th{i FCA
SOPY

sfineo: ?T*fur

1a 10

1b 1a

12

3

4 1A

6 16

l"-vy -tl
OATI-::

7 17

18

I {o



CALAMBA WATER DISTRICT ffi.
TITLE: QUALITY MANAGEMENT $YSTEM MANUAL

DOC. NO. CWIQM -001 REVISION NO. OO EFFECTIVE DATE: December 28, 2016 Page 11 of43

. ComFtitorc: Members of the organization need to have a sense of belongingness. Competitor analysis and

monitoring is gucial if an organization is to maintain or improve its position in thecompetitive landscape of the

communiiy. The organization must always be aware of its competitor's activities. The landscape can change quickly.

RELEVANT INTERESTED PARTIES:

RELEVANT INTERESTED PARTY INTERNAL OR EXTERTTIAL REASON FOR INTEREST

Customers Extemal Direct Recipient of our Product and
Services

Employees lntemal Responsible for realization of our
oroducts

End-Users Extemal Our products will be utilized by the
oublic

Suppliers Extemal Provide supporting Services or raw
materials

Regulators (Govemment) Extemal Dictate controlling regulations that
impact on the management sYstem
and our oroducts

Public External Failure of our products could impact
on public safety

Certifying Body Extemal Assess conformity of the company
against ISO 9001 and so must be
keot notified of chanqes to tte QMS

Compeiitors Extemal Provide challenges to our ability to
provide products and services to the
customers

Management System Consultant External Provide information on ISO 9001 ancl

must be kept notified of changes to
QMS during application/maintenance
for ISO certilication/accreditation.

4.3 lletennining the scope of quality management system

The organization shall determine the boundaries and applicability of the quality management system to establish its scope.

trftften determining this scope, the company shall consider:

a) the extemaland intemal issues refened to in 4.1;

b) the requirements of relevant interested parties refened to in 4.2;

c) the products and services of the c,ompany.

G:?llD shall apply alt the requirements of this international Standard if they are applicable within the determined scope of its

quality managernent system.

The scope of CVIID's quality management system shall be available and be maintained as documented information. The

scope shall state the types of products and services covered, and have justification for any requirement of the lntemational

Standard that CWD determines not applicable to the scope of its quality management system.
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Conformity to the lntemational Standard may only be claimed if the requirements determined as not being applicable do not
afiect the compant's ability or responsibility to ensure the conformity of its products and services and the enhancement of
customer satisfaction.

4.4 Quality managenrent system and its processes

To meet the requirements of our company's QMS, the following quality activities shall be established, implemented and
communicated accordingly:

- Setting of Quality Policy
- Setting of Quali$ Objectives and Targets
- Clariftcation and awareness of the set company quality standards
- Documentation to control, implement and maintain Organization's procedures
- ldentification of statutory and regulatory requirements
- Relevant training of personnel
- ldentification, preparation and maintenance of quality records
- Reyiew and update when there are any changes of the Quality Management System.
- lmprovement of the Quality Management System.

Our Management Review Process (CWD-TM-003), Contnrl of Documented lnformation (CWD-DCG001) and lntemal
Quali$ Audit Proc,ess (CWD-|QA-O01) shall ensure the integrity of our QMS.

4,4.1 CltrD shall establish, implement, maintain and continually improve a quality management system, including
the processes needed and their interactions, in accordance with Src requilements of this lntemational
Shndard.

Clllf[) shall determine the processes needed for the quality management system and their application throughout the
organization, and shall:

a) determine the inpuis required and the ouQuts expected trom these processes;
b) determine the sequene and interac-tion of these processes;
c) determine and apply the criteria and methods (induding monitoring, measurements and related performance

indicators) needed to ensure the effective operation and control of these processes;
d) determine the resourceE needed for these proce$ses and ensure their availability;
e) assign the responsibilities and authorities for these processes;

0 address the risks and opportunities as determined in accordance with the requirements of 6.1;
g) evaluate these processes and implement any changes needed to ensure that these pro@sses achieve their

intended resulis;
h) improve the processes and the quality management system.

4.4.2 Io fie erfefif recessa(y,tfi€ organiatianslmll:
a) maintain documented infonnation to support the operation of its processes;
b) retain doq.rmented information to have confidence that the proe,esses are being canied out as planned.

5 LEADERSHIP
5.{ Leadership and Commitment
5.{.{ General

Top management shall demonstrate leadership and commitment with respect to the quality management system by:
a) taking accountability for the effecliveness of the quality management system;
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b)

c)
d)
e)
f)

s)
h)
r)

i)

ensuring that the quality policy and quality objeclives are established for the quality management system and are
mmpatible with the context and strategic direction of ihe organization;
ensuring the integration of the quatity management system requirements into the organizations business proce$ses;
promoting the use of the process approach and risk-based thinking;

ensuring that the resources needed for fr"te quality management system are available;
communicating the importance of effective quality man€gement and of conforming to the quality management
system requirements;
ensuring that the quality management system achieves its intended results;
engaging, directing and supporting persons to contribute to the effectiveness of the quality management system;
promoting improvement;
supporting other relevant management roles to demonstrate their leadership es it applies to their areas of
responsibility.

NOTE Reference to "business" in the intemational Standard can be interpreted broadly to mean those activities that are
core to the purposes of the organizations existence, whether the organization is public, private, for profit or non profit

5.{.2 Gustomer Satisfiaction

Top management shall demonstrate leadership and commitment with respect to customer focus by ensuring that:

a) customer and applicable statutory and regulatory requirements are determined, understood and consistently met;

b) the risks and opportunities that can affect conformity of products and services and the ability to enhance customer
satisfaction are detennined and addressed;

c) the focus on enhancing customer satisfaction is maintained.

5.2 POUCY
5.2.1 Quality Policy

QUALITYPOLICY

The Calamh lfilater District is committed to quality by providing a water microbiological testing for a safe drinking water
with the objacfives to meet the needs of our customer at all times. Accordingly, the management of Calamba Water District is
committed to the applicable requirements by ensuring the commitment to continual improvement of the quali$

Sumanga Sr.

shall establish, implement and maintain a quality policy that:
a)
b)
c)
d)

to the purpose and context of the organization and supports its strategic direction;
a framework for setting quality objectives;

includes a commitment to satisfy applicable requirements;
indudes a commitment to continual improvement of the quality management system.

5.2.2 Gommunicating the quality policy
The quality policy shall:
a) be available and be maintained as documented information;
b) be mmmunicated, understood and applied within the organization;
c) be available to relevant interested parties, as appropriate.

Master Copy Samp: Copy Stamp: lmportant Note:

This documented information is
nat ta be reproduced in any form
without permission; and shallnat
be drscarded unless supereeded
by a revised issue.

CopyHolder/No ofCopis
ic€rd'

tn
,tt 11

2 12

3 13

4 14

5 t5
16

7 17

I 18

g t9



CALAMBA WATER DISTRICT
i,l,

'(I>TITLE: QUALITY MANAGEMENT SYSTEM MANUAL
DOC. NO. CWD.QM -001 REVISION NO. OO EFFECTIVE DATE: December2S, 2016 Page 14 of43

The CWD aims the following:
r To communicate to staff the laboratorfs quality policy and quality objectives, to make the staff familiar with the

processes used to achieve compliance with quality requirements
. To inform the Calamba Water District Laboratory's external partners about its quality policy as well its

implemented measures of compliance with quality.

5.3 ORGANIZATIONAL ROLES, RESPONSIBILITIES, AND AUTHORITIES

The Organizationa! Structure is shoam in Appendix C.

The organizational chart of CWD shows the Board of Directors on the topmost portion of the organization as they are the
policy maker. A Board of Director position is considered as inorganic position as they are being appointed by the City
Mayor with a specific term of service. The CWD Board of Directors is headed by the Chairman of the Board.

The General Manager (GM) holds the upper organic position of CWD and is being refened as well as the head of the
agency. The GM shall generate the Companls Organizational Structure and define respective responsibilities and
accountabilities of its personnel.

The GM is responsible for directing and leading the organization to ensure an effective and efficient operation leading to
cxrstomer satisfaction and realization of its mandated contributions to the overall goals of CWD. The GM supported by the
CWD Management are held accountable for the formulation and execution of cunent, short and long-range plans,
objectives, implementation of the CWD functional programs, development and implementation of the Organization's
business plans and policies, and the establishment of controls for efficient operation. The GM leads the Management
Team who are committed to ensure effective implementation and continual improvement of the approved established
QMS.
The respec;tive Department/Section Heads has the overall responsibility for carrying out the functions of hislher
Department I Section. Department I Section responsibilities and authoriiies are defined in this manual and respective
individual responsibility and authoriiies, are also indicated in the respective Job Description and are communicated with
the concemed organization's personnel. Department / Sections functions l responsibilities I authorities are as follows:

a.) Commercial Department
The department is responsible in the marketing of CWD Services. Additional connections aside from the individual
application are made possible through inclusion of projected areas for expansion in the corporate budget and by turn
over of water system.

b) Docx.rments & Records Control Center:

Responsible for the upkeep and control of all lntemal and External Generated Records and Documents, Printing of
related project documents. Control and Custodian of eligibility documents paraphemalia awarded and un awarded
projects and control of externally and intemally generated documents related to the CWD Quality Management System
inctuding Regulatory and Statutory Requirement Documents.

c.) Human Resource Development { Admin - HRD):

The HRD provides support services related to compliance with statutory requirements, organization development,
management development, recruitment, selection & placement, performance appraisal of personnel, competency
development, succession management, job evaluation, recognition & rewards, employee relations, compensation &
benefit, safety & health and employee communications that will enable it to operate efiectively and efftciently.
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Coordinates with re*pective Departments / Section Heads in relation to Training Programs and Plans of regular,
contraetual, On-the-job trainee, detailed (per project type employee) to improve efiiciency and effectiveness in the
performance of their function / assignment, needed by its concemed departments or sections.

d.) Administrative SeMce Division { ,{dmin - ASD}:

The ASD develops, maintains, implements and controls a procurement system to ensure availability and continuous
supply of materials and other outsource service providers on time in mmpliance with the specifications provided by the
Customers and in accordance with R.A. 9184 (Prorurement Act), at reasonable prices and at best quality in

accordance with the CWD approved BOQ based on customer's project specifications requirements lt also establishes
straiegic partnerships with suppliers and outsource service providers through the accreditation and registration &
regular evaluation of its performance.

The General Manager (GM) shall ensure that the responsibilities and authorities for relevant roles are assigned,
communicated and understood within the company.

The GM shall assign the responsibility and authority for:
a) ensuring that the quality management system conforms to the requirements of this lntemational Standard;
b) ensuring that the processes are delivering their intended outputs;

c) reporting on the performance of the quality management system and on opportunities for improvement (see 10.1), in
particular to top management;

d) ensuring the promotion of customerfos.ts throughout the organization;
e) ensuring that the integrity of the quality management system is maintained when changes to the quality management

system are planned and imptemented.

6 PLANNING
6,1 Actions to addrcss risks and opportunities

One of the key purposes of a quality management system is to act as a preventive tool. The concept of preventive

action is expressed through the use of risk-based thinking in formulating quality management system requirements
allowing the laboraiory to anticipate nonconforming events in its activities.

6.{.{ When planning for the quatity management system, CWD shall consider the issues refened to in 4.{ and the
rcquircments refierred to in 4.2 and determine risks and opportunities that need to be addressed to:
a) give assurance that the quality management system can achieve its intended result(s);
b) enhance desirable effects:
c) prevent, or reduce, undesired effects;
d) achieveimprovement.

6.{.2 CWD shall plan:
a) actions to address these risks and opportunities;
b) how to:

1) integrate and implement the adions into its quality rnanagernent system pro@sses (see 4.4);
2) evatuate the effectiveness of these actions.

Actions taken to address risks and opportunities shall be proportionate to the potential impact on the conformity of products
and services.
NOTE { Options to address risk can include avoiding risk, taking risk in order to pursue an opportunity, eliminating the risk
source, cfranging the likelihood or consequences, sharing the risk, or retaining risk by informed decision.
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NOTE 2 Opportunities can lead to the adoption of new practices, launching new products, opening new markets, addressing
new customers, building partnerships, using new technology and other desirable and viable possibilities to address the
organization's or its customefs needs.

6.2 Quality objectives and planning to achieve them

The objective of the water microbiology testing laboratory is to produce high quality results that are accurate, reliable,
and timely in conformance to quality standards as prescribed in the 2007 Philippine National Standard for Drinking Water

9.2.1 GllrD shall establish quality objectives at rclevant functions, levels and processes needed for the quality
management system.

The company's quality objectives shall be set by the GM assisied by the Management Team with strong support of
respective Departments I Secfion Heads at the early start of the year and shall be aligned to the Organization's mandate
and consistent with the Quality Policy, Vision, Mission and Core Values respectively.

The set of speclfic, measurable, achievable, realistlc and time-bounded business and quality objectives shall be
revised accordingly per the direction of Organization's top management.

Monitoring the achieyement of quality objectives (Iargets versus Actual Performance) shall be reviewed during Management
Revier.r meeting as stated in the Management Review Procedure
The quality objectives shall:
a) be consistent with the quality policy;
b) be measurable;
c) take into account applicable requirements;
d) be relevant to conformity of products and services and to enhancement of customer satisfaction;
ei be monitored;
0 be ommunicated;
g) be updated as appropriate.

CVIID shall maintain documented information on the quality objectives.

6.2.2 When planning howto achieve its quality obiectives, CWD shall detemtine:
a) what will be done;
b) rivhat resources will be required;
c) vtrro willbe responsible;
d) when itwillbe completed;
e) how the results will be evaluated.

6.3 Planning of changes

When GlrllD determines the need for changes to the quality management system, the changes shall be canied out in a
planned manner (see 4.4)

CUIID shallconsider
a) the purpose ofthe changes and theirpotential consequenoes;
b) the integri$ of the quality management system;
c) the availability of resources;
d) the allocation or reallocation of responsibilities and authorities.
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7 SUPPORT

7.{ Resources

7.1.{ General

PLANNING & RESOURCE MANAGEMENT

Eadr department shail make annual projection of budget for respective operation. cwD Appropriations are made for training,

manpower, and other necessities in tutfiiling the comm-itment of the Management to quality, productivity, and improvement'

Each department sets targets for the whole year and reviews the performance of the section whether or not said targets are

met at the end of the Year.

GWD establishes management programs and activities to achieve the set objective and target. Resources, responsibitity'

time frame and status are identified for the purpose of monitoring, meaEurement-and evaluation. The objective Target

programs and its activities are commun;cateo io concemed sec{ioniand employees for implementation and being revised or

updated whenever necessary.

communication processes are established to ensure that identified programs and ac{ivities are cascaded and implemented

to all departments of tne company. These departments_shallfind.and recommend improvement points where quality, issues

are highiy considered and applicable requirements are fully complied upon.

Appropriated resources are a commitment of the General Manager for the implementation and fulfillment of the said

programs and activities.

Projections and resources are discussed during Management Review.

The CWD Managemeni Team and Support Group, shall ensure that the resources needed to implement, maintain and

improve the effectiveness of the eMS'ana meet customer requirements are identified, provided and adequate, including

provision of trained personnel, provision of appropriate tools and equipment.

Facilities, support services and to provide a healthy and safe working environment'

The resources are identifred during the budget planning and during Management Review represented by respective CWD

departments.

Human Resources

General

The HRD and cwD Management are responsible for hiring and setting the competence criteria on the basis of appropriate

education, training, sfills, a-nd experience as guided ny tne Civil Service Commission's Qualification Standards'

The employees are supported with further training and education to enhance their skills and competencies and adrieve eacfi

individual's full Potential.

cwD shall determine and provide the resources needed for the establishment, implementation, maintenance and continual

improvement of the quality management system.
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The laboratory has an organizational struclure and management system in place to satisfaclorily perform its technical
functions and support services in accordance to customer needs.

The organization consists of a team of five shown in the organizational chart below:

Raymundo Ambrosio

Water Resources Facilities
Tender B

Responsibility:

Top Management - ensures the allocation of budget and resources.
Accounting - prepares cash flour projection for approval of the Top Management.

References;
Abjective and Target Programs
Ma n age me nt Re v iew Process

Engr. Restituto B. Sumanga Sr.

Head of Laboratory

Ma. Lourdes B. Rimas

Sr. Quality Assurance lnspector

EthelO. Paderes

Laboratory Analyst

EmmanuelM. Leus

Laboratory Technician A
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GTllID shall determine and provide the resources needed for the establishment, implementation, maintenance and continual

improvement of the quality management system.

CYI|B shall consider:
a) the capabilities of, and constraints on, existing intemal resources;
b) what needs to be obtained from external providers.

7.1.2 People

MANPOWER PROVISION POLICY

The Human Resource Department has defined and established policies, systems and documented information for effective
manpower recruitment, seleclion and hiring of personnel for various positions in the company. Job descriptions have been
defined for each position as basis or guidelines in qualifying and disqualifying job applicants.

Recruitment is strategically scheduled based on manpower requirement against operations schedule and/or defined and
required needs only. Provision of manpower is based on the targeted schedule required by the requisitioning department.
Applicants are screened as guided by CWD Board Resolution No. 17 Series of 2016.
These candidates are given hands-on training for a period as established by the training requirement of the requisitioning
section and the applied position that only high-skilled and competent personnel are selected.

Training is an important component of a good management system. The objective of safety training is to equip employees at
all levels with the knowledge, skills, and attitude, which would enable them to perform their duties in a safe and efficient
tnanner.
The company believes that personnel competency is highly dependent to continuous provision of education, training and
awareness. Documented information is established for training analysis backed by procedure for performance appraisal to
uncover each employee's strength and weaknesses. Based on the results, a training plan is made and the HR Head shall
see to it that proper and required trainings are done and the attendance of required personnel is met. Periodic mnduct of
trainings and seminars needed by the employees is ensured, e.g. conduct the awareness and give examinations as proof

that they attended and understood the training. Said awareness program shall cover newly hired andlor existing employees.
Administration/HR shall ensure that trainers are provided either intemalor externalto discuss new information pertaining to
quality matters from the top management to the employees.

Records of these shall be maintained for review and future retrievals.

Performance appraisal also serves as a basis for personnel movements, such as but not limited to regularization, promotion,
benefit entitlement, employment continuance, change of employment status, transfer and candidacy for a more extensive
employment.

Responsibility:

HRiAdrni! Head - manages manpower and training provision as well as conducting scheduled performance appraisals to
ensure that only high-skilled personnel are tasked to do their specific jobs.

References:
Recruitment and Hiring Process
tdentificatian of Tnining Needg Training and Competence Process
Pertarmance Appnisal and Evaluation Process

7.{.3 lnfrastructure
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The organization shall determine, provide and maintain the infrastructure necessary for the operation of its processes and to
achieve conformity of produds and services

NOTE: Infrastructure can include:

ai buildings and associated utilities;

b) equipment. including hardware and software;

c) transportationresources;

d) information and communication technology.

Equipment is maintained, inspected, and cleaned according to the written Equipment Check Procedures. Any defective
item of equipment is clearly marked and taken out of service until it has been shown to perform satisfaclorily.

Equipment Records include:
r Name of equipment
r Manufacturer, identification serial number
. Copy of manufaclureCs instruction manual
. Calibrationactivities
r Preventative maintenance and calibration sdredule
. Equipment history (repairs and replacement of parts)

Commissioning of nerr equipment
Before routine use, new equipment is subjected to full evaluation by the Head of laboratory in collaboration with the
supplier and instrudion manual to ensure compliance with appropriate performance standards.

7.{.4 Environment for the opemtion of processes

The C\IJD manageftent team and technicat support group in coordination v,nth the Department Heads or Oepartment
Managers / Secfibn supen*'sors have the overall responsibility of creating a healthy work environment by iden{tfying,
irnplementing and maintaining elfedive employee interaclion prograrns designed to rnotivate, satisfy and enhance the
organization's perbrmance.

Work environment shall include but not limited to work methods and opportunities for growth, services and employees'
safety, sodal interaction and other human and physical factors.

The head of each process shall ensure a work environment needed to achieve conformity of service requirements.

CYIID shall determine, provide and maintain the environment necessary for the operation of its processes and to achieve
conformity of products and services.

The laboratory is provided with sufiicient space and reliable infrastructure to perform its work, to ensure the quality, safety,
and efficacy of the services provided, and to meet the national safety regulations. ( Annex 1 CWD Laboratory Layout )

Facilities

The laboratory is divided into two {2) working areas with specific use. The office/reception serves as receiving comer for
water samples while the is the
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Security
Access to the laboratory is restricted to authorized personnel only. Visitors must be warned of any hazards relating to work in
progre$s. Any conditions of entry e.g. wearing of laboratory gown should be posted and enforced. The laboratory is kept
locked outside normal working hours.

Wor*ing environment

r The laboratory is kept neat, dean, and free from materials not pertinent to work.
. Work surfaces must be decontaminated after any spill of potentially dangerous material.

Waste Disposal
Waste is segregated and disposed in a manner that does not adversely affect the environment.

House keeping

Cleanliness must be of high standards at all times, for reasons of safety as well as for quality of results, The Laboratory is to
be cleaned daily and activities are monitored using the "Cleaning Checklist".

HOTE: A suitable environment can be a combination of human and physical factors, such as;
a) social{e.g.nondiscriminatory,calm,non-confontational};
b) psychological (e.9. stres+reducing, bumout prevention, emotionally protective);
c) physical{e.9. temperature, heat, humidity, light, airflow, hygiene, noise}.

These factors can differ substantially depending on the produc{s and services provided.

7.{.5 Monitoring and measuring reaources
7.1.5.1General

GlilD shall determine and provide the resources needed to ensure valid and reliable results when monitoring or measuring is
used to verify the conformity of products and services to requirements.

CllllD shall ensure that the resources provided:
a) are suitable for the specific type of monitoring and measurement activities being undertaken;
b) are maintained to ensure continuing fitness for their purpose.

CYUD shall retain appropriate documented information as evidence of fitness for purpose of the monitoring and measurement
resources.

Calibration works are outsourced to accredited calibration laboratories. Relevant calibration certificates are provided by the
accredited laboratory. All units are traceable to Sl units. Prior to commissioning, all measuring equipment is uniquely
identified, calibrated and serviced by the assigned suppliers. Thereafter it is calibrated and maintained according to the
calibraiion schedule.

7.'1.6 Oryanizational knowledge

Cy$D shall determine the knowledge necessary for the operation of its processes and to achieve conformity of products and
services.

Requirements regarding organizational knowledge were introduced for the puryose of:
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a) safeguarding the organization from loss of knowledge, e.g.
- through staff tumover;
- failure to capture and share information;
b) encouraging the organization to acquire knowledge, e.g.
- leaming from experience;
- mentoring,
- benchmarking

This knowledge shall be maintained and be made available to the extent neressary.

When addressing changing needs and trends, the organization shall consider its cunent knowledge and determine how to
acquire or access any necessary additional knowledge and required updates.

NOTE I Organizational knowledge is knowledge specific to the organization; it is generally gained by experience. lt is
information that is used and shared to achieve the organizations objectives.
NOTE 2 Organizational knowledge can be based on:

a) intemal sources (e.9. intellec{ual prope$; knowledge gained from experience; lessons leamed from failures and
successful projects; capturing and sharing undocumented knowledge and experience; the results of improvements in
processes, products and services];

b) extemal sourceE (e.9. standards; academia; conferenes; gathering knowledge from customers or extemal
providers).

7.2 Compe&nce

The CWD Management as guided by the Qualification Standard Manual prescribed by the Civil Service Commission shall
determine the appropriate educstion, experience, training, skills and all required competencies for each work assignment
necessary to cary out our QMS.

The competence of potential employee shall be evaluated during the screening process and subsequently by their lndividual
Performance Commiiment Review conducted semi annually.

The HRD Personnel Section shall be responsible for administering all Employee Programs including but not limited to hiring
and recruitment, competency development, performance management and rewards and recognition system.

Alltraining and competency development needs of employees shall be identified by the DepartmenUSection Heads and shall
be modinated with HRD Personnel Section. Appropriate training requirements shall be identified, reviewed and
adminislered and its effectiveness shall be assessed.
Training can be in-house or extemal as needed. Training records shall be kept in the employee's records by the HRD
Personnel Section. Training records shall include training attendance or Training Certificates.

CYIID shall:
a) determine the necessary competence of person{s) doing work under its control that affects the performane and

effectiveness of the quali$ management system;
b) ensure that these persons are competent on the basis of appropriate education, training or experience;
c) where applicable, take actions to acquire necessary competence, and evaluate the effectiveness of the actions taken;

d) retain appropriated documented information as evidence of competence.
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NOTE: Applicable actions can include, for example, the provision of training to, the mentoring of, or the assignment of the
cunently employed persons; the hiring or contracting of competent persons.

7.3 Awarcness

The importance of the quality policy and the respective departmental business and quality objectiveg shall be presented,
communicated and reviewed to all the employees of ihe Organization. This is to ensure understanding of their
responsibilities and awareness of the relevance of their contribution to the attainment of the Organization's objectives and
targets.

CUYD shall ensure that persons doing work in the organization's control are aware of:
a) the quality policy;
b) relevant quality objectives;
c) their confibution to the effectiveness of the quality management system, including the benefits of improved performance;
d) the implications of not conforning with the quality management system requirements.

7.4 Ccmmunicaticn
Communication Process is establiehed to cascade directives and resolutions of the Board and memorandums sf the
Management to ensure that the system is implemented effedively. Appropriate system for consultation pertaining to the
organizational and employee relations is being made through established documented information. Processes of which are
recorded as evidence of fulfillment, compliance and commitment to continual improvement.
lntemal Communication

Monthly meetings are held for all personnel in the laboratory. During the meetings:
. All activities of the month are reviewed and activities to be performed are defined
r Allinformation on generalorganization, actions and projects is communicated

Minutes are taken of meeting discussions, followed by a written report

a. Various mediums shall be used for communicating effecliveness of the QMS within the Organization.
Communication can be in the form of meetings, training workshops, bulletin boards, and any other form of
communication for dissemination.

b. All department heads, divisions, supervisors and officers are responsible for establishing intemal communication as
needed, observing proper protocols

C}YD shall determine the intemal and extemal communications relevant to
the quali$ management system, including:
a) on what it vrill communicate;
b) when tc communicate;
c) with whom to communicate;
d) how to communicate;
e) who communicates.

Feferenoes;
M a n age rne nt Review Process

7.5 Documentedinfomntion

COHTROL OF DOCUMENTED INFORMATION
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Documented information pertaining to the company's management system are maintained and conirolled to ensure the
effective implementation of such. Documented information is established so that intemal and extemal doq;ments are
properly controlled, kept and filed in conformance with the requirement of ISO 9001:2015 standards.

The Quality Management System Manual and documented information are carefully reviewed by the General Manager
before issuane. ln the absence of the General Manager the SupeMsorffeam Leader may sign on hislher behalf.

However, when the General Manager is the originator and approving authority, review is made by a competent member of
the Company. The distribution is controlled and copies are provided only to those areas of concern to ensure the effective
implementation of the Quality Management System.

A Master List of lntemallExtemal Document is provided to identify curent revision status, effective date and the location of
the doo;ment and the authorized copy holderls. The master list is regularly reviewed and updated by the Doatment Control
Custodian. Documented lnformation is kept at appropriate locations and hard copies of quality documented information are
provided to prevent it from any loss or damage. A form for distribution and retrieval is provided as guide for easy monitoring
and retrieval. Master mpies of all obsolete documents and records are identified and removed but are kept for a given period
forfuture references.

Documented infornation for revising controlled documents is established and properly made known to all concemed.
Revisions are subject for review and approval of the authorized personnel who have access to relevant information upon
whictr to base the said activity. Hand written changes duly signed by the section head are allowed on controlled copies of
work instruc*ions provided that an immediate implementation on the documented information is required to prevent any
damage or loss. Handwriften changes on controlled copies of the Quality Management System documented information, and
Managernent Plan are not allowed. Documents approved of revision are issued to the recipients of the pre-issued controlled
doa:ments and superseded Master Copy of documents are disposed of by shredding. ln case a new section/department that
was not included in the initial issue of a controlled document but determined to have a controlled @Py; a Request for
Document Reproduction shall be filed to DCC for the issuance. The originator of the said document shall include the new
requesting sectionldepartment as additional copy holder of his/her documented information. Extemal docurnents such as
govemment and intemational standards are also kept and mntrolled.

For proper documents and records control of master copies, each is properly identified, collected, indexed, and filed by the
DCC. These are made accessible and stored in labeled areas of the filing cabinei or in computer flles. Maintenance, control
and disposal shall be done in acmrdance with the established procedures.

Controlled copies that were previously distributed to concemed areas are checked annually to ensure that the document is
intact with the recipient and is not physically deteriorated. Re-issuance is made for documents that are not readable or it is
physically deteriorated already. Superseded master copies are removed and discarded by shredding after its retention
period.

Referenes-'
Control of Docu*lented Informatian

RECORDS CONTROL POUCY
Control of documented information are established and maintained to ensure that Quality Management System Records are
identified, collected, indexed, filed, stored, maintained and disposed properly.

Quality Management System Records are maintained to demonstrate confonnance to specified requirements and the
efiective operation of the Quality Management System.
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Handwritten changes are allowed on management records provided that the information or data subject to change is
crossed-out and initialed by the person who initiated the changels. Only the originator of the document is authorized to make
such revisions or amendments on records. When agreed contraclually, management records are made available for
evaluation by the customer or its representative for an agreed period.
All Quality Management System Records are legible and stored in such way that they are readily retrievable in fucjlities that
provide a suitable environment to prevent damage or deterioration and to prevent loss.
Responsibility:

DCC- is responsible for the operation (identification, collection, indexing, access, filing, storage monitoring, maintenance and
disposition) of the management system records.

Referene:
Control of Documented lnformation

7.5.1 General

ChlD's quality management shall include:
a) documented information required by the lntemational Standard;
b) documented information determined by the company as being necessary for the effectiveness of the quality

management system.

NOTE: The extent of documented information for the quality management system can differ from one to another due to:
a) the size of organization and its type of activities, processes, products and service.
b) the complexity of processes and their interac;tions;
c) the ccmpetence of persons.
7.5.2 Creating and updating

Vlfren creating, and updating documented information, the CWD shall ensure appropriate:
a) ideniification and description (e.9. title, date, author, or reference number);
b) format (e.9. language, software version, graphics) and media (e.9. paper, electronic);
c) review and approval for suitabili$ and adequacy.

7.5.3 Control of docunented information
7,5.3.1 Documented information requircd by the quality management system and by this lnternational Standad
shall be controlled to ensure:

a) it is available and suitable for use, where and when it is needed,
b) it is adequately protected (e.9. from loss of confidentiali$, improper use or loss n integri$)
7.5.3.2 For the control of documented information, CUIID shall address the following activities, as applicable:

ai distribution, access, retrieval and use;
b) storage and preservation, including preservation of legibility;
c) control of changes (e.9. version control);
d) retention and disposition.

Documented information of extemal origin determined by the organizations to be necessary for the planning and operation of
the quality management system shall be identified as appropriate, and be controlled.

Documented information retained as evidence of conformity shall be protected from unintended alteration.
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Control of records includes the documentation and storage of laboratory data to ensure that there is traceability of sample
data from reception, analysis and release of results.

Observations, data and calculations are recorded on Raw Data logbook at the time they are made, in a legible manner.
All records are retained for a minimum of five years.

NOTE: Access can apply a decision regarding the permission to view the documented informaiion only, or the permission
and authority to view and change the documented information.
The organization shall ensure that outsourced processes are controlled (see 8.4)

S.2 Requirements for Products and Services
8.2.{ Customercommunication

Customer satisfac;tion and perception is assessed through pro-active survey given to the customer and reactive feedback
coming from the customer. ln cases of feedback, documented information is implemented to promptly address customer
concems.

Any complaints or shortcomings are addressed appropriately to regain customer trust. lnformation on complaints, mode of
occt rrence, or any problem encountered by the customer induding expectations on quality, dependability and reliability is
analyzed whenever possible.

llJhere Statutory and Regulatory requirements are changed, adequate information dissemination thru publication, press
release, electronic mails, govemment websites, bulletin boards etc. shall be undertaken by CWD.

The Customer Service shall handle customer feedback including customer complaints in coordination with the concerned
departments. The Department Head shall endorse the complaint to the relevant Departments/Units and follow up for its
actions using a CAR form. ConcessionairelCustomer shall be notified of the actions through conespondence within the
period of 15 days from the time that the complaint wae received by the District. Also, a copy of the CAR shall be provided to
lntemal Auditors for follow-up and closure.

Refercne,s:
C usto me r Seryr'ce Div i sia n

Refelences-'
C u sto me r H andlrng Process

Communication with customers shall include:
a) providing information relating to products and services;
b) handling inquiries, contracts or orders, including changes;
c) obtaining customerfeedback relating to products and services, including o.rstomer complaints;
d) handling or controlling qrstomer property;
e) establishing specific requirements for contingency ac{ions, when relevant.

Fcr anaiytical request received fom our customers, the laboratory ensures the following criterions are met:
. Requirements in test methods are satisfactorily defined, documented, and understood.
o Available resour€s to meet its requirement
. Appropriate test method is selected to meet customefs requirement

lf amendment is to be made after the work has commenced, the customer will be informed of any amendment made to their
request. Thie review process may involve the need to outsource to DOH accredited laboratories
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8,2.2 Detennining the requircments for produc-ts and services; when determining the requirements for the
product and services to be cffered to customerc, GYIID shall ensurc that:

a) the requirements for the products and services are defined, including:
1) any applicable statutory and regulatory requirements;
2) those considered necessary by the organization;

Legal and Other Applicable Requirement
CUIID reviews all legal & other requirements with which the company subscribes to. This is carried out with direct
responsibility of the General Manager as assisted by the CWD Legal Counsel.

All requirements are maintained, controlled, disseminated and regularly updated whenever nec,essary through the
established documented information. Contacts with regulatory agencies are initiated to ensure that updates and changes to
requirements are known to the company and where practicable implemented across products and processes.

Relationship of Elenen$

The inter-relationships among CWD's QMS documented information are illustrated in the Business Process Map and lndex
of ISO Elements.

The Business Process Map (BPM) (Appendix A) attached to this manual identifies the processes needed for the QMS and
their application. lt also shows the sequence and interaction of these proccsses.

Referenes:
Busness Process Map

c) CWD can meet the claims for the products and services it offers.

Determination of Requirements related to the service

) PresidentialDecree PD (198), as amended by PD 768 and 1479

F Local Water Utilities Administration (LWUA)

The LWUA extends financial aid and assist urban and runal water users through loans, trainings, and other forms of
technicai assistance. Thus, an autonomous Local Water District was formed, independent of the local govemment, which
took charge of the management and operation of the local water utility as self-liquidating revenue and service-oriented
organization all documentary requirements shall be reviewed carefully in order to ensure that:

All documentary requirements are adequately defined, understood and explained to the customer
prior to acceptance of application.

F Compliance to Regulatory and Statutory Requirernents

> R.A. 9184 (Govemment Procurement Law)

8.2.3 Review the rcquircments for producte and services
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8.2,3.1 CWD shall ensure that it has the ability to meet the requircments for the produc'ts and seruice to be
ofrered to the customerc. GWD shall conduct a rcview before committing to supply products and services
to the customer, to include:

a) requirements specified by the customer, including the requirements for delivery and post-delivery activities;
b) requirements not stated by the customer, but necessary for the specified or untended use, when known;
c) requirements specified by the organization;
d) statutory and regulatory requirements applicable to pnrducts and services;
e) mntract or order requirements differing from those previously expressed.

CllllD shall ensure that contract or order requirements differing from the previously defines are resolved. The customefs
requirements shall be confirmed by the organization before acceptance, when the customer does not provide a documented
statement of their requirements.
NOTE: ln some situations, such as internet sales, a formal review is impractical for each order: lnstead, the review can cover
relevant produc{ information, such as catalogues.

8.2.3.2 CWD shall retain documented information, as applicable:
a) on the results of the review;
b) on any new requirements for the products and services.

8.2.4 Changes to rcquircments for products and services.

CIAE) shall ensure that relevant doarmented information is amended, and that relevant persons are made
aware of the changed requirements for the subject produets and services.
a) design and developmentchanges;
b) the results of reviews;
c) the authorization of the changes;
d) the actions taken to prevent adverse impacts.

8.4 Control of externally provided processes, produets and services

Purchasing process

All supplies, materials and services purchased by CWD shall conform to its project specifications as guided by RA 9184
iGovemment Procurement Reform Act) and other legal and regulatory provisions regarding the procurement of goods and
or/services and infrastructure.

Processes related to purchase of supplies, materials and services including planning, acquisition and verification are outlined
in acrordance with General Purchasing Procedure.
The Purchasing personnel through Bids and Awards Committee is responsible for the evaluation, selection and accreditation
of suppliers for supplies and materials based on the set criteria to ensure their ability to supply the requirements of CWD for
commonly used items to be supplied by CWD to customer not available at fte warehouse. For purchasing of supplies and
materials thru Shopping, Purchasing Head is also responsible for the disqualification of suppliers. Purchasing shall be
responsible in updating the Suppliers' Accreditation List as outlined in the General Purchasing Procedure.

Purchasing information

Official purchasing documents shall be initiated by ASD Procurement under Administrative Department and shall be
approved by the GM. All Purchasing informations are specified in the Abstract of Canvass. The Purchasing Officer shall
ensure the adequacy of purchasing information, as complete services specifications and/or descriptions, including all other
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requirements pertaining to materials related to final services, complementary services, as well as services as required by
CWD prior to communication to the supplier.

Any amendment to the purchasing document shall be reviewed and approved by authorized personnel.

References:
(General Purchasing Procedure)
R,A. 9184 (Govemment Procurement Reform Acl)

8.4.1 General

C$lD shall ensure that extemally provided processes, products and services conform to requirements.
ChfD shall determine the controls to be applied to extemally provided processes, products and services when:
a) products and services from external providers are intended for incorporation into the organization's own products

and services;
b) products and services are provided directly to the customerls] by external providers on behalf of the organization;
c) a process, or part of process, is provided by an external provider as a result of decision by the organization.

GtllD shall determine and apply criteria for the evaluation, selection, monitoring of performance, and re-evaluation of
extemal providers, based on their ability to provide processes or products and services in accordance with requirements.
The organization shall retain documented information of these activities and any nece$ary action arising from the
evaluations.

Subcontracting of samples may occ{rr under any of the following circumstances:
o Test not performed routinely in the laboratory
. lnstrument breakdown or reagents not available
. Workloadrestrictions
. Clients request tumaround time cannot be met

ln the event that the sample(s) had anived at the laboratory and the customefs request cannot be met, customer shall be
advised prior to subcontrac;ting for their agreement to subcontract to other DOH accredited laboratories.
8.4,2. Type and Extent of Control

The Laboratory ensures the unintemlpted supply of consumables and / or seMces are available to perform all quality
laboratary functions. lt maintains a list of suppliers that meet the requirements for the product or service that needs to be
purchased.

The laboratory has a procedure for ordering, receiving, documenting and storing all consumable supplies.

The Administrative Departrnent through Administrative Service Division Manager shall ensure verification of purchased
services prior to release in coordination with the Quality Control Division. The inspection or other activities necessary to
ensure that purchased services meet specified purchase requirements are described in General Purchasing Procedure

Verifi cationlevaluation of purchase services

The Finance Department together with the lnspection and Acceptance Committee and the end user shall ensure
verificaticn/evaluation of performance of purchased services prior to acceptance and payment. The verification/evaluation
and other activities necessary to ensure that purchased services meet specified purchase requirements are described in
General Purchasing Procedure.
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(ifilD shall:
a) ensure that externally provided processes remain within the control of its quality management system;
b) define both the controls that it intends to apply to an extemal provider and those it intends to apply to the resulting

output;
c) take into consideration:
1) the potential impact of the extemally provided proces$es, products and services on the organization's ability to

consistently meet customer and applicable statutory and regulatory requirements;
2\ the effectiveness of the controls applied by the extemal provider;
d) determine the verification, or other activities, necessary to ensure that the extemally provided processes, products and

services meet requirements.

8.4.3 lnformation for Extemal Providers

GllllD shall ensure the adequacy of requirements prior to their communication to the extemal provider.
CltlD shall communicate to external providers its requirements for:
a) the processes, producls and services to be provided;
b) the approvalof:

1) products and services;
2) methods, processes and equipment;
3) the release of products and services;

c) competence, including any required qualification of persons;
d) the extemal providers' interactions with the organization;
e) control and monitoring of the extemal providef s performance to be applied by the organization;
f) verification or valldation actMties that the organization, or its customer, intends to perform the external prouidefs

premises,

8.5 Production and Seryices Provision
8.5.{ Control of production and service provision

Planning sf service rcalization

Our QMS identifies, plans and documents processes needed for service realization.
Service realization starts with the planning of the required services. lt includes establishment of business and quality
objectives and related requirements for the seMces such as Organization's Regulatory and Statutory Regulatory
requirements, processes involved, documents (Quality Manual, Quality/Process Procedures, Work lnstructions and Forms)
and resources needed to implement the Quality Management System. lt also includes monitoring of performance (Quality
and Cycle time) per Department / Section to check conformi$ to the CWDs established quality standards. lt extends to
requirements for processes and facilities (machines and equipment).

All records serving as proofs of conformity to services requirements are kept in each Department I Unit where the processes
involved in the services realization is completed.

Control and validation of service provision CWD and its Technical Support Services ensures that all the processes in service
provision are cenied out according to define procedures wherein deficiencies of previous process are checked and detecded
by its subsequent processes.

References: Quality Manual, Quality Procedures, General Procedures and supporting Work Instructions

CiilD shall implement production and service provision under controlled conditions. Controlled conditions shall
lnclude, as applicable:
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a) the availability of documented information that defines:
1) the characteristics of the products to be produced, the services to be provided, or the activities to be perfomned;

2) the results to be achieved;
b) the availability and use of suitable monitoring and measuring resourees;
c) the implantation of monitoring and measurement activities at appropriate stages to verify that criteria for control of

processes or outputs, and acceptance criteria for products and services, have been met;
d) the appointment of competent persons, including any required qualification;
e) the validation, and periodic revalidation, of the ability to achieve planned results of the processes for production and

service provision, where the resulting output cannot be verifled by subsequent monitoring or measurement;
f) the implementation of actions to prevent human error;
g) the implementation of release, delivery and post-delivery activities.

The methods used in the Laboratory have been reviewed, validated and endorsed by the EAMC - National Reference
Laboratory.

List of Methods:
r Multiple Tube Fermentation Technique
r Heterotrophic Plate Count
. Chromogenic Substrate Test

The methods and technigues used in the Laboratory are described in the Standard Operating Procedures. Any changes in
the procedure is documented and cascaded to the all Laboratory Staff.

Sampling

Water sampling is conducted in such a way that:
. The analytical results represent the actual sample composition
r The sample is protected from contamination

The Laboratory provides a written procedure for sample collection, handling, storage, transport and disposal of water sample
for microbiological examination.

Handling of Test and Calibration ltems

Sample Management

The Laboratory provides written instructions for sample collection and transpcrl The laboratory provides appropriate
sampling bottles. Sample transport follows the PNSDW transport guidelines.

Sample Reception
The Laboratory provides written acceptance and rejection criteria for test samples and this is discussed with the client. The
laboratory rejects samples that are not suitable for processing.
A unique registration number is assigned to each sample to be analyzed. All data is recorded in the Request for Analysis
form.

Assuring the Quality of Test Results

To monitor and demonstrate analyiical results, quali$ control is in place. The components are:
r Participation in the inter-laboratory proficiency test (EQAS)
. Use of reference materials of known characteristics for recovery checks during the course of routine
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. Regular testing of replicate samples handled by the same operator
r Equipment checks

The results are documented in the raw data logbook to create a permanent traceable record. lf the results are not validated,
analysis results will not be reported. Deviations are investigated and conected. Non-conformance report form is used to
docr:ment the deviation.

Reporting Resutts

The analysis performed by the laboratory is reported in a comprehensive, accurate, clear, and objective manner. All test
reports indude the following information:

r Name and address of Laboratory
. Accreditation Number
o Title of report
r Description of the te$t sample, date of collection and analysis
. Client's name and address
. Unique identification number
. Test Results with appropriate units
r Name, Signature and position of the approved signatory

8.5.2 ldentificationandTraceability

CtlllD shall use suitable means to identify outputs when it is necessary to ensure the conformity of products and services.
GtltlD shall identify the status of outputs with respecd to monitoring and measurement requirements throughout production
and service provision.
C?tlD shall control the unique identification of the outputs when traceability is a requirement, and shall retain the documented
information necessary to enable traceability.

ClllD shall use suitable means to identify outputs when it is necessary to ensure the conformity of products and services.
CllllD shall identify the status of outputs with respect to monitoring a.nd rneasurement requirements throughout production
and service provision.
CUiID shall control the unique identification of the outputs when traceabili$ is a requirement, and shall retain the documented
information necessary to enable traceability.

Reference:
Laboratory Records

8.5.3 Property Belonging to Customerc or Extemal Provider:s

CWD shall fully exercise extra care of all customer property while the same is under the CWD's control or being used by the
tatter. CWD shall identifu, verify, protect, safeguard and maintain customer property for use as described in Control of
Documented lnformation.

ClUt) shall exercise are with property belonging to customers or extemal providers while it is under the organieation's control
or being used by the organization.

ChlD shall identifu, verify, protect and safeguard customers' or extemal providers property provided for use or incorporation
into the production and seMces.

Mashr Capy Samp:

r
I C/I!_AMEA wD

[ *n hs ]4:,
I CSPY
) tiJl\El,r.

0ATII:_ It'28'lc

Copy Stamp: Important Note:

This documented infarmation i$
not to be repnduced in any form
without permissiotr; and shall not
be discarded unless superseded
by a revised issue.

Copy Holder/ No. sf Copi6
isred:

1e tn
th
2 12

3 13

4 14

5 15

7 17

a 18
g 19



CALAMBA WATER DISTRICT
rll,
*TITLE: QUALITY MANAGEMENT SYSTEM MANUAL

DOC. NO. CWD.QM.OOl REVISION NO. OO EFFECTIVE DATE: December23, 2016 Page 33 of 43

lrVhen the property of the customer or extemal provider is lost, damaged or otherwise found to be unsuitable for use GWD
shall report this to the customer or extemal provider and retain documented information on what on what has occuned.

NOTE: A customefs or extemal provide/s property can include materials, components, tools and equipment, premises,
intellectual prrperty and personal data.

8.5.4 Preservation

CWD shall preserve the outputs during production and service provision, to the extent necessary to ensure conformity to
requirements.

The CU1ID shall observe and comply with all applicable ofiices Regulatory & Statutory Requirements, OHS, hygiene, work
safety requirements, conducive work environment (5S) to ensure delivery of good services for customefs satisfaction.

All necessary certificationlaccreditation which are subject for renewal shall be controlled as per Control of Documented
lnformation.

NOTE: Preservation can include identification, handling, contamination control, packaging, storage, transmission or
transportation, and proteclion.

8.5.5 Post-deliveryAc'tivities

CWD shall meet requirements for post-delivery activities associated with the produds and services.
ln determining the extent of post-delivery aCivities that are required, the organization shall consider:
a) statutory and regulatory requirements;
b) the potential undesired consequences associated with its products and services;
c) the nature, use and intended lifetime of its product and services;
d) cnstomerrequirements;
e) customerfeedback.

NOTE: Post-delivery activities can include actions under wananty provisions, contractual obligations such as maintenance
services, and supplementary services such as recycling or final disposal.

8,5.8 Gontrol of Ghanges

CUiID shall review and controlfor production and service provision, to the extent necessary to ensure continuing conformity
with the requirements.

CbllD shall retain documented information describing the results of the review of changes, the person(s) authorizing the
change, and any ne@ssary actions arising from the review.

8.6 Release of Products and Services

CWD shall implement planned anangernenis, at appropriate stages, to verify that the product and servie requirements have
been met.

The release of products and services to the customers shall not proceed until the planned arrangements have been
satisfactorily completed, unless othenvise approved by relevant authority and, as applicable, by the customer.
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CWD shall retain documented information on the release of products and services. The documented information shall
include:
a) evidence of conformity with the acceptance criteria;
b) traceability to the person(s) authorizing the release.

8.7 Control of Nonconforming Outputs

CWD ensures that product which does not conform to product requirements is identified and controlled to prevent its
unintended use or delivery. The controls and related responsibilities and authorities for dealing with nonconforming product
has been defined in a documented procedure.

Proess Folders

Non-conformance is detected in between evaluation process or through customer complaints. Physically, nonconforming
services or applications found during the evaluation process shall be properly identified, marked, segregated for notification
of the deficiency or tum-over to be returned to concerned Departments for correction and compliance.

The lisi of nonconforming services or applications shall be prepared by the respective division/section evaluators, verified
and approved by the respective Department / Sedion supervisors and be forwarded i brought to the attention of the
concemed departments for appropriate action per Control of Non-conformance Procedure".

Contracts I Purchase Order (PO) & Job Order (JO)

Non-mnfonnance detected during proof reading, review and signing or through crlstomer complaints. Contracts
printedlsigned with enors shall be properly identified, marked (voidlcancelled) and segregated to prevent unintended use or
release.

R+.verification is done after conection to check conformity to the approved category, classification, dates.The list of non-
conforming services shall be prepared by the respective concemed technical staff to be verified and approved by the
respective Department Heads for proper disposition. Disposition shall be done as per Control of Non-Conforming
Proedure" and Control of Documented lnformation (CWD-DCC-001 )

When non-conforming services is detected after delivery or use, CWD thru its authorized departments shall carry out the
appropriate actions listed in the procedures. (Validation of complaints).

ClllID shall take appropriate action based on the nature of the conformity and its effect on the confonnity of produc{s and
seryices. This shall also apply on the nonconforming products and services detected after delivery of the products, during or
after the provisions of services.

CWD shall deal with nonconforming outputs in one or more the following ways:
a) conection;
b) segregation, containment, retum of suspension of provision of products and services;
c) informing ihe customer;
d) obtaining authorization for aoceptance under oonffission.

Conformity to the requirements shall be verified when nonconforming outputs are mnected.

8.7.2 CUIID shall retain documented information that:
a) describes the nonconformity;
b) describe the action taken;
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c)
d)

describes any mncessions obtained;
identifies the authority deciding the action in respect of the nonconformity.

9 Performance Evaluation
9.1 &lonitoring, measurement, analysis and evaluation
Ll.! General

Customer Satisfaction

The Customer Service is responsible for the receipt of Customer Complaints and shall coordinate its action with appropriate

resolution with the coneemed Departmeny Division / Section and feedback the necessary actions to the ccncemed clients or

customer with the euality Controi Division. Likewise, the Customer Satisfaction Survey, using the Evaluation is available for

customefs comments / remarks, and suggestions. Summary Results of customer complaints and customer satisfaction

surveys shall be analyzed and presenteO Ouring the Management Review by concemed departments for appropriate

Management Team decision and action with appropriate resolution to improve CWD'e services for customer's satisfaction.

lntemalAudit

lntemal audit is a relevant tool to assess effective implementation of the QMS and identify areas for improvement- lt serves

as a venue for employees invotved in the process to evaluate their performance and be part and contributor of the continual

improvement of the system.

The intemal audit is canied out based on the Annual lntemalAudit Plan vuhich contains the audit criteria, scope, frequency

and methods that will be used or applied. The lnternal Audit Team in coordination with the lntemal Lead Auditor shall be

responsible for preparing this plan'and initiating the conduct of intemal audit. lntemal audit shall be onduc*ed for each

pro'cess by trained, quitineO 
'& 

certified intemll auditors. lt ehall cover all the activities that are documented in the

brganization's eualig'Management System. Furthermore, it shall be canied out by personnel independent of those having

dirEct responsibitity for tfre JctVity being audited. The auditors shall discuss audit results with the auditee and the auditee

shall acknowledge and implemeni appropriate corrective adion. Conective actions shall be verified by conducting follow-up

audits. The iniemal audit results shall be reviewed during the Management Review Meeting.

Referene: lntemal Audit Procedure
tso1901t2afi

Monitoring and measurement of processes and services

processes are measured based on information and data collected, data on survey results (intemal and extemal), internal

audit results, cr;stomer feedback, complaints, operational performance (set Objectives) against targets, service effectiveness

and efftciencies. The perfonnance is monitored and checked during the regular conduct of Management Review meetings.

cwD shalt check the suitabitity of the Quality Management system (aMS) and identify areas for improvement by reviewing

the acfual performance of Business Processes against set targets by using trend charts and other Statistical Tools. Data on

crlstomer satisfaction survey results, intemal audit results, service on efficiencies and conformity to services requirements,

supplier performance, as wett as trends of processes and opportunities for preventive action shall be collected, analyzed and

priienteO during Management Reviews together with conective and preventive astions and recommendations for

imprtvement.

Each Department and Division Head shall quarterly evaluate operational performance against targeted business and quality

objectives and identify areas for continual improvement.
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CUIID shalldetermine:
a) what needs to be monitored and measured;
b) the methods for monitoring, measurement, analysis and evaluation needed to ensure valid results;
c) when the monitoring and measuring shallbe performed;
d) when the results for monitoring and measurement shall be analyzed and evaluated.

The organization shall evaluate the performance and the effectiveness of the quality management system.
The organization shall retain appropriate documented information as evidence of the results.

9.1.2 Customer Satisfaction

CtJtlt) shall monitor custome/s perceptions of the degree to which their needs and expectations have been fulfilled. eWD
shall determine the methods for obtaining, monitoring and reviewing this information.

Client's satisfaction survey I feedback are implemented. The questionnaire comprises of several questions based on score

{1- 5), where in "1" is equal to "unsatisfactort'' while "5" is equal to "Excellent'. The scores of the survey will be reviewed
during the Monthly Meeting. Survey results having a score of s 2 will lead to implementation of conective and preventative
adions.

NOTE: Examples of monitoring customer perceptions can include customer surveys, customer feedback on delivered
products and services, meetings with customers, market share analysis, compliments, wananty claims and dealer reports.

9.{.3 Analysis and Evaluation

CUIID shall analyze and evaluate appropriate data and information arising from monitoring and measurement.
The results of analysis shall be used to evaluate:
a) conformity of products and services;
b) the degree of customer satisfaction;
c) the performance and effectiveness of the quality management system;
d) if planning has been implemented effectively;
e) the effectiveness of actions taken to address risks and opportunities;
0 the performance of extemal providers;
g) the needs for improvements to the quality management system.
NOTE: Methods to analyze data can include statistical techniques.

9.2 lntemal Audits
Procedures are established to ensure that all elements, aspects, and components pertaining to the quality management
system are audited in order to determine whether the various elements within the quality management system are efiective
in achieving stated objectives.

All audiis are conducted by qualified, competent personnel. Annual Audit Plan and Audii Plans are prepared to indicate the
areas to be audited including the basis for such audit.

Audits are scheduled on the basis of the status and importance of activity being performed. Special audits are performed if
the need arises.

Areas andlor ac{ivities whidr are subject for audit may include but not limited to the organizational structures, administrative
and office equipment, material sour@s, work areas, product and services, doormentations and its safekeeping.
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Audit findings and conclusions are submitted for conective actions by appropriate personnel. The report includes specific
nonconformance found with possible reasons for such nonconformance.
Follow-up audits are conducted and not limited to verification of implementation and efiectiveness of coneetive action taken
on previous audit results.

The intemal audit is scfreduled around June each year. The Head of Laboratory is responsible for planning and organizing
the audit. Any noncompliance will be registered as non-conformances and dealt with through the nonconformance
investigation system. The annual management review will monitor the implementation and corrective actions taken.

During intemal audits, information is gathered about:
r Process and operating procedures
r Staff mmpetence and training
. Equipment
. Environment
o Handling of samples
o Quality control and validation of results
r Reccrding and reporting practices

Responsibility:
General Manager appoints from among the management personnel, a Lead Auditor, with the following qualifications:

The Lead Auditor is responsible in assigning personnel to carry out the audit, in reviewing and validating the audit findings.
He/She shall recommend to the General Manager who will perform the Quality Management System Audit. They shall be
responsible in carrying out the Audit Plan, in assigning the personnel to carry out the audit, in reviewing the findings and
proposed cpnective ac{ions, in preparing and submitting mnsolidated report to the Management Review, and in keeping and
maintaining records pertinent to the Quality Management Audiis.

Auditors are responsible in conducting the audit in accordance with the audit plan and auditing processes, and ensure that
the findings are properly documented. Shall be responsible in conducting the audit in arcordance with the lntemal Audit
Process, and shall see to it that the audit results and findings are prompfly and accurately recorded and documented.
Auditors shall not conduct audits where the activity to be audited is the direct responsibility of the auditors.

Qualifications of the Auditors required in the Quality Management System are:

9,2-1 GWD shall conduct internal audits at planned intervals to provide information on whether the quality management
system:
a) conforms to:

1) the cornpany's own requirements for its quality management system;
the of this lntemational Standards;
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b) is effectively implemented and maintained.

9.2.2 C:llllD shall:
a) plan, establish, implement and maintain an audit programme(s) including the frequency, methods, responsibilities,

planning requirements and reporting, which shall take into consideration the importance of the processes concemed,
changes affecting the organization, and the results of previous audits;

b) define the audit criteria and scope of each audit;
c) select auditors and conduct audits to ensure objectivity and the impartially of the audits process;
d) ensure that the results of the audits are reported to relevant management;
e) take appropriate conection and conective actions without undue delay;

i retain documented information as evidence of the implemeniation of the audit programme and the audit results.
HOTE: See ISO 19011 for guidane.

References.'
lnternalAudit Process
tSO 1 9A1 1 :201 1 for guidance

9.3 iilanagement Review

MANAGEMENT RESPONSIBILITY & REVIEW

Tap Management Commifree Members need to review and evaluate the Quality Management System to ensure that it
continues to be suitable and effective.

Reviews consist of well-structured and comprehensive evaluation of the allocation of resources, findings of audits, and the
overall effectiveness of the system in achieving stated quality objectives, review of training plan and consideration for
updating the Quality Management System in relation to changes in quality, concepts, and other considerations.

Review on the effectiveness of the processes and system is done through periodic monitoring of the set key performance
indicators.

Continual improvement of the system is ensured by the implementation of the review and improvement processes such as
policy and objectives review, audits, risk register, conective action, and management review.

Findings, condusions, and recommendations as a result of the review and evaluation are submitted in documentary form for
necessary action. Resolutions are made to affect the implementation of required actions.

Records of Management Review are maintained.

Responsibility:
General Manager - Top Management
Top Management Committee shall compose of Department Managers and/or division heads.

The General Manager shall prepare the schedule and the agenda of the review, and see to it that all matters discussed are
properly documented. He/she atso shall ensure that all agreed proposals and resolutions are accomplished within the agreed
period with the effects of sucfr actions monitored and recorded.
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9.3.{ General

Top Management Committee shall review the compant's quality management system, at planned intervals to ensure its
continuing suitability, adequacy, effectiveness and alignment with the strategic direction of the organization.

The Head of Laboratory is responsible for coordinating management review. The management review will include trends
development in the laboratory activity, recent audits, customer feedback, complaints and non-compliances, results of P-Test
and staffing requirements. The annual management review ensures that the organization and the activities of the laboratory
remain appropriate and efficient.

9,3.2 Management Review lnputs
The management review shall be planned and carried out taking into consideration:

a) the status of actions from previous management reviews;
b) changes in extemal and intemal issues that are relevant to the quality management system;
c) information on the performance and effectiveness of the quality management system, including trends in:

1) customer satisfaction and feedback from relevant interested parties;
2) the extent to which quality objectives have been met;
3) process perfonnance and conformity of products and services,
4) nonconformities and conective actions;
5) monitoring and measurement results;
6) audit results;
7) the performance of external providers

e) the adequacy of resources;
0 opportunities for improvement.

9.3.3 Managament Review Outputs
The outputs of the management review shall include decisions and actions related to:

a) opportunities for improvement
b) any need for changes to the quality management system;
c) resource needs.

C:lffD shall retain documented information as evidence of the results of management re$ults"

References:
Ma nage me nf Re view Process
lnternalAudit Proes

lOIMPROVEMENT

10.'l General

Ct\fI) shall determine and select opportunities for improvement and implement any necessary actions to meet
Customer requirements and enhance customer satisfaction.
These shall include:

a) improving products and services to meet requirements as well as to address future needs and expectations;
b) conecting, preventing or reducing undesired effects;
c) improving the performance and effectiveness of the quality managernent system.

NOTE: Example of improvement can include conection, conective action, continual improvement, break through change,
lnnovation and re-organization.
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10.2 Nonconformity and corrective actions
A thorough analysis of the problem, investigation for the possible causes, determining and verifying the most probable

cause, geiting into and conecting the root eause, and instituting the necessary measures to prevent recunence of the

problem is done.

For work in progress, remedial actions are instituted as soon as practicable in order to limit the extent of trouble. ln addition,

where necessary completed items stored for inventory are recalled. Recall decisions are affected by consideration for
product reliabi lity a nd cu stomer satisfaction.

Evidence of nonconformity merits conective action to prevent recunence of the problem. The relevant personnel shall

investigate the problem, ditermine its Root Cause or Most Probable Causes and identify suitable conective action ensuring

no likeiihood of recunence. The implementation of the conective action shall be monitored, reviewed, and effectiveness

checked. Records of results of action are taken and CAR closed when conective action is proven satisfactory. Status of

conective action is part of the review input for the Management Review

,A,2.1 wtren a nonconformity occurs, ineluding any arising frcm complaints, the organization shall:
a) reacl to the conformity and, as applicable:

1) take action to control and conect it;
2) dealwith the con$equences;

b) evaluate the need for action to eliminate the case(s) of the nonconformity, in order that it does not recur or occur
elsewhere, by:
1) reviewing and analyzing the nonconformity;
2) determining the causes of the nonconformity;
3) determining if similar nonconformities exist, or could potentially occur;

c) implement any action needed;
d) review the effectiveness of any corrective aclion taken;
e) update risks and opportunities determined during planning, if necessary;

0 make changes to the quality management system, if necessary.

Coneciive action shall be appropriate to the effect of the nonconformities encountered.

The laboratory monitors customer complaints in order to identify any dissatisfaction from the customers. All complaints will

be brought toihe attention of the Head of Laboratory. Complaints (lntemal lExtemal) received by the laboratory related to its
activities are recorded on the "Complaint Tracking" form.

The Head of Laboratory will decide whether the action taken is adequate and ensure that the complaint is properly dealt with,

and the improvement is incorporated in the quality system.

Non-conforming refers to deviation identified which will cause significant implication in both management and technical

requirements.

Deviation can be identifled from:
. Safety problems in the laboratory
r Poor proficiency program
r Calibrationactivities
r lnstrument problems
. Use of wrong techniques, standards
. Customer complaints
e lntemal/Extemal Auditnon*compliance
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fne Xeai of Laboratory is responsible for non-conforming work from the laboratory and has the authority to manage its
resolution and to cany out action to:

r Hold analysis and the release of results
e Evaluate the signrfiance of non-conforming vvork
r Take immediate conective action
. Define the requirements to resume analysis

A Non-Conforrnance Report will be accomplished to document the proper action to conect the error and to prevent the
same eror be made again.

All nonconforming events are recorded, tracked, identified and root cause analysis is performed.

Deviations can be identified from the following:
. Failed proficiency testing
r Customer complaints
r Failed QC samples
r Analytical procedure is not followed
o lnstrumentcalibration
r Test Report
. Noncompliance in intemal/ extemal audits

Elements of conective aclion can be comprised of:
o lnvestigation of probable / possible root cautes
. Conclusion from investigation
r Planned conective action
. lmplementation of conective action plan
. Confirmation and monitoring of effectiveness of conective action

1A.2.2 CWD shall retain documented information ae evidence of:
a) the nature of nonconformities and any subsequent actions taken;
b) the results of any conective actions.

10.3 Continualimprovement

GONTINUAL IMPROVEMENT POLICY
It is the policy of CWD to continually improve the effectiveness of the established Quality Management System through

conformity, audit results and customer satisfaction survey and complaints;

nonconformities

quality management system.

The laboratory continuously improves the effectiveness of its quality management system and its processes as stated in our
quality policy and quality objectives.

Tools used to incorporate improvement in management requirements can be evaluated through:
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e Quality Policy
. Quality Objectives
. Audit results
r Analysis of data
. Conective adions
. Preventative actions
o Management Review
. Communication I Feedback

CllllD continually improve the suitability, adequacy and effectiveness of the quality management system.
CllllD shall consider the results of analysis and evaluation, and the outputs from management review, to determine if there
are needs or opportunities that shall be addressed as part of continual improvement.

CWD's commitment for continual improvement is dearly stated in our Quality Policy. Opportunities for improvement of the
effectiveness of the QMS shall be identified from the management review meetings, analysis of data and irends of
operational performance against quality objectives, audit results, customer feedbaek and survey results and monitoring and
implementation of conective and preventive actions.

The continual improvement plan shall go through the PDCA cycle:

Plan the Organization shallestablish the Quality Policy, Business and Quality Objectives
and Business Processes necessary to deliver results in accordance wiih Statutory
and Regulatory requirements as well as Organization's policies and customer
requirements.

Do concemed personnel shall implement the established the Quality Management
Systems.

Check The respective DepartmenUSection shall monitor and measure their processes and

3[:iffi 
.o?::5,:f 

ffi l,#:[#i11 3I ;3f,SI;txx?!:",-3,llH3il':#e€chieve 
ment

Act The. Management review output shall determine actions to be undertaken to continually
improve business processes performance to support the overall objectives.

Responsibility:

Top Management is responsible for providing the Quality Objectives and target value for one (1) year and checks it monthly.
SupervisorlTeam Leader is responsible in checking the progress of each section monthly.
Managers and SupeMsor is responsible in checking the monthly repoil of their respeciive section.
The Top Management and Employees are responsible for the conduct of management review.

References:

M a n age me nt Re view Process

CUIfD shall continually improve the suiiability, adequacy and effectiveness of the quality management system.
ClitlD shall consider the results of analysis and evaluation, and the outputs from management review, to determine if there
are needs or opportunities that shall be addressed as part of continual improvement.
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Mission

' Provide Assurance to the concessionaires that the water we deliver is safe, clean, and potable
o Provide high quality water equipment with short turnaround time
. Provide laboratory support for treatment system operators to improve treatment process
. Address residents' inquiries and complaints concerning their drinking water

Vision

r Provide high quality state of the art equipment and apparatus to improve our water testing
r Continuously provide safe, clean, and potable water to our concessionaires
r Aim to be more vigilant to control and secure water quality
o Maintain our water supply in accordance with the Philippine National Standards for Drinking Water
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