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1.0 INTRODUCTION
1.1 APPROVAL
This manual is the primary document that defines the Quality Management System (QMS) of METRO
COTABATO WATER DISTRICT in compliance to the requirements of ISO 9001:2015 standard.
This manual contains the genealogy of the Company’s Quality Policy and how its requirements are
integrated in the organization’s day-to-day operations. It also contains how the company relates the
quality policy to its commitment of providing excellent quality services.
This manual also includes a description of the organizational structure, responsibilities, procedures and
resources of the organization in managing the quality of its services and maintaining its quality
management system.
This Quality Management System Manual demonstrates METRO COTABATO WATER DISTRICT policies
in ensuring quality of its services that meet the requirements of its customers. The Quality Management
System of METRO COTABATO WATER DISTRICT was established in conformance to the requirements of
ISO 9001:2015.
It is mandatory requirement that all employees adhere to the Quality Management System.

Approved by:

LEONORA D. GAUDIANO
General Manager

Board Res. No. O16-17
Date: March 13,2017
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1.2 METRO COTABATO WATER DISTRICT: OVERVIEW
The Cotabato City Water District was established under the Local Water District Law by virtue of the
Presidential Decree 198 which is known as The Provincial Water Utilities Act of 1973. All local water districts which
were formed pursuant to the Local Water District Law are declared government owned and controlled
corporations with original charter by the Supreme Court on its decision promulgated last September 13, 1991.
The water district being a GOCC falls under the jurisdiction of the Civil Service Commission and the Commission
on Audit.

The Cotabato City Water District (CCWD) was formed on October 12, 1976, by virtue of the Sangguniang
Panlungsod ng Cotabato Resolution No. 35, dated March 9, 1976, authorizing its formation under Sec. 6 of
Presidential Decree 198, as amended. A Conditional Certificate of Conformance No. 030, was issued by the Local
Water Utilities Administration on November 5, 1976, authorizing its operation as a Local Water District.

The purpose of its formation is to acquire, install, improve, maintain and operate water supply and distribution
systems for domestic, industrial, municipal and agricultural use for residence and lands within its boundaries (Sec.
5, Chapter II of P.D. 198).

Effective March 7, 2004, the District has been renamed to Metro Cotabato Water District pursuant to CCWD
Board Resolution No. 030 B-03, dated August 8, 2003, and in accordance with LWUA Board of Trustees Resolution
No. 186 series of 1997.

The Board of Directors serves as policy-making body of the District, composed of five (5) members,
representing the community from the professional, civic, business, women’s and education sectors, having a term
of office of six (6) years.

Directly under the Board of Directors is the General Manager, who is in-charge of the management and
supervision of the detailed operation of the water district. There are four departments directly under the
supervision of the General Manager, namely: Administrative, Finance, Commercial, and Engineering.
The Local Water Utilities Administration sets the water rate structure of the District to ensure its viability,
being a self-reliant agency of the government, not dependent on national or local appropriation but subsists
purely on internally-generated funds thru its concessionaires, providing for its operating expenses, loan
repayments, expansion projects, maintenance and improvements that ultimately redound to the benefit of
concessionaires and the public in general.
At present, MCWD has five (5) production water sources namely: Tanuel Spring and Dimapatoy River
located at Datu Odin Sinsuat, Maguindanao ; and Rebuken, Macaguiling I and II Wells situated at Sultan Kudarat,
Maguindanao. The District has three (3) concrete ground reservoirs located at PC Hill (2,000 cu.m. and 750 cu.m.)
and Awang (2,000 cu.m.). The 750 cu.m. reservoir at PC Hill serves the concessionaires thereat thru a booster
station, due to its high elevation.
The District serves 36 out of 37 barangays in the City of Cotabato (except Kalanganan 1 – Darping), 10
barangays in Sultan Kudarat, and 7 baranggays in Datu Odin Sinsuat Municipalities.
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VISION
To be a highly efficient water utility rendering excellent service to the community.

MISSION
To provide adequate, safe and affordable water supply to all our concessionaires, deliver efficient
service and be responsible in promoting environmental conservation, rehabilitation and sanitation.

CORE VALUES
We, in the Metro Cotabato Water District, are guided in everything we do by the following core
values:

HONESTY
To be true to ourselves and trustworthy in dealing with others.

ACCOUNTABILITY
To take full responsibility for our actions.

COMMITMENT
To perform our duties with commitment under the principle of transparency.

TEAMWORK
To work together as a team, with dedication, dignity and respect, to achieve our corporate goals.

SERVICE EXCELLENCE
To provide effective and efficient service to our customers.
2.0 DESCRIPTION OF THE COMPANY’S QUALITY MANAGEMENT SYSTEM
2.1 DEVELOPMENT OF THE QMS
The Quality Management System (QMS) of METRO COTABATO WATER DISTRICT is developed through
the existing system & practices the apply changes & improvements in compliance with the ISO
9001:2015 Standard.
METRO COTABATO WATER DISTRICT maintains Quality Management Systems that effectively control
the services of the organization. The business process illustrates the overview of the organization’s
way of managing the Water District to ensure customer satisfaction and compliance of applicable
legal requirements.
Process owners shall periodically monitor, evaluate and implement all the established controls &
inspections written in the documented information and ensure continual Improvement of the Quality
Management System.
This Quality Management System documented information defines all the operating methods of
controlling the processes concerning the organization’s services.
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2.2 DEFINITION OF TERMS
2.2.1

Quality – is the totality of features and characteristic of a product or service that bear on
its ability to satisfy stated customer’s need.

2.2.2

Audit – the systematic, independent, and documented process to objectively determine
the fulfillment of audit criteria.

2.2.3

Customer Satisfaction – customer’s perception of the degree in which the customer
requirements has been fulfilled.

2.2.4

Continuous Improvement – recurring activity to increase the ability to fulfill the
requirements.

2.2.5

Effectiveness – Extent to which planned activities are materialized and planned results
achieved.

2.2.6

Corrective Action – action to eliminate recurrence of detected non-conformity or other
undesirable situation.

2.2.7

Non-conformance – non-fulfillment of a specific requirement, either of the standard or
company policy, procedure and other planned arrangements.

2.2.8

Quality Policy – statement by the company of its intentions and principles in relation to
its overall intentions and direction with regard to quality concerns, as formally expressed
by the Top Management through the ISO/QMS Project Coordinator.

2.2.9

Quality Objective – overall goal, arising from the QMS Policy, that the company sets itself
to achieve, and which are quantified where practicable.

3.0 QUALITY MANAGEMENT SYSTEM DOCUMENTATION
3.1 DOCUMENTATION STRUCTURE
The documentation structure of the Quality Management System is shown in the diagram below:

QMS
Manual
Quality Management
System Procedures & Work
Instructions
Forms and Records
(Training Records, Equipment
Maintenance Records, Calibration
Records, Purchasing Records, etc.)
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Level 1 – The QMS Manual describes the policies of the organization to meet and address the
requirements of the ISO 9001:2015 standard. It provides an overview of the whole quality management
system of METRO COTABATO WATER DISTRICT.
Level 2 – Quality Management System Procedures and Work Instructions describe the operations that
are carried out and maintained under specified conditions including details of the documented
information that are part of the Quality Management System and dependent on the complexity of the
process, methods, training and competence of the personnel involved in the implementation of the
procedures and work instructions.
External Documents shall also be included in this level of documented information.
Level 3 – Forms and records are aligned to this level, which is an objective evidence to prove that a
particular activity has been done and complied.

4.0 CONTEXT OF THE ORGANIZATION
4.1 UNDERSTANDING THE ORGANIZATION AND ITS CONTEXT
The Top Management, ISO/QMS Project Coordinator, Department Managers and Division
Managers used the SWOT Analysis in determining the Internal and External Issues that might arise
in achieving the strategic direction of the organization.
The Top Management together with the ISO/QMS Project Coordinator, Department Managers
and Division Managers reviewed the output of the Department / Division SWOT analysis to
determine the internal and external issues of the organization in achieving the strategic direction
of the organization.

The diagram below depicts the SWOT analysis done by the organization and on how the Strengths,
Weaknesses, Opportunities and Threats interact with each other to establish a strategic option.
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Action has been formulated in such a way that the identified Strengths, Weaknesses,
Opportunities and Threats have been considered to establish strategic option.

References:
ISO 9001:2015 Clause 4.1 Understanding the organization and its context
Risk & Opportunities Procedure (MCWD-QP-ISO-007)
4.2 REVIEW AND ACTIONS ON THE INTERNAL AND EXTERNAL ISSUES
4.2.1

Actions relating to the identified internal and external issues have been accomplished by
the Department Heads.

4.2.2

Actions have been identified in such a way that the identified Strength, Weaknesses,
Opportunities and Threats have been considered.

4.3 NEEDS AND EXPECTATION OF THE INTERESTED PARTIES
4.3.1

The needs and expectations of the interested parties were identified by each department.
The needs and expectations are the following:

References:
ISO 9001:2015 Clause 4.2 Understanding the Needs and Expectations of Interested Parties
4.4 OVERVIEW OF THE QUALITY MANAGEMENT SYSTEM AND EXCLUSIONS
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criteria for product and process performance, and corresponding of measurements and
analysis of service provided including the process for corrective action and continual
improvement.
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Needs
(stated Services / Requirements
 Monthly Bacteriological test of the

Interested Parties
City Health Office (Water Quality)



National Government



Customers/ Client (Commercial)
LWUA (Laboratory)






Water District
Compliance to the annual audit of
CSC
Water Test Result
Monthly Bacteriological Report
Annual Physical Chemical Report
Monthly Financial Statement

Expectations
(Implied Requirements)




Passed the PNSDW 2007
On-time submission



Compliance to RA 9485



On-time release of water test result
Passes the PNSDW
On-time submission
Meets the minimum number of
samples required based on
population





LWUA (Finance)


DBM (Finance)




DBM (HR)



CSC




Publication of vacant position
Hiring of qualified employee





Compliance to Procurement Law
Compliance to Property Disposal
Submission of Annual Financial
Reports
Quarterly submission of reports on
salaries and allowances
Quarterly report of unliquidated
cash advance
Approved Purchase / Job Order/
Contract

COA (Finance)




External Provider (Suppliers) (GSO)
Telecommunications
Service Provider (Commercial)
ELECTRIC POWER PROVIDER
For Electricity Supply








Manpower Provider (HR)

PhilGeps




Board of Directors






Approved Corporate Budget
Approved Plantilla
Approved authority to purchase
service vehicle






Service Contract
Approved
Purchase
Order/
Contract
Payment in accordance to the
Billing statement
Approved
Purchase
Order/
Contract
Comply with the publication
requirements in accordance with
the provision of RA 9184
Regular posting of procurement
cycle
Submit all recommendation of
procurement
Reports for recommendations for
improvement
Financial Statement
Submission of Proposed Budget



Timely submission of approved
corporate budget
Updated annual plantilla
Timely submission of approved
authority to purchase service
vehicle
Timely publication of vacant
positions
Availability
of
evidence
of
qualification





On-time submission
Accurate and complete reports
Compliance to auditing rules



Timely Payment



Timely Payment



Timely Payment



On-time Payment of Electric Bill



Timely Payment



Full compliance to procurement law
(RA 9184)



All procurement are within the
budget
On-time submission of reports
Monthly
submitted
financial
statement







on the customers and fosters continual improvement. It describes procedures that reflect
our strategic decision to adopt a process approach across all areas of our operations in
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order to ensure compliance with international standards in addressing customer
requirements and enhancing customer satisfaction.
4.4.3

Exclusion:
This clause of the standard is not included in the QMS 8.3 Design and Development.
The design for the service shall be based on the national standards set by the government
agencies such as LWUA, DOH, DENR. The organization established Procedures and Work
Instructions to ensure that all the service rendered are in compliance to the requirements
of the customer.
The Quality Management System of the organization shall be reviewed and revised at
least once a month or as needed to ensure the effectiveness in meeting its Quality
objectives and action plans. Review shall be done during management review meeting
and on special meetings conducted to address urgent concerns that may affect the QMS.
All revision that may occur on the QMS shall be recorded and shall follow the Control of
Documented Information Procedure and other related procedures

5.0 LEADERSHIP AND COMMITMENT
5.1 LEADERSHIP AND MANAGEMENT COMMITMENT
5.1.1

The BOD and the General Manager show their commitment to have an efficient and
effective Quality Management System through the following:
5.1.1.1 Establishing and promoting awareness and understanding of the Quality Policy to
all levels of organization.
5.1.1.2 Setting, maintaining and achieving relevant quality objectives and plans.
5.1.1.3 Communicating the organization’s QMS and Quality Objectives as required by the
Quality Management System.
5.1.1.4 Assessing the performance of the QMS through management reviews and
identifying areas that needs improvement.
5.1.1.5 Providing the necessary resources to fulfill the company’s plan and objectives.

Registration Mark:

Distribution Mark:

This document is updated and controlled if it bears the red
“CONTROLLED COPY” stamp. Otherwise, please refer to the
Document Control Center (DCC) for your updated copy.

Quality Management
System Manual

Document No.

:

MCWD-QM-TM-001

Revision Level

:

Ø

Page

:

Page 12 of 30

5.1.1.6 The planning of the QMS is carried out to meet the requirements specified in the
ISO 9001:2015.
5.1.1.7 The integrity of the Quality Management System is maintained when changes to
the QMS are planned and implemented.
5.1.2

Quality issues are recognized and where appropriate, are controlled and managed.

References:
ISO 9001:2015 Clause 5.1 Leadership and Commitment
5.2 RESPONSIBILITY, AUTHORITY AND COMMUNICATION
5.2.1

Office of the Board of Directors is the policy -making body of the District. It shall hold
regular and special meetings to deliberate and establish policies regarding the systems
and procedures for operation of the District. They shall issue resolutions for the
implementation of the policies by the management of the District. They are also tasked
to review the existing policies and make amendments thereto. The Board of Directors
appoints the General Manager, approves the District rules and regulations, corporate
plan, annual budget, contracts, loans, acquisition of real property at pre-determined
amounts and nature, organizational structure, compensation and benefits, water rates
and charges; policy making body of the district.

5.2.2

Office of the General Manager shall be responsible for the over-all operation and
management of the District:
5.2.2.1 Responsible for the operation of the District and its long term and short-term
planning;
5.2.2.2 Recommends organizational structure and manpower level, compensation and
benefits schedules, water rates and charges, acquisition of real property,
construction contracts, acceptance of completed projects; management
strategies appropriate for the District, executes payment for approved projects
and programs;
5.2.2.3 Provide adequate resources, set priorities and establish the organization in
fulfilling the requirements for the implementation and deployment of the Quality
Management System;
5.2.2.4 Appoint the ISO/QMS Project Coordinator;
5.2.2.5 Implement the Quality Policy;
5.2.2.6 Ensure the Quality Management System requirements are established,
implemented and maintained in accordance with ISO 9001:2015 Standard;

5.2.3

Administrative and Human Resource Department shall be responsible in the execution of
the following duties:
5.2.3.1 Formulate and implement human resource program, policies and procedures
pursuant to Civil Service law and rules;
5.2.3.2 Formulate and implement procedures on procurement of adequate supply of
quality materials, equipment and services;
5.2.3.3 Formulate and implement policies on records management for the whole
organization;
5.2.3.4 Formulate and implement policies related to security measures of building,
grounds and people in the organization;
5.2.3.5 Formulate and implement corrective maintenance of water meters and other
measuring devices;
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5.2.3.6 Formulate and implement systems on warehousing and maintenance of
materials, supplies, vehicles and equipment in accordance with the regulations
and policies;
5.2.4

Finance Services Department shall be responsible in the execution of the following
duties:
5.2.4.1 Maintain corporate books of accounts and all accounting records, documents and
the preparation of financial and accounting reports and analysis.
5.2.4.2 Implement procedures and policies on cash management particularly on
safekeeping, disbursement, control of water district funds.
5.2.4.3 Implement procedure and policies on collection of water bills, cash funds and
other moneys or income of the District.
5.2.4.4 Coordinate with concerned departments in the preparation of annual budget and
prepares and monitors projected financial reports based on approved annual
budget.
5.2.4.5 Determine financial resources available to carry out water district programs.

5.2.5

Commercial Services Department shall be responsible in the execution of the following
duties:
5.2.5.1 Maintain accurate and updated customer service records and follow-up all
delinquent accounts, and enhance collection and efficiency.
5.2.5.2 Enforce utility rules and regulations as to billings, delinquencies and adjustments
and collections
5.2.5.3 Receive and process service application including installation of new service
connection and attends to customer complaints and requests such as closed
accounts.
5.2.5.4 Conduct marketing surveys and formulates program on consumer relations.
5.2.5.5 Investigate illegal connection.
5.2.5.6 Implement policy on delinquent customers.

5.2.6

Engineering and Operations Departments shall be responsible in the execution of the
following duties:
5.2.6.1 Determine water production requirements and ensures the steady supply of
water to the service area.
5.2.6.2 Maintain water pumps and water treatment facilities and water quality in
accordance with the standards set by the Philippine National Standards for
Drinking Water and World Health Organization.
5.2.6.3 Conduct preventive maintenance and repair of equipment and facilities.
5.2.6.4 Initiate programs for protection and development of water resource and water
shed areas.
5.2.6.5 Implement programs for extension, expansion, and improvement of water
supply system and under takes repair and maintenance of transmission
distribution pipelines including in appurtenances.
5.2.6.6 Plan and design mainline extension including mainline improvement, water
supply system, pumping facilities and other structures.

5.2.7

ISO/QMS Project Coordinator shall be responsible in:
5.2.7.1 Ensuring the Quality Management System requirements are established
implemented and maintained in accordance with ISO 9001:2015 standards.

Registration Mark:

Distribution Mark:

This document is updated and controlled if it bears the red
“CONTROLLED COPY” stamp. Otherwise, please refer to the
Document Control Center (DCC) for your updated copy.

Quality Management
System Manual

Document No.

:

MCWD-QM-TM-001

Revision Level

:

Ø

Page

:

Page 14 of 30

5.2.7.2 Reporting the performance of the Quality Management System to the General
Manager and Board of Directors for review to ensure its effectiveness and
suitability.
5.2.7.3 Ensuring that Internal Audit and Management Review are being conducted on a
regular basis.
5.2.7.4 Ensuring nonconformance are resolved with the appropriate corrective action to
correct any system deficiencies promptly
5.2.7.5 Liaison with third party certification body.
5.2.8

Division / Section Heads
5.2.8.1 Establish and implement the set Quality Management System.
5.2.8.2 Promote the defined Quality Policy at all level of organizations.
5.2.8.3 Ensure that Quality Management System is understood and implemented within
the respective areas and personnel’s are adequately trained.

5.2.8.4 Establish document and implement applicable procedures, working direction in
support of the Quality Management System
References:
ISO 9001:2015 Clause 5.3 Organizational Roles, Responsibilities and Authorities
Control of Position Description and Table of Organization Procedure (MCWD-QP-ASD-003)
6.0 PLANNING OF THE QUALITY MANAGEMENT SYSTEM
6.1

ACTIONS TO ADDRESS RISK AND OPPORTUNITIES
6.1.1

In determining the actions required for the Risks and Opportunities identified during the
analysis of the context of the organization and the needs and expectations of the
interested parties, the organization established a procedure in determining the required
action.

6.1.2

All identified risks have been analysed by the Department / Division Manager using the
Risk Assessment Registry.

6.1.3

All opportunities have been addressed during the performance of the Management
Review under the continuous improvement agenda of the management review.

6.1.4

Monitoring of status of all actions taken for all identified risks shall be based on the Risk
Assessment Registry which will be reviewed during the performance of the management
review.

6.1.5

Monitoring of status of all opportunities shall be discussed during the performance of
management review which will be performed at least twice a year.

References:
ISO 9001:2015 Clause 6.1 Actions to Address Risks and Opportunities
Risks and Opportunities Procedure (MCWD-QP-ISO-007)
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CORPORATE QUALITY OBJECTIVES FRAMEWORK
6.2.1

Planning for QMS Objectives
6.2.1.1 The quality objectives of the company shall be based on the mandates of the Top
Management. This shall be based on the Company Quality Policy. To achieve
these objectives, relevant department / divisions generate plans for Quality
Objectives wherein the objectives as well as the plan of activities are indicated.
Resources and investments needed, accountable functions, target dates of start
and completion, and the proposed roadmaps are also provided.
6.2.1.2 The Top Management, during the annual planning shall establish quality
objectives of the organization. Information and data are considered from the
following:


Customer feedbacks/ complaints



Defined customer needs and expectations



Supplier performance

6.2.1.3 The quality objectives aim to continually improve the operation and services of
the company including enhancement of customer satisfaction.
6.2.1.4 The Department / Division Managers shall monitor the performance of the
METRO COTABATO WATER DISTRICT against its quality objectives, quarterly. Data
collected shall be consolidated, analysed and presented to the Management.
Where appropriate, the results of the monitoring and review shall be the basis in
determining / fine-tuning the Company’s objectives and plans for the next
calendar year.
References:
ISO 9001:2015 Clause 6.2 Quality Objectives Planning to achieve them
Quality Objectives

6.3

PLANNING
6.3.1

Providing Resources
6.3.1.1 The Top Management shall determine and provide resources needed in the
implementation, maintenance and improvement of the Quality Management
System and in the fulfillment of the quality objectives. These resources include
human resource, work environment and infrastructure (office buildings,
associated facilities, and transportation and communication skills)
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7.0 SUPPORT
7.1 MANAGEMENT PROCESS
7.1.1

Human Resources
7.1.1.1 METRO COTABATO WATER DISTRICT ensures that it provides sufficient staffing
for the effective operation of the management system, as well as its identified
processes.
7.1.1.2 Staff members performing work affecting the quality of service are competent on
the basis of appropriate education, training, skills and experience.
7.1.1.3 The top management is aware of the importance and the vital role of each
personnel in the organization. The management invests on personnel
development by providing a series of training needed for the assigned activity and
achieves the maximum potential to do such activity. The Management also
ensures that all personnel are aware of the relevance and importance of these
activities in the accomplishment of the quality objectives.
7.1.1.4 The General Manager has the over-all responsibility and authority for the
management and control of the entire METRO COTABATO WATER DISTRICT.
7.1.1.5 Department / Division Managers shall be responsible to manage their respective
departments / divisions and ensure that services are delivered to clients with a
mark of quality.
7.1.1.6 HRM shall be responsible for the over-all activities of personnel administrative
function of the entire METRO COTABATO WATER DISTRICT.
7.1.1.7 The General Manager shall be responsible for the final review and approval of the
Annual Training Plan.
7.1.18 HRM shall be responsible for the development of the Annual Training Plan and
ensure the overall coordination to guarantee systematic and on-time
implementation of the training program.
7.1.1.9 All Department/Division Managers shall be responsible for identifying their
personnel’s training needs and submit the same to the Human Resource
Management for review and consolidation.
7.1.1.10 HRM shall conduct Training Needs Analysis to all departments/division every
year. The following shall be the sources of TNA: Result of Performance Appraisal,
Departmental Input, Industry Practice, Management Direction, Survey, Process
Performance.
7.1.1.11 Trainer can evaluate the effectiveness of the training either by written report
after training or verbal question and answer. But for the case of question and
answer, the trainer shall establish the questions and record the result to the
concerned individual trainee.
7.1.1.12 Training results shall be recorded in the individual training history.

Reference:
ISO 9001:2015 Clause 7.1.2 People
ISO 9001:2015 Clause 7.2 Competence
ISO 9001:2015 Clause 7.3 Awareness
ISO 9001:2015 Clause 7.1.6 Organizational Knowledge
Human Resource Management Procedure (MCWD-QP-ASD-001)
Competence, Training and Awareness Procedure (MCWD-QP-ASD-002)
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Infrastructure
7.1.2.1 The Top Management takes responsibility for ensuring that the work
environment is adequately supported by existing utilities, work facilities or
support services necessary to achieve conformity to client requirements.
7.1.2.2 No unusual requirements exist beyond normal office, warehouse and distribution
needs. Infrastructure needs shall be subject to annual planning or management
review as needed. This infrastructure includes, but is not limited to:


Buildings, workspace and associated utilities



Process equipment; both hardware and software



Supporting services such as transport and communication

7.1.2.3 Administrative and Human Resources Department shall be responsible for
determining the needed infrastructure for the METRO COTABATO WATER
DISTRICT. Any Department requesting for additional requirement should request
approval from the General Manager.
7.1.2.4 All infrastructures issued for whatever purpose it may serve shall be subjected to
preventive maintenance in accordance with Service Vehicle and Equipment
Maintenance & Repair Control Procedure.
References:
ISO 9001:2015 Clause 7.1.3 Infrastructure
Service Vehicle and Equipment Maintenance and Repair Control Procedure (MCWD-QP-GSD001)
Equipment Commissioning Procedure (MCWD-QP-GSD-003)
Property Management Control Procedure (MCWD-QP-GSD-005)
7.1.3

Environment for the operation processes
7.1.3.1 Work Environment that the METRO COTABATO WATER DISTRICT requires to carry
out its operations shall be determined and provided. Proper lighting and
adequate ventilation shall be provided. Air conditioning shall also be provided
where necessary.
7.1.3.2 Safety Rules and Regulations to maintain efficiency in operations shall be
documented and communicated to all associates. More specific description of the
work environment requirements shall be included in the quality plans and
relevant procedures.

Reference:
ISO 9001:2015 Clause 7.1.4 Environment for the operation processes
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Control of Monitoring and Measuring Equipment
7.1.4.1 METRO COTABATO WATER DISTRICT determines the monitoring and
measurement to be undertaken and the monitoring and measuring equipment
needed to provide evidence of conformity of service/product to determined
requirements.
7.1.4.2 METRO COTABATO WATER DISTRICT establishes processes to ensure that
monitoring and measurement can be carried out and are carried out in a manner
that is consistent with the monitoring and measurement requirements.
7.1.4.3 Where necessary to ensure valid results, measuring equipment are:


Calibrated or verified, or both, at specified intervals, or prior to use, against
measurement standards traceable to international or national measurement
standards; where no such standards exist, the basis used for calibration or
verification is recorded.



Adjusted or re-adjusted as necessary



Identified in order to determine its calibration status



Safeguarded from adjustments that would invalidate the measurement result



Protected from damage and deterioration during handling, maintenance and
storage.

7.1.4.4 In addition, the organization shall assess and record the validity of the previous
measuring results when the equipment is found not to conform to requirements.
The organization shall take appropriate action on the equipment and any product
affected.
7.1.4.5 Records of the results of calibration and verification area maintained according to
Control of Documented Information Procedure.
Reference:
ISO 9001:2015 Clause 7.1.5.2 Measurement Traceability
Property Management Control Procedure (MCWD-QP-GSD-005)
Calibration and Meter Maintenance Control Procedure (MCWD-QP-GSD-006)
7.1.5

Organizational Knowledge
7.1.5.1 METRO COTABATO WATER DISTRICT also determines the knowledge necessary
for the operation of its processes and to achieve conformity of products and
services. This may include knowledge and information obtained from:


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



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

7.1.5.2 This knowledge shall be maintained, and made available to the extent necessary.
7.1.5.3 When addressing changing needs and trends, METRO COTABATO WATER
DISTRICT shall consider its current knowledge and determine how to acquire or
access the necessary additional knowledge.
Reference:
ISO 9001:2015 Clause 7.1.6 Organizational Knowledge
Competence, Training and Awareness Procedure (MCWD-QP-ASD-002)
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CONTROL OF DOCUMENTED INFORMATION PROCEDURE
7.2.1

Control of Documented Information Procedure was established to describe the
requirement for controlling internal and external documents, as well as establishing a
system for document preparation, review, approval, registration, distribution, retrieval,
disposal, numbering and traceability relating to ISO 9001:2015 requirements.

7.2.2

Documents are approved for adequacy prior to issue.

7.2.3

Documents are reviewed, and where necessary, updated and re-approved.

7.2.4

The nature of revision in the document is clearly identified.

7.2.5

Current versions of relevant documents are available at point of use.

7.2.6

Documents remain legible and readily identifiable.

7.2.7

Obsolete documents, which are retained for any purposes, are prevented from
unintended use through proper marking.

7.2.8

All Department / Division / Section Managers shall be responsible for the identification of
new procedure or procedures for amendment.

7.2.9

The ISO/QMS Project Coordinator shall be responsible for reviewing and verifying the
document approved by the section if it complies with the ISO 9001:2015 requirements
respectively.

7.2.10 Documents, before issuance to the user and concerned section are reviewed and
approved by proper authorities in accordance with the Control of Documented
Information Procedure.
7.2.11 All documents shall be registered in the DCC and shall be reproduced according to the
number of department listed in the Distribution List.
7.2.12 The DCC shall preserve and maintain the master copies without damage and unauthorized
release until its retention and preservation period.
7.2.13 The DCC shall preserve separately the obsolete master copies of documents as QMS
records.
7.2.14 Obsolete and/or revised document and compliance obligations are retrieved and
replaced promptly from all departments/sections issued upon. These obsolete controlled
documents shall be disposed by the DCC. Only obsolete original copies shall be kept by
the DCC until its preservation period expires. Disposal shall be through shredding or
recycling if it does not contain any confidential data.
7.2.15 Legibility of the documents shall be maintained by using permanent ink in all the
documents.
7.2.16 The document audit shall be performed by the ISO/QMS Project Coordinator during the
scheduled internal audit to check the document control of all divisions.
7.2.17 Documented information for identifying, filing, storing, maintaining and disposing of
records is tp established and maintained. Records are handled, retained and stored in
manners that prevent damage and deterioration.
7.2.18 All Department / Division / Section concerned shall be responsible for registering the list
of their QMS records.
7.2.19 The DCC shall be responsible for maintaining the Master Record Control Register from the
List of Records submitted by all Department / Division / Section.
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7.2.20 The DCC shall be responsible in preserving of all records after their maintenance period.
7.2.21 The ISO/QMS Project Coordinator shall be responsible for the approval of records
submitted by the concerned section for registration in DCC.
7.2.22 Records shall be preserved for a specified period of time in such a way that they are ready
for future reference. The integrity and legibility of the data input shall be protected by
not using pencil in the data recording. Erasures shall be done by crossing out the word
then the responsible person shall affix his/her signature. Liquid eraser shall not be used
to ensure traceability of the origin of the erasures.
7.2.23 The proper disposal shall be done by shredding or recycling while the document data shall
be disposed by crossing them out. Records/documents that contain technical data of the
product shall be also subjected for disposal.
7.2.24 All documents pertaining to the disposal of record shall be maintained and safeguarded
from unintended reproduction and use.
Reference:
ISO 9001:2015 Clause 7.5 Documented Information
Control of Documented Information Procedure (MCWD-QP-ISO-001)
8.0 IMPLEMENTATION AND OPERATION OF QUALITY MANAGEMENT SYSTEM
8.1

SERVICE REALIZATION
8.1.1

Planning for Product and Service Realization
8.1.1.1 In order to ensure that applicable requirements are met, all processes from
receiving of requirements to delivery of service shall be identified, and these
processes shall be carried out under controlled conditions in accordance with the
standard operating procedures and the established Citizens Charter of the
METRO COTABATO WATER DISTRICT.
8.1.1.2 Concerned department/divisions/sections shall ensure that services are
delivered with quality and in consonance with established procedures.
8.1.1.3 Review of the overall performance of the QMS is conducted during scheduled
internal audit to ensure consistency with the documented procedures and
Management Review includes the identification of potential nonconformities
and its prevention, opportunities for improvement for quality policy.

Reference:
ISO 9001:2015 Clause 8.1 Operational Planning and Control
Pump Station Daily Operation Procedure (MCWD-QP-WRD-001)
Project Works Implementation Control Procedure (MCWD-QP-CMD-001)
Budget Control Procedure (MCWD-QP-BCD-001)
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Customer Related Processes
8.1.2.1 Concerned department/division/section providing services to customers shall
determine requirements related to the service to be offered. Procedures were
established for services offered by the Water District and requirements to avail
such services are defined.
8.1.2.2 Concerned department/division/section shall review the requirements and
ensure its completeness prior to processing of service. Service shall not be
provided unless requirements are satisfied.
8.1.2.3 Concerned department/division/section shall communicate any of the following
to its customers:


Service Information



Amendments of service requirements



Response to customer feedbacks



Response to Administrative Complaints

8.1.2.4 Customer Complaints shall be handled by the Customer Service Division.
8.1.2.5 Administrative Complaints shall be handled by the Administrative and Human
Resource Department based on due process.
Reference:
ISO 9001:2015 Clause 6.2.1 Customer Communication
ISO 9001:2015 Clause 8.2.2 Determining the Requirements for products and services
ISO 9001:2015 Clause 8.2.3 Review of the Requirements for products and services
ISO 9001:2015 Clause 8.2.4 Changes to Requirements for Products and Services
Communication Control Procedure (MCWD-QP-TM-001)
Service Application Procedure (MCWD-QP-CSD-001)
Customer Satisfaction Control Procedure (MCWD-QP-CSD-004)
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Purchasing
8.1.3.1 Purchasing procedure provides the guidelines on the requisition and purchase of
all goods and services of the METRO COTABATO WATER DISTRICT.
8.1.3.2 Requesting Department / Division / Section shall prepare Purchase Request and
submit to Administrative and Human Resource Department who shall endorse
the PR to the BAC to identify the Mode of procurement in accordance with
Bidding Control Procedure.
8.1.3.3 Supply Property Management Section shall monitor all purchase orders against
delivery using the Purchase Request Monitoring.
8.1.3.4 Inspection Team/Supply Property Management Section shall be responsible for
checking the quantity and description as shown in the invoice delivery receipt if
these conform to the PO.
8.1.3.4 BAC shall be responsible for the accreditation, evaluation, approval and
disqualification of suppliers.
8.1.3.5 Administrative and Human Resource Department shall be responsible for the
supplier performance evaluation.
8.1.3.6 BAC shall be responsible for the registration and disqualification of a potential
and existing supplier and also be responsible for maintaining and updating the
“Approved Supplier’s List”.
8.1.3.7 All existing suppliers shall be considered accredited but monitoring of
performance shall be implemented.
8.1.3.8 Administrative and Human Resource Department shall compute for the weighted
points for each criterion as well as the total points garnered by each supplier and
recommend for the retention or disqualification of supplier.
8.1.3.9 Administrative and Human Resource Department shall inform the supplier on
their performance rating on a quarterly basis.

Reference:
ISO 9001:2015 Clause 8.4 Control of Externally provides processes, products and services
External Providers Accreditation & Performance Evaluation Control Procedure (MCWD-QPASD-005)
Procurement Control Procedure(MCWD-QP-ASD-004)
Bidding Control Procedure (MCWD-QP-ASD-007
8.1.4

Process and Service Provision
8.1.4.1 In order to ensure that applicable requirements are met, all processes from
receiving of requirements to delivery of service shall be identified, and these
processes shall be carried out under controlled conditions in accordance with the
standard operating procedures and the established Citizens Charter of the
METRO COTABATO WATER DISTRICT.
8.1.4.2 Concerned department/division/section shall ensure that services are delivered
with quality and in consonance with established procedures.

Reference:
ISO 9001:2015 Clause 8.5.1 Control of Production and Service Provision
ISO 9001:2015 Clause 8.5.2 Identification and Traceability
ISO 9001:2015 Clause 8.5.3 Property belonging to customers or external providers
ISO 9001:2015 Clause 8.5.4 Preservation
ISO 9001:2015 Clause 8.5.5 Post-Delivery Activities
Disbursement Control Procedure (MCWD-QP-ACD-001)
Budget Control Procedure (MCWD-QP-BCD-001)
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Preparation of Financial Statement Control Procedure (MCWD-QP-ACD-002)
Cashiering Control Procedure ( MCWD-QP-ACD-003)
Pumping Station Daily Operation Procedure (MCWD-QP-WRD-001)
Water Sources Monitoring Procedure (MCWD-QP-WRD-003)
Checking of Pumping Equipment Procedure (MCWD-QP-WRD-004)
Water Quality/Chemical Testing Procedure (MCWD-QP-WRD-002)
Project Works Implementation Control Procedure (MCWD-QP-CMD-002)
Meter Reading and Billing Control Procedure (MCWD-QP-CAD-001)
Collection Control Procedure (MCWD-QP-CAD-002)
Service Application Control Procedure (MCWD-QP-CSD-001)
Service Complaint Procedure (MCWD-QP-CSD-002)
After Sales Water Services Control Procedure (MCWD-QP-CSD-003)
Property Management Control Procedure (MCWD-QP-GSD-005)
Service Vehicle and Office Equipment Maintenance and Repair Control Procedure (MCWD-QPGSD-005)
Work Instructions
9.0 MONITORING AND MEASUREMENT OF QMS PERFORMANCE
9.1 CUSTOMER SATISFACTION
9.1.1

The Customer Services Division shall be responsible for receiving and acknowledging the
receipt of the complaints and coordinate the investigation to all concerned department /
division / section.

9.1.2

Customer Satisfaction can be measured through the following:
9.1.2.1 Quality Performance indices
9.1.2.2 Promptness of service to clients
9.1.2.3 Surveys/Questionnaires to clients
9.1.2.4 Rating coming from the clients

9.1.3

The Head of Customer Services Division ensures the conduct of public assessment of
service twice a year or as the need arises, checks data analysis, recommends course of
action, if needed, and submits the survey results and recommendations to the General
Manager.

9.1.4

The Customer Services Division shall analyze the data tabulated and generate charts and
figures.

9.1.5

The Customer Services Team members conduct the survey in their respective designated
areas within the established time frame. They shall tabulate the data daily and report to
the Division manager any complaint/commendation/reports expressed by the
respondents during the survey.

9.1.6

The Information Officer collects and summarizes content of suggestion boxes, monitors
negative publicities about the agency in internet forums, social media, and the tri-media,
and reports the negative publicities to immediate supervisor.

9.1.7

The General Manager issues further instructions as he may see fit with respect to the
results of the survey and feedback summary.

9.1.8

All Department /Division Managers shall ensure implementation of instructions of the
General Manager with respect to the results of the survey.

Reference:
ISO 9001:2015 Clause 9.1.2 Customer Satisfaction
ISO 9001:2015 Clause 8.2.1 Customer Communication
Communication Control Procedure (MCWD-QP-TM-001)
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Customer Satisfaction Control Procedure(MCWD-QP-CSD-004)
Service Application Control Procedure (MCWD-QP-CSD-001
9.2

INTERNAL AUDIT
9.2.1

Internal Audit is planned to implement, verify and to determine the implementation and
effectiveness of the Quality Management System. To continuously improve the
documented procedures for the performance of Quality Management System an internal
audit shall be carried out. Taking into consideration the status and importance of
processes, areas to be audited as well as the results of previous audits.

9.2.2

An audit shall be conducted within the organization at least twice a year or as the need
arises depending on the implementation of the QMS to measure the effectiveness of the
established quality management system.

9.2.3

The ISO/QMS Project Coordinator shall select and train the lead auditor and auditors,
quality team, and shall maintain the record of certifying auditor qualification.

9.2.4

The auditors of METRO COTABATO WATER DISTRICT must have attended and completed
the
internal auditing training course conducted by a qualified trainer.

9.2.5

The ISO/QMS Project Coordinator shall prepare the Annual Audit Plan, have it reviewed
and approved by the General Manager. It also includes matters such as training, nonconformances, corrective action, customer complaints or the degree of importance
depending on the QMS and process performance monitoring during the implementation
and review on the effectiveness of the QMS.

9.2.6

The ISO/QMS Project Coordinator shall approve the Detailed Audit Itinerary.

9.2.7

The auditor shall conduct the verification and investigation on the basis of the objective
evidence to the specified requirement and record on the checklist.

9.2.8

The auditor shall record and summarize the audit contents and the non-conformances
found during the audit based on the checklist, documented Quality Management
System and ISO standard.

9.2.9

Upon completion of the audit and before the closing meeting, the audit team shall have
an auditor’s wrap-up meeting to evaluate the audit results and prepare the corrective
action request (CAR) to the non-conformances found during the audit and all other
agenda in the review input in the standard.

9.2.10 After the audit team meeting, the lead auditor shall hold the closing meeting and present
the audit results to ensure that these are understood and accepted by the audited
section.
9.2.11 The auditor shall verify the closing of the non-conformance based on the committed
implementation date in the CAR.
9.2.12 The ISO/QMS Project Coordinator shall verify effectiveness of the action taken and report
it to the General Manager. The report shall be presented during the management review
meeting.
9.2.13 The term of validity of the qualification of the auditor is one (1) year, and he shall acquire
the re- qualification process one month before the expiration date of the qualification
provided he had participated in an audit for more than 2 times for 1 year, otherwise, he
will undergo the
qualifying process of new auditor.
Reference:
ISO 9001:2015 Clause 9.2 Internal Audit
Internal Audit Procedure (MCWD-QP-ISO-004)
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MONITORING AND MEASUREMENT OF PROCESSES & SERVICES
9.3.1

Departments/Divisions/Sections shall monitor and measure the performance indicators
of their processes to ensure conformance with the Quality Management System
requirements. When targets are not met, correction and corrective action shall be taken,
as appropriate.

9.3.1

The METRO COTABATO WATER DISTRICT shall employ a monitoring system to measure
and verify that the service requirements are met and are carried out under controlled
conditions during all stages of service realization process.

Reference:
ISO 9001:2015 Clause 9.1.1 General (Monitoring, Measurement, Analysis and Evaluation)
Service Application Procedure (MCWD-QP-CSD-001)
9.4 ANALYSIS OF DATA
9.4.1 The analysis and collection of data shall focus on the areas of customer satisfaction,
service performance trends, internal audit results and non-conformance found during the
execution of the service. The results of the analysis can contribute to the improvement of the
QMS and measurement of the quality objectives.
Reference:
ISO 9001:2015 Clause 9.1.3 Analysis and Evaluation
Management Review Procedure (MCWD-QP-ISO-002)
9.5 MANAGEMENT REVIEW
9.5.1

Management Review is established to effectively manage the conduct of a Quality
Management Review System to check and ensure the effectiveness and suitability of the
quality management system being implemented by the entire METRO COTABATO WATER
DISTRICT.

9.5.2

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

9.5.3 To allow Management to carry out meaningful evaluation of the QMS, necessary
information and data shall be collected and made available during the review process. The
agenda for the management review shall include the following:
9.5.3.1 The status of actions from previous management reviews
9.5.3.2 Changes in:


External and internal issues that are relevant to the QMS



Needs and expectations of interested parties



QMS Policy and QMS Objectives

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

Registration Mark:



Customer satisfaction and feedback from relevant interested parties;



The extent to which quality objectives have been met;



Process performance and conformity of products and services;



Nonconformities and Corrective actions;



Monitoring and Measurement results:



Audit results;



The performance of external providers
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9.5.3.4 Adequacy of Resources
9.5.3.5 Relevant communications from interested parties, including complaints;
9.5.3.6 The effectiveness of actions taken to address risks and opportunities
9.5.3.7 Opportunities for improvement
9.5.4

Irregular committee meetings can be held if the General Manager needs the committee,
or if the ISO/QMS Project Coordinator or any member of the committee suggests special
matters to the General Manager. In the case, the committee meeting can only be held if
the General Manager has reviewed and approved it.

9.5.5

ISO/QMS Project Coordinator shall notify the committee members to hold the committee
meeting at least a week before the actual meeting. Members shall prepare needed
documents and materials before holding the regular committee meetings.

9.5.6

The General Manager shall decide the schedule, responsible members for the decided
corrective action, and notify them to complete the corrective action within the due date
under the cooperation of section concerned if needed.

9.5.7

The ISO/QMS Project Coordinator / Department & Division Managers shall monitor the
status of resolution during the meeting.

Reference:
ISO 9001:2015 Clause 9.3 Management Review
Management Review Procedure (MCWD-QP-ISO-002)
10.0 IMPROVEMENTS
10.1

CONTROL OF NON-CONFORMING SERVICE
10.1.1 A procedure was established to detect and manage non-conformances on the
implementation of the Quality Management System.
10.1.2 Non-conforming services shall be handled in one or more of the following ways:
10.1.2.1 By taking action to eliminate the detected non-conformity
10.1.2.2 By authorizing its use, or acceptance under concession of a relevant authority
where applicable, by the customer/interested party.
10.1.2.3 By taking action to preclude its original intended use or application
10.1.3 By taking action appropriate to the effects, or potential effects, of the nonconformity
after the service has been delivered.
Reference:
ISO 9001:2015 Clause 10.2 Nonconformity and Corrective Action
Control of Non-Conforming Services Procedure (MCWD-QP-ISO-005)
Corrective Action Procedure (MCWD-QP-ISO-003)

10.2

CORRECTIVE ACTION
10.2.1 Corrective Action Procedure was established to investigate and determine the causes of
the problems and nonconformities occurring to all quality assurance stages such as in
dealing with, monitoring, measurement, production process, customer complaints,
internal and external audit and any system improvement processes of METRO COTABATO
WATER DISTRICT. This procedure also involves the process of taking the follow-up
activities to prevent and eliminate recurrence of the nonconformance or problems
encountered.
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10.2.2 The concerned department/division/section that received the CAR shall record the cause
of nonconformity, corrective action, and the date for completion of corrective action after
the analysis of the cause of nonconformity and shall establish the corrective action and
shall return it to the requesting section (auditor) for verification of the implementation of
the corrective action given.
10.2.3 The prepared CAR shall be reviewed by the requesting section head and the CAR form
shall be forwarded to ISO/QMS Project Coordinator for approval before recording in CAR
Control Register.
10.2.4 The CAR No. shall be given by the DCC and the original copy of the CAR shall be sent to
the concerned dept. after recording it in the CAR Control Register. Upon closing the CAR,
the original copy shall be sent to the DCC while the duplicate shall be disposed.
10.2.5 The effectiveness of the action taken shall be closed after one (1) month of
implementation to determine if the established corrective action if suitable and verify if
it is continuously being implemented.
10.2.6 The ISO/QMS Project Coordinator shall be responsible for finding the status of the total
controlled CAR recorded in the CAR Control Register every month and report them in the
scheduled management review.
Reference:
ISO 9001:2015 Clause 10.2 Nonconformity and Corrective Action
Corrective Action Procedure (MCWD-QP-ISO-003)
10.3 CONTINUAL IMPROVEMENT
10.3.1 The management provides evidence and present opportunities for the improvements of
the organization’s performance, activities and services. The ISO/ QMS Project Coordinator
shall appoint a focal person to facilitate the establishment of the processes and
procedures for continual improvement; entrusts the process of setting objectives for the
project and/or activities.
10.3.2 The Management supports Continuous Process Improvement programs by integrating it
to existing processes as breakthrough opportunities, which will benefit both the
organization and its employees.
10.3.3 The Corrective action to objectives and programs shall form part of the District’s
continual improvement.
References:
ISO 9001:2015, Clause 10.3 – Continual Improvement
Corrective Action Procedure (MCWD-QP-ISO-003)
Risk and Opportunities Procedure (MCWD-QP-ISO-007)
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11.0 ATTACHMENT 1: QUALITY POLICY

QUALITY POLICY

The Quality Policy of the Metro Cotabato Water District (MCWD) is to be highly viable public utility rendering
quality service to the community and its concessionaires and continually find ways to improve our water service
towards the fulfillment of meeting customer requirements which leads to customer satisfaction. To guarantee
effective service, we as a company shall practice the following:

1. The Metro Cotabato Water District shall provide adequate, safe and affordable water to all our
concessioners in accordance with the Philippine National Standards for Drinking Water, deliver efficient
service and be responsible in promoting environmental conservation, rehabilitation and sanitation.
2. Observe compliance to all applicable statutory and legal requirements in a systematic manner in
accordance with the generally accepted accounting standards and principles.
3. Actively engage qualified, competent and responsible personnel and provide regular enrichment and
development of skills attuned to the fulfillment of the mission of the MCWD towards its stakeholders in
the community.
4. MCWD will consistently implement and work continuously for the improvement of the Quality
Management System for the effective and efficient organization controls and monitoring, resulting to the
quality service and community satisfaction within its service area.

Approved by:
LEONORA D. GAUDIANO
General Manager
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12.0 ATTACHMENT 2: METRO COTABATO WATER DISTRICT BUSINESS PROCESS
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13.0 ATTACHMENT 3: METRO COTABATO WATER DISTRICT ORGANIZATIONAL STRUCTURE
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