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Foreword
Quality management in education is now a byword of excellence. It is a concept that has taken
on an important light in the realm of education. Indeed, the underpinning key to organizational efficiency
is “quality” when “things are done the right way for the first time” and when “customers are right” under
all circumstances. Enthused by the principle of Total Quality Management (TQM) as a fundamental
approach in satisfying clients and justifying market presence in the corporate parlance, educational
institutions today explore the corporate ways to compete against the multitude of products, goods and
services in the global arena.
The Western Mindanao State University therefore has taken the right move towards embarking
on the certification for Quality Management System based on ISO 9001:2015 as mandated by Executive
Order (EO) No. 605. The 2011-2016 Philippine Development Plan (PDP) affirms the need to comply
with EC No.605 to institutionalize the mechanisms and standards to implement the Government Quality
Management Program (GQMP) which was issued to improve public sector performance through
standard quality processes. In the light of the growing urgency among Higher Education Institutions to
provide free education to millions of Filipinos amidst economic crisis, climate change, social and political
upheavals, the goal to standardized quality in education has even become more compelling. For the
University, this is the beginning of more expectations to come in terms of improving management and
pedagogical approaches to education. As a prime institution in Western Mindanao; as a Regional
University of Choice, it assumes the role of an academic enterprise that sets out to plan, document,
monitor processes according to precise standard methodologies to ensure the quality of the supplied
products and services here and abroad.
With certain corporate powers bestowed to State Universities and Colleges to generate and
manage its own resources, WMSU now gets the cutting edge to charter its own progress equipped with
the knowledge and skills to implement ISO 9001:2015. The University also foresees continuous
improvement according to proper standards to avoid the risk that innovative processes and changes
remain confined to a few people. Thus, for the University and its subsystems to thrive, the quality
standard shall be inclusive of these three subsystems: the professional subsystem (faculty and various
competences); the customer subsystem (students, families and other interested parties); and the
organization system (the resources, regulations and procedures). The protocols established, defined
and documented are furthermore essentially cascaded. And as a way of keeping best practices with
the internal and external customers guaranteed quality level for its products and services are well
defined while transparency and effectiveness are promoted.
In the ensuing years, the University vows commitment and dedication to the standards and
processes put in place. The Quality Manual- Procedure and Work Instructions Manual (PAWIM) is the
product of dynamic consultations, dialogues and engagements with process owners, customers and
stakeholders. The newly crafted quality policy shall be the heart of WMSU-an emergent living creation
that shall guide many generations to come while paving the way for ASEAN integration,
internationalization and more challenges thrusting the University to greater heights.

MILABEL ENRIQUEZ-HO, Ed. D
University President
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SECTION 2

INTRODUCTION
2.1 General
The Western Mindanao State University (WMSU) adopts the Quality Management System
(QMS) across all areas of the University. The implementation of the QMS is intended to improve and
sustain the overall performance of business, products and services of the University. The benefits
include the ability to:
1. consistently provide products and services that meet customer and applicable statutory and
regulatory requirements;
2. plan the processes and interrelationships and the interdependencies among the QMS
processes by employing the Plan-Do-Check-Act (PDCA) Cycle and risk based thinking in
the daily operations;
3. manage risks associated within the University context and objectives; and
4. facilitate opportunities to enhance customer satisfaction.
The Quality Management System is considered the normative basis of reference to the
International Standard and shall be used internally to provide an overview of ISO 9001:2015
requirements and how they apply at the Western Mindanao State University (WMSU). The QMS Manual
is used externally to introduce the elements of the QMS to customers and other external organizations
even to the extent necessary.

2.2 Quality Management Principles
The Western Mindanao State University has accepted and realized the benefits of the Quality
Management Principles into the daily operations. The intent of the Quality Management Principles is to
provide a foundation to continually improved upon the University’s performance. Subsequent sections
of the QMS Manual will provide the commitment to the 7 Quality Management Principles, to wit:
Customer Focus; Leadership; Communications and People Engagement; Process-approach;
Continuous improvement; Risk & Opportunity, as well as, Evidence-Based Decision Making; and
Relationship Management.

2.3 Process Approach
The Western Mindanao State University has espoused the “Process Approach” into the daily
activities including the PDCA Cycle as presented in figure 1. The utilization of Risk-Based Thinking
Approach has been considered when developing, implementing and improving the effectiveness of the
Quality Management System. This approach enables the University to enhance its overall performance
by effectively controlling the interrelationships and the interdependencies among the QMS processes.
The implementation of the “Process Approach” in the Institutional QMS enables the (a).
understanding and consistency with achieving customer specific requirements; (b) consideration of the
processes in terms of added value; (c). achievement of effective process performance; (d).
improvement of the processes based on the evaluation of data and information.
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Figure 1: PDCA Cycle Diagram
Moreover, identification and management of the high-level processes within WMSU reduce the
potential occurrence of non-conforming products and services during or after the delivery of the
processes. Risks and opportunities are identified and actions taken within each of the high-level
processes.
Each process is supported by sub-processes and activities. Monitoring and control of high level
processes ensure effective implementation of all sub-processes, tasks or specific activities.
Furthermore, each of the high level QMS process has defined quality objectives, applicable
risks and opportunities; applicable inputs and outputs; responsibilities and authorities and supporting
resources; and criteria and methods used to ensure effectiveness of the process.

2.3.1 Management Oriented Process (MOPS)
The management oriented processes are formally conducted by WMSU Top Management on
aspects of business, operational and resource planning, goals targets and objective setting,
management review, customer satisfaction review; strengths, weaknesses, threats and opportunities
and budget.
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2.3.2 Customer Oriented Process (COPs) or Core Processes
The WMSU Quality Management System Customer Oriented Processes cover the products
and services in terms of instructional services delivery.

2.3.3 Support processes
Comprises primarily the WMSU administrative, Research & Extension and selected student
support processes involved in planning, implementing the QMS in education activities. For WMSU
administrative support process this includes (a). Management of Human Resources, (b). Management
of Financial Resources, (c). Management of Goods and Services, (d). Management of Facilities.
For Research and Extension as core mandate the following activities describe each of the
processes namely (1). Policy formulation, (2). Research and Project Development; (3). Ethics Review,
(4). Research Publication, (5). Monitoring and Evaluation of Institutional Projects, (6). Intellectual
Property Protection Application, (7). Data Management, (8). Research Consultancy Services and (9).
Endorsement of Project for External Funding. Furthermore, a separate procedure manual describes the
procedure for extension Services under the care of the extension director.

The student support services include (1). production & Issuance of Student
Academic
Records; (2). Training; (3). Submission of Agenda Items for Board’s Approval/Confirmation, (4). Library
Technical Services, (5). WMSU Hostel Operations & Services; (6). Banquet & Catering Services, (7).
Food & Beverage Services; (8). Service Scholars Deployment; (9). Student Discipline; (10). Services
for Students with Special Needs and Persons with Disabilities under the CTE ASPIRE Program; (11).
Program and Project Development Management; (12). Retrieval and Issuance of Records; (13).
Program Accreditation (AACCUP).

2.3.4 Assessment Oriented Process
This processes help determines compliance and performance to included Internal Quality
Audit, Data Analysis, Corrective Action and Non-conformities.
2.3.5 Outsourced Processes
An “outsourced process” is a process that WMSU has identified as being needed for its
operations and Quality Management System (QMS), but one which chosen and being carried out by an
external provider outside the managerial control of WMSU and may not be subject to the same QMS
as WMSU. In WMSU, the outsourced process covers procurement of services for utility, security,
telecommunication, construction materials among others.
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2.4 Risk-Based Thinking
The risk-based thinking is an essential tool for achieving and maintaining an effective QMS.
WMSU effectively plans and implements various actions to address risks and opportunities to maximize
the outcomes including, but not limited to achieving improved results and preventing negative effects
of its products, services and QMS.

Mandate and
Commitment

Design of
Framework for
Managing Risk
Continual
improvement of
the framework

Implementing Risk
Management

Figure 2 Risk Management Framework

Monitoring and
Review of the
framework

Figure 2: Risk Management Framework
2.5 Quality Manual Objectives
The Quality Manual specifies the requirements for a Quality Management System (QMS) as
applied to the Western Mindanao State University. It ensures product and service quality of highest
standards required by the customers of the University and other interested parties.
The Quality Manual also defines the University’s interpretations of the ISO 9001: 2015 standard, to
wit:
a. to demonstrate its ability to consistently provide products and services that meet customer and
applicable statutory and regulatory requirements, and
b. to enhance customer satisfaction through the effective application of the system, including
processes for improvement of the system and assurance of conformity to customer and
applicable statutory and regulatory requirements.
c. to seek certification according to ISO 9001: 2015 standard.
This Manual also provides the implementation guidelines of the processes in a systematic way. The
generation of operation procedures is as important as an explanatory statement as mandated for each
unit to run the processes.
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2.7 WMSU Organizational Context
The WMSU aims to achieve a position of distinction that is never less than achieving the status
of a Regional Comprehensive State University. It intends to bleed beyond the margins of instruction
and assume leadership in holistic academic training that blends it with the ideals of research, relentless
extension services, resource generation and the continuous re-designing of relevant academic and
administrative governance. The Western Mindanao State University has the capacity to deliver a brand
of education that has practical impact on society and the movement for change. This reflects the
capacity to design and deliver a brand of education that bridges knowledge and action.
In achieving these vision and mission, the WMSU must review and analyze the efficiency and
effectiveness of its established Quality Management System. The latter involves (1). understanding its
core products and services; and the scope of its Quality Management System; (2). identifying the
recipients of its products and services, or those who may be impacted by them, or interested parties
who may otherwise have significant impact on the university operations. These parties are identified as
documented information in WMSU-QMO-FR-024 or List of Interested Parties, their Needs &
Requirements and Supporting Documents.
Moreover, understanding the internal and external issues of interested parties, the WMSU has
utilized Risk Register and Opportunity Log to retain the information. These issues and concerns are
identified using WMSU-QMO-FR-031 (SWOT Analysis). These issues are monitored and updated
periodically, and discussed as part of management review.
While the university has already had strategic plans in place, revisiting these during the QMS
strategic review and performance measurement can be useful. Performance measurement is an
iterative process and should be reviewed annually as part of WMSU’s Quality Planning. WMSU has
adopted the Dr. Robert Kaplan’s Balanced Scorecard Approach as a tool for the WMSU QMS evaluation
and continuous improvement.

2.8 Sites within the Scope of WMSU Quality Management System
The QMS certification applies only to all processes, activities, units and employees described
as part of the scope within Western Mindanao State University Main Campus, located at Normal Road,
Baliwasan, Zamboanga City.
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SECTION 3

ORGANIZATIONAL PROFILE
3.1 Historical Background of the University
The Western Mindanao State University started its history as a provincial secondary school on
July 18, 1904 by virtue of the Philippine Commission Act No. 372 authorizing provincial governments
to put up their own secondary schools. In 1914, the school became the Zamboanga Provincial Normal
School where classes were held separately at Burleigh schools in the heart of the city. These classes
were finally transferred to the historic permanent site – The Normal Hall in 1918. The first batch of
graduates of the Elementary Teacher’s Certificate were awarded on July 4, 1946 after World War II.
The school assumed the name Zamboanga Normal School in 1952.
On June 17, 1961 by virtue of Republic Act 3272, the Zamboanga Normal School was
converted to Zamboanga Normal College in order to provide professional and technical instruction in
the field of elementary education for the Mindanao region with special provisions for the non-Christian
tribes. Eight (8) years later, on July 26, 1969, Republic Act 5492 converted the institution to Zamboanga
State College to provide professional and technical instruction in the fields of elementary, secondary
and collegiate education, in science, as well as in the humanities for the Mindanao region with special
provisions for national cultural minorities.
President Ferdinand E. Marcos issued Presidential Decree 1427 on June 10, 1978 converting
the Zamboanga State College to the Western Mindanao State University, and through its Governing
Board, was given the mandate to serve as an instrument for the promotion of the socio-economic
advancement of the various cultural communities and commits itself to strengthen the leadership in
education for regional, national and global competitiveness and excellence.
As the premier institution of higher learning in Western Mindanao, WMSU has been conferred
an honorific title of Royal University by the Sultanate of Sulu.
In its quest for international recognition as the University of Choice, it has embarked on two
major quality assurance activities: First is through Program Accreditation which now boasts of 32
accredited programs by the Accrediting Association of Chartered Colleges and Universities of the
Philippines (AACCUP); and finally, through ISO 9001:2015 Quality Management System Standards
Certification where Western Mindanao State University commits itself to continuous development and
improvement of its Quality Management Processes that meets and surpasses customer and statutory
requirements, and international standards.
At the present time, the Western Mindanao State University is: (1). a recognized State Higher Education
Institution and a normal school pioneer in Southern Philippines; (2). the largest university in Western
Mindanao with a contiguous campus that hosts ;(3). 16 Academic Colleges and Institutes; (4). the
university with the most number of curricular offerings ranging from basic education to the graduate
level; (5). home to over 25,000 students from various southern provinces and cities; (6). considered a
national SUC pioneer in corporate and income generation that harnesses its internal resources in
dynamic market participation; (7). an academic institution that adopts a holistic approach that blends
instructional & research frameworks with the needs of the community; (8). the site of the World Bank
Knowledge for Development Community (WB-KDC) engaging the community for knowledge
generation; (9). awarded as an Eco-Friendly and Sustainable University by the DENR; (10). a dynamic
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partner with the local and national government agencies and other multi sectoral stakeholders; (11). a
prime cultural asset that features a century-old American edifice identified as the “House of Peace” by
the National Historical Institute and designed by one of the country’s heritage architects – Juan Marcos
de Guzman Arellano; (12). Center of Development for Teacher Education; (13). Center of Development
for Forestry Education; (14). Regional Hub for Science and Technology Innovation; (15). Member,
National University and College for Agriculture (NUCA); (16). Regional Hub for Peace and Human
Security; (17). Regional Hub for Gender Research and Resource Development; (18). Member, The
University Mobility in Asia and the Pacific (UMAP) Council, Inc. Philippines and (19). CHED Recognized
Delivering Higher Education Institution (DHEI) under the Graduate Education Scholarships in the K to
12 Transition Program.
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3.2 University Vision and Mission

Figure 3: WMSU Vision and Mission
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3.3WMSU Organizational Composition
3.3.1 Officers of the University Administration

a.
b.
c.
d.
e.
f.
g.

University President;
Vice President for Academic Affairs;
Vice President for Administration and Finance;
Vice President for Research, Extension Services, and External Linkages;
Vice President for Resource Generation;
Deans of the Colleges/Institutes and
The Directors or Heads of the various academic and non-academic units.

3.3.1.1 Special Offices under the Office of the President.
a.
b.
c.
d.
e.
f.
g.
h.
i.
j.
k.
l.
m.
n.
o.
p.
3.3.2

The University and Board Secretary
Presidential Management Staff (PMS)
Legal Services Office
University Planning Office
Management Information System and Technology Office (MISTO)
Office of Culture, Theatre and the Arts (OCTA)
Internal Audit Office
Project Management Office (PMO)
Manila Liaison Office (MILO)
Public Affairs Office (PAO)
Special Programs and Projects Office (SPPO)
Western Mindanao Agricultural Research Development
and Environment Consortium (WESMARDECC)
Quality Management Office – QMS and ISO Certification
Alumni Relations Office
Gender Resource and Research Center
Quality Assurance Office

The Academic Units

3.3.2.1 Colleges/ Institutes/ Campuses/ Special Studies Units
a.
b.
c.
d.
e.
f.
g.
h.
i.
j.
k.
l.
m.
n.
o.
p.
q.
r.
s.
t.

College of Agriculture (CA)
College of Architecture (CArch)
College of Asian and Islamic Studies (CAIS)
College of Criminal Justice Education (CCJE)
College of Engineering and Technology (CET)
College of Home Economics (CHE)
College of Forestry and Environmental Studies (CFES)
College of Law (Law)
College of Liberal Arts (CLA)
College of Nursing (CN)
College of Physical Education, Recreation, and Sports (CPERS)
College of Public Administration and Development Studies (CPADS)
College of Science and Mathematics (CSM)
College of Social Work and Community Development (CSWCD)
College of Teacher Education (CTE)
Institute of Computer Studies
Graduate Studies
External Studies Units
National Service Training Program (NSTP)
Other Colleges, Schools, and Institutes that may be created in accordance with pertinent
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rules and regulations of the University e.g Medicine
3.3.2.2 Academic-Related Services

a.
b.
c.
d.
e.
f.

Office of Admissions
Office of the University Registrar
University Library
Curriculum Development Office
Instructional Support and Materials Production Office
Testing and Evaluation Center

3.3.2.3Student Welfare and Development
a.
b.
c.
d.
e.
f.
g.
h.
3.3.3

Office of Student Affairs
Scholarships Office
Interfaith Campus Ministry Office
Guidance, and Counseling Center
University Health Services Center
Sports Development and Wellness Center
University Student Council / Student Organizations
Student Publications (including Yearbook)

The Administrative and Finance Units
a. Administrative Services Division
b. Finance Management Services Division
c. Physical Plant and Engineering Service
3.3.3.1 Offices under the Administrative Services Division
a.
b.
c.
d.
e.
f.
g.
h.
i.
j.

Human Resource Management Office
Records and Archives Office
University Health Service Center
Supply Office
Property Management Office
Campus Administrator
Security Services
University Service Center
Utility Services Unit
Motor pool and Transport Services

3.3.3.2 Offices under the Finance Management Services Division
a. University Accounting Office
b. Cashier’s Office
c. University Budget Office
3.3.3.3 Offices under the Physical Plant and Engineering Services
a. University Engineer
b. University Architect
c. University Electrical Engineer
3.3.4 The Research, Extension Services and External Linkages Units
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3.3.4.1 Research Development and Evaluation Center (RDEC)
a.
b.
c.
d.
e.

Research Project Development Unit (RPDU)
Statistics and Data Bank Unit (SDBU)
Intellectual Property Unit (TLO/IPRU)
Research Utilization, Publication and Information Dissemination (RUPID
College Research Coordinators

3.3.4.2 Department of Extension Services and Community Development
a.
b.
c.
d.
e.

Extension Non-Formal Education Course and Programs Office
Agricultural Education Outreach Program (AEOP)
Community Outreach and Development Advocacy Program
Hands of Goodwill (HANDOG) Volunteer Center
College Extension Coordinators

3.3.4.3. External Linkages
a. International Relations Office
b. University-Industry Relations Office

3.3.5 The Resource Generation Units
2.3.5.1 Marketing Service Office
2.3.5.2 Language Development Resource Center
2.3.5.3. Center for Continuing Education
2.3.4.4 University Auxiliary Services Office
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SECTION 4
DESCRIPTION OF THE QUALITY MANUAL
Clause 1: Scope
The scope and intent of the University QMS is to define and communicate its commitment to
continually enhance customer satisfaction through:
a. effective process improvement of all systems of the University;
b. assurance of conformity to the customer's and applicable statutory and regulatory
requirements;
c. provision of policies, procedure development and implementation of the continual
compliance of ISO 9001:2015 requirements.
Clause 2: Normative References
The documented information of the WMSU Quality Management System, in part or in whole,
are normatively referenced to the International Standard ISO 9001: 2015 Quality Management Systems
Requirements, Quality Management Fundamentals and Vocabulary.

Clause 3: Terms and Definitions
The terms and definitions used in this Quality Manual are referenced from ISO 9001: 2015 standard.
Clause 4: Context of the Organization
4.1 Understanding the Organization and its Context
The Western Mindanao State University (WMSU) has determined external and internal issues
that are relevant to its purpose and its strategic direction and those that affect its ability to achieve the
intended result(s) of its Quality Management System. In like manner, WMSU has monitored and review
these external and internal issues.
4.2 Understanding Requirements and Expectations of Interested Parties
Due to the impact or potential impact of various interested parties to the Quality Management
System in consistently providing products and services that meet the customer and applicable statutory
and regulatory requirements, WMSU has identified the list of relevant interested parties; determined
their corresponding customer and applicable legal requirements.
WMSU is committed to continually monitor, review and analyze information and relevant
requirements of the interested parties to assure that requirements are effectively managed in the QMS.
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4.3 Determining the Scope of the Quality Management System
Based on the external and internal issues, requirements of relevant interested parties vis-à-vis
the nature of products and services offered and produced by Western Mindanao State University as a
premier State University in the country, WMSU has determined the boundaries and applicability of its
Quality Management System that covers core areas of Instruction, Research, Extension and Resource
Generation certifiable to ISO 9001: 2015.
Management Oriented Process (MOPS)
The management oriented processes are formally conducted by WMSU Top Management on aspects
of business, operational and resource planning, goals targets and objective setting, management
review, customer satisfaction review; strengths, weaknesses, threats and opportunities and budget.

Customer Oriented Process (COPs) or Core Processes
The core processes relate to the provision of the University’s Major Final Outputs (MFOs)
addressing the customer requirements of five (5) selective colleges of the Western Mindanao State
University namely the College of Home Economics (CHE), College of Engineering and Technology,
College of Nursing, College of Science and Mathematics and the College of Teacher Education.
The WMSU Customer Oriented Processes cover the products and services in terms of
instructional services delivery. The specific activities, and procedure covered for QMS in instruction
are classified under the header processes.

Pre-Enrolment activities cover all the processes prior to the actual enrollment by a student of
Western Mindanao State University, to wit: administration and conduct of Testing and Evaluation
Center Tests; Psychological Testing and conduct of shifting examination.
Enrolment Activities encompasses all the act or processes of enrolling at WMSU. The subactivities include admission, advising and approval, encoding, Assessment, payment, enlistment and
updating of class list.
Management of Learning pertains to all activities that define management of instruction in the
classroom that meet student’s learning needs. In the WMSU context this include development of
program curriculum, making of Individual daily program, Outcomes-Based Syllabi Making,
Development of Instructional Materials, Assessment/Evaluation of Students Academic Performance,
Preparation and Submission of Student’s Report of Ratings, BSN Related Learning Experience, BSND
Students Internship Procedure, CTE Practice- Student Teaching.
Endorsement of students for Graduation refers to the relevant processes that will facilitate
the conferment or receipt of an academic degree or diploma marking completion of studies by students
of WMSU. The step wise process include evaluation, endorsement of students for graduation and the
conferment of degrees.
Furthermore, support processes comprise primarily WMSU administrative and student
support organizational processes involved in planning, implementing the QMS in education activities.
The latter include (a). Management of Human Resources, (b). Management of Financial Resources,
(c). Management of Goods and Services, (d). Management of Facilities.
The student support services include (1). production & Issuance of Student
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Records; (2). Training; (3). Submission of Agenda Items for Board’s Approval/Confirmation, (4). Library
Technical Services, (5). WMSU Hostel Operations & Services; (6). Banquet & Catering Services, (7).
Food & Beverage Services; (8). Service Scholars Deployment; (9). Student Discipline; (10). Services
for Students with Special Needs and Persons with Disabilities under the CTE ASPIRE Program; (11).
Program and Project Development Management; (12). Retrieval and Issuance of Records; (13).
Program Accreditation (AACCUP).
Moreover, the WMSU Research, Development and Evaluation Process is a major support
oriented process by mandate as a State Higher Education institution in the country.
Thus, in order to achieve research excellence, the WMSU Research and Development Center
known as RDEC has developed a comprehensive QMS described as Research, Development and
Evaluation Cycle that will expedite and manage the risks on aspects of research and extension
productivity.
The process is described in 9 stepwise activities namely (1). Policy formulation, (2). Research
and Project Development; (3). Ethics Review, (4). Research Publication, (5). Monitoring and Evaluation
of Institutional Projects, (6). Intellectual Property Protection Application, (7). Data Management, (8).
Research Consultancy Services and (9). Endorsement of Project for External Funding. Furthermore, a
separate procedure manual describes the procedure for extension Services under the care of the
extension director.
These support oriented processes ensure that the requirements of the management and core
processes are addressed to provide efficient and effective support services. Therefore, the scope of
the WMSU Quality Management System shall always be available to internal and external parties and
maintained as documented information.
Furthermore, Assessment oriented Process help determines compliance and performance of
the WMSU QMS. The documented procedure includes Internal Quality Audit, Data Analysis,
Corrective Action and Non-conformities.

4.4 Quality Management System and its Processes
WMSU has established, documented and implemented the Quality Management
System(QMS) in accordance with the requirements of ISO 9001:2015. The QMS is maintained and
continually improved through the use of the quality policy, quality objectives, audit results, analysis of
data, corrective and preventive action and management review. WMSU utilizes Procedures and Work
Instructions Manual (PAWIM) to provide the employees and external providers, with detailed "How To"
instructions and requirements. These documents support the achievement of quality compliance for
each of the process steps. WMSU retains Quality Management System Forms that provide
documented information substantiating the process inputs and outputs that have been accomplished
as planned
Related Documents
WMSU-QMO-PM-001
Documented Information
WMSU-QMO-PM-004
Control of Non-Conforming
Products and Services
WMSU-QMO-FR-001
Document Update Notice

WMSU-QMO-PM-002
Risk Management
WMSU-QMO-PM -005
Corrective Action

WMSU-QMO-PM-003
Internal Quality Audit
WMSU-QMO-PM 006
Management Review

WMSU-QMO-FR-002
Master List of Internally

WMSU-QMO-FR-003
Master List of Externally
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WMSU-QMO-FR-024
List of Interested Parties, their
Needs & Requirements and
Supporting Documents
WMSU-QMO-FR- 031
SWOT Analysis

Generated Documents
WMSU-QMO-FR-029
Quality Objectives, Targets
and Programs

Generated Documents
WMSU-QMO-FR-030
Balanced Scorecard

WMSU-QMO-FR 006
Risk Register

WMSU-QMO-FR-033
Opportunity Log
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Clause 5 Leadership

5.1 Leadership and Commitment
The members of the WMSU Board of Regents, University President, Vice-Presidents, Deans
and Directors are actively involved in the implementation of the WMSU Quality Management System
(QMS) and are accountable for its overall effectiveness. Top Management initiates and fully supports
the vision and strategic direction for the continuous sustainability and enhancement of the QMS. It is
fully committed to support the Quality Policy and Quality Objectives. It also provides direction to the
integration of the QMS requirements into each university process of the organization and is committed
to promote the use of the Process Approach and Risk-Based Thinking, as well as the engagement and
motivation of the employees.
5.1.2 Customer Focus
WMSU ensures customer requirements and expectations are clearly defined, understood and
achieved at all levels of the organization. The top management adopts a client-first approach which
ensures that customer needs and expectations are determined, translated into requirements, and are
met with the aim of enhancing client satisfaction. The latter is done by ensuring and assuring that (1).
Client and applicable statutory and regulatory requirements are determined, understood and
consistently met; (2). Risks and opportunities that can affect conformity of products and services and
the ability to enhance client satisfaction are determined and addressed; and (3). The focus on
enhancing client satisfaction is maintained.
WMSU top management promotes the client focus idea throughout the university as “Superior
Client Satisfaction is our Top Most Priority”.
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5.2 Quality Policy
5.2.1 Establishing the Quality Policy
Top Management thru the University President has defined and documented the WMSU
Quality Policy. The policy articulates the purpose and context of WMSU as a “University of Choice” and
supports its strategic direction. It provides the framework for setting quality objectives, satisfying
applicable requirements and supports the University’s commitment for continual improvement of the
QMS. The approved WMSU Quality Policy in figure 6. Per Board of Regent Resolution No. 48 series
of 2016.

Figure 8: WMSU Quality Policy
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5.2.2 Communicating the Quality Policy
The Quality Policy is released as a separate document and is communicated, implemented
throughout the Western Mindanao State University, to wit: mass recital during university flag raising
ceremony (every Monday) and in other formal events. Posters of the same are displayed in strategic
units of WMSU such as in offices, classrooms and bulletin boards. The other communication modalities
include QP is worn as part of the identification card, written in stationaries and printed in invitation,
programs and news bulletin as well as its being uploaded in the WMSU website.
5.3 Organizational roles, responsibility, and authorities.
Top management has assigned responsibilities and authorities for all relevant functions of the
Western Mindanao State University. These are communicated through organizational structure and
charts; the issuance of administrative communications from the President such as appointments,
special orders with the specific job descriptions, memorandum order, position description forms,
contracts and MOAs. Functional roles of employees relevant to a business process are described in
the Procedure and Work Instructions Manuals.
Moreover, top management has created the Quality Management Office (QMO) by virtue of
BOR Resolution No.72. series 2015 that provides assistance to top management in the establishment,
implementation, maintenance and continual improvement of the WMSU Quality Management System
in Education e.g. Management Operational Process, Customer Oriented Process, Support Processes.
The QMO also provides leadership role and is responsible in overseeing and managing the
achievement of the Quality Policy and Quality Objectives to ensure maturity and sustainability of the
QMS. The composition of the WMSU Quality Management Office are as follows:
The QMO Director or the Quality Management Officer is responsible in overseeing the
establishment, documentation and effective implementation of the Quality Management System. Acts
as liaison with interested parties on matters relation to QMS; Ensures that procedures for IQA,
Management Review, Corrective and Preventive Actions are established and implemented; reports
QMS performance to top management for review and continual improvement and promotes risk-based
thinking in overseeing the effectiveness of the Quality Management System
The Quality Management Officer reports directly to the President on all matters pertaining to
accomplishments, issues and concerns on ISO 9001: 2015. The QMO is aided by admin and technical
staff, core teams, TWG secretariat and the ISO Coordinators. Their job functions are as follows:
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Knowledge Management Team ensures that the requirements for retaining documented
information are established and implemented. The team is led by the University Document/Record
Controller and is assisted by various unit document controllers.
Internal Quality Audit Team determines whether the WMSU QMS is effectively implemented
and maintained through Internal Quality Audits; the team provides input to management review
regarding results of the audits and; monitors actions taken to non-conforming products and services
raised during the QMS and or 5S audits.
Risk Management Team – performs oversight function in ensuring that the established risk
controls and related activities are consistently implemented. The team plans and coordinates with risk
owners for the effective and efficient use of risk control tools such as risk register, risk action plan and
opportunity logs. Thus, the team helps ensure that risk related information is maintained and retained.
Quality Workplace Team – ensures that the work environment needed to achieve conformity
to service requirements is managed. The team warrants consistent implementation of the 5S +1
programs; performs 5S audits periodically that will assess cleanliness, orderliness and safety in the
work place. The team is composed of 5S coordinators from various units of WMSU.
Training and Advocacy Team – is assigned in terms of training and advocacy in the
implementation and sustenance of the WMSU QMS. The group plans and coordinates with process
owners for the effective deployment and efficient use of resources in line with training and advocacy
activities (meetings, seminars and training workshops).
ISO TWG – functions to provide administrative and technical support in the development,
implementation, monitoring and external party certification of the WMSU QMS to the ISO 9001: 2015
standard. The team facilitates the delivery of specific outputs of the project as well as in planning and
coordinating with various process owners for the effective deployment and efficient use of university
resources e.g. manpower, material, money and other physical resources. The designated leaders of
the 5 core teams described above form parts the Technical Work Group.
ISO Coordinators - are designated persons from various units of WMSU that serve as conduit
of the QMO in the conduct of trainings, documentation, internal audits and management review. The
ISO coordinators ensure the availability of relevant resources to expedite efficient implementation of
ISO activities in their respective units e.g. colleges and offices/units.
ISO Technical Staff – assists the QMO in documenting the WMSU QMS Requirements; File
and control documents and records of the WMSU QMS in print or electronic media; Control and update
documents of QMS as documented information; assists the UDC in updating document change (DUNS,
RAFA, Risks) registry. Assists the IQA team during internal quality audit and follow up for corrective
and preventive actions. Assists the QMO in overseeing development and monitoring of balanced score
card, risk register and customer feedback/satisfaction rating.
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ISO Administrative Staff – is responsible in receiving in-coming documents, delivers outgoing
communication of the QMO to interested parties/across units. Document minutes of meeting and
training proceedings; prepares attendance sheets and invitations for meetings and trainings; file and
documents reports; answer phone calls; does photocopying and mailing of documents relevant to QMS;
prepare and modify administrative communications; assists the QMO in terms of procurement process;
assists in disseminating agenda for meetings; serves as 5S focal person of QMO; assists QMO in
processing and liquidation of travels of QMO and Auditors. The organizational chart of the WMSU
Quality Management Office is presented in figure 9.

Figure 9: WMSU Quality Management Office Organizational Structure
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Related Documents
WMSU-QMO-PO-002
Quality Policy
Board Resolution Related to
Quality Policy
WMSU-QMO-FR-024
List of Interested Parties,
their Needs & Requirements
and Supporting Documents
Customer Feedback
WMSU-QMO-FR- 031
SWOT Analysis
WMSU-QMO-FR-034
Risk Action Plan

WMSU Organizational Structure
WMSU-QMO-PM-007
Customer Satisfaction
Measurement
WMSU-QMO-FR-002
Master List of Internally
Generated Documents
Customer Satisfaction
WMSU-QMO-FR 006
Risk Register
WMSU-QMO-PLN-001
WMSU Strategic Plan

Office Organizational Structure
& Functions
Quality Policy IEC

WMSU-QMO-FR-003
Master List of Externally
Generated Documents
WMSU-QMO-FR-030
Balanced Scorecard
WMSU-QMO-FR-033
Opportunity Log
Procedures and Work
Instruction Manuals (59)

Clause 6: Planning

6.1 Actions to address the risks and opportunities
The Western Mindanao State University considers risks and opportunities when taking actions
of its Quality Management System. Risks and opportunities are identified as part of the understanding
of the internal and external issues that are of concern to WMSU and its interested parties (clause 4.1
and 4.2) throughout and all other activities of the Quality Management System.
Risks and opportunities are managed in accordance to the WMSU Risk Management
Procedure and is documented through the use of Risk Register, Risk action plan. These documents
define how risks are managed in order to minimize their likelihood and impact. Moreover, opportunities
are likewise identified, described and managed using an opportunity log to improve their likelihood and
positive consequences.
6.2 Quality Objectives and planning to achieve them
Quality Objectives are established at relevant functions, levels and processes of WMSU. The
crafted quality objectives meet the required characteristics of the standard, to wit:
a.
b.
c.
d.
e.
f.

consistent with the Quality Policy;
measurable and monitored;
in consonance with applicable requirements;
communicated;
updated as appropriate;
relevant to conformity of products, services and enhance customer satisfaction.

These quality objectives are identified and define in the WMSU quality planning documents
namely balanced scorecard and OTP forms. The descriptions of these tools are as follows:
(a). Balanced Score Card – a measurement based strategic management system that
provides WMSU the method of aligning institutional activities of its QMS to strategy, monitoring strategic
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performance goals over time. During its strategic review, management will look at every initiative linked
to the strategy maps and determine whether or not each is achieving its desired strategic outcome and
the cause-and-effect relationships.
(b). Objectives, Targets and Programs (OTP Forms)–is a tool that would describe the
objectives, targets and programs of a unit that aligns to the Quality Policy. This tool applies to all
University units, functions and processes having direct responsibility for QMS activities that require
improvement.

Quality objectives are measurable targets for improving operational performance to ensure process
conformity and customer satisfaction. These are established by the management through employee
involvement (meeting and workshops) and monitored within the framework of management reviews.
Management may revise the objectives, issue corrective action requests, or take other appropriate
actions to address issues. Status of the quality objectives are retained as documented information.

6.3 Planning of Changes
When changes to the QMS are deemed necessary, WMSU ensures that these comply
with the requirements of ISO 9001:2015 and shall consider:
a.
b.
c.
d.

the purpose of the changes and their potential consequences;
the integrity of QMS;
the availability of resources;
the allocation or reallocation of responsibilities and authorities.

When WMSU determines the need for changes to its QMS or its specific processes, these
changes are planned, implemented and then verified for effectiveness. As necessary, documents are
changed in accordance with the mandatory procedure on Documented Information.
Related Documents
WMSU-QMO-PM-001
Documented Information
WMSU-QMO-PM-004
Control of Non-Conforming
Products and Services
WMSU-QMO-FR-001
Document Update Notice
WMSU-QMO-FR-024
List of Interested Parties, their
Needs & Requirements and
Supporting Documents
WMSU-QMO-FR- 031
SWOT Analysis
WMSU-QMO-FR-034
Risk Action Plan

WMSU-QMO-PM-002
Risk Management
WMSU-QMO-PM -005
Corrective Action

WMSU-QMO-PM-003
Internal Quality Audit
WMSU-QMO-PM 006
Management Review

WMSU-QMO-FR-002
Master List of Internally
Generated Documents
WMSU-QMO-FR-029
Quality Objectives, Targets and
Programs

WMSU-QMO-FR-003
Master List of Externally
Generated Documents
WMSU-QMO-FR-030
Balanced Scorecard

WMSU-QMO-FR 006
Risk Register
WMSU-QMO-PLN-001
WMSU Strategic Plan

WMSU-QMO-FR-033
Opportunity Log
Procedures and Work
Instruction Manuals (59)
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Clause 7: Support

7.1 Resources
WMSU is committed to provide adequate resources required for the establishment,
implementation, maintenance and continual improvement of the QMS. The University commits
resources to include: organizational knowledge for instructional delivery, competent employees,
infrastructure, environment for the operation of processes and finances. The process for determining
and communicating resource requirements includes:
a. management review meeting inputs and outputs;
b. capabilities and constraints on existing internal and external resources;
c. requirements and expectations provided by the external providers.
7.1. 2 People

The University ensures that it provides sufficient human resources necessary to consistently
meet customer, applicable statutory and regulatory requirements for the effective operation of the QMS
as well as its identified processes.
Likewise, the University employs faculty and administrative personnel who are competent on
the basis of appropriate education, training, skills and experience as provided by Civil Service
Commission rules and regulation contributory to the attainment quality instruction and efficient and
effective support services.
Where applicable the University undertakes faculty and staff development program to enhance
necessary competencies and evaluate its effectiveness. Faculty and staff development programs
include support for personnel continuing professional development, mentoring and coaching, or reassignment of currently employed personnel.

7.1.3

Infrastructure

The Western Mindanao State University determines, provides and maintains the necessary and
functional infrastructure that contribute in the attainment of its mission to provide internationally
recognized quality education and to be the lead provider of quality human resource and research and
development in the country and in the ASEAN region. The infrastructure provided by WMSU includes:
7.1.3.1 research, academic and admin Buildings, classrooms, gymnasium, conference rooms, social
hall, libraries, science and research laboratories, stockrooms, computer laboratories, offices,
workrooms, hostels, health center, dormitories, training centers, food centers, indoor and outdoor
facilities, motorpool area, experimental test sites, printing press/ book store, garment shops,
maintenance shops, storage areas.
7.1.3.2 Equipment, hardware and software for libraries, research, laboratories and vital relevant offices
of the university.
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7.1.3.3 Support services such as information and communication system and transportation
(Telephone lines, Internet Connections, Vehicles).
Infrastructure that are new and necessary are documented in quality plans and others documents as
required by the standard e.g. Strategic plans, Annual Procurement Plan, Building Plan among others.
Thus, in order to maintain and sustain the good working conditions of the equipment and mentioned
infrastructures, WMSU has adopted the 5S + 1 tool as a programmatic approach to quality in the
workplace vis-à-vis maintenance documented procedures in place.
7.1.4 Environment for the Operation of Processes
WMSU determines, provides and maintains necessary environment for the operation of
processes to achieve products and service. The necessary environment includes classrooms and
offices conducive to learning and working.
5S + 1 has been adopted by WMSU to address this requirement in ensuring that work
environment in the university is suitable to achieve conforming products and services and that adequate
human, social, psychological, physical and safety factors
are maintained, to wit: equality in
opportunities, non-discriminatory, calm, non-confrontational, stress reducing, burn out prevention,
emotionally protective (anti-bullying/violence), counseling support, isolated working and the conduct of
office based 5S risk assessment, space management, hygiene , noise levels, temperature, heat,
humidity, light, airflow. Safety aspects include the use of safety equipment, personnel protective
equipment in laboratories and workstations, emergency drills, evacuation plans.
7.1.5 Monitoring and Measuring Resources
The WMSU determines and provides the resources needed for monitoring or measuring to verify
conformity of products and services being offered by the University. The tools use includes instruments,
testing and monitoring software, monitoring systems. Moreover, records of calibration/ maintenance are
retained as documented information to serve as evidences of fitness for purpose.
7.1.6 Organizational Knowledge
The WMSU considers the specific knowledge necessary for the operation of its processes and
to achieve conformity of products and services. The university has adopted a documented information
procedure for effective planning, operation and control of various QMS processes e.g. maintenance,
retention and disposition of knowledge.
The operationalized perspective of organizational knowledge of WMSU are borne from internal
and external sources, to wit: Internal sources include administrative and management of learning
records, student records, lessons learned from successes and failures in instruction, feedback from
subject matter experts, intellectual property, knowledge gained from experience, while; External
sources may encompass as standards as indicated in statutory and regulatory issuances from PASUC,
CHED, DepEd, TESDA, PRC, professional organizations, conferences, or any information gathered
from customers or any interested parties in the form of feedback among others. This knowledge is
maintained and made available to the extent necessary.
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Related Documents
Management Review Agenda

Faculty & Administrative
Profile

List of Trainings attended &
Certificates

Faculty & Admin Development
Plan

Special Orders and
Appointments

University/Locator Maps
Administrative and
Management of Learning
Records
Lessons learned from success
and failures in instruction and
management
Latest issuances of
Statutory/Regulatory Standards
(Hard Copy) from PASUC,
CHED, DepEd, TESDA, PRC,
Civil Service

5S Management Program
Student Records

Strategic Plan
Balanced Scorecard
Building Plans
Calibration records
Maintenance records

Feedback from customers,
experts and suppliers

Intellectual Property
Information

Conference Souvenir Program
/ Book of Abstracts

Issuances from Professional
Organizations

Minutes of Meeting

Issuances from Interested
Parties

7.2 Competence
The WMSU determines the extent of competence necessary for its people to ensure
effectiveness of the QMS. To guarantee the competence of the employees the university employs
faculty and administrative personnel who are competent on the basis of their appropriate education
qualifications, training, skills and experience as guaranteed by the civil service commission rules and
regulations contributory to the attainment of quality instruction and for the efficient and effective
support services of the university.
Whenever applicable, WMSU undertakes faculty and staff development programs in order to
enhance necessary competencies and evaluate its effectiveness. Faculty and staff development
programs include the grant of scholarship for continuing professional development, mentoring,
trainings, job rotations, re-assignments.
Related Documents
Personnel Data Sheet

Faculty & Administrative Profile

Faculty & Admin
Development Program

Diploma, Transcript of Records

Awards/Commendation

Certification of Technical Skills

Photocopies of certificates for
training
Special Orders/ Memo of
Re-assignment/ Rotation
Proof of Accreditation
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7. 3 Awareness
The University ensures that the persons performing the work are aware of the quality policy,
relevant quality objectives, their contribution to the QMS effectiveness, including improved
performance to include the implications of non-compliance to the QMS requirements.
In so doing, WMSU conducts awareness training, workshop sessions, consultation meeting
and follow up activities on the QMS in all levels of the University as described in the scope statement
of the WMSU QMS.
Related Documents
WMSU-QMO-PO-002
Quality Policy
WMSU-QMO-FR-029
OTPs

Quality Objectives

Communication
materials for Quality
Policy

WMSU-QMO-FR-006
Risk Register
WMSU-QMO-FR-034
Risk Action Plan

Certificate of Trainings, Workshops

WMSU-QMO-FR-030
Balanced Scorecard
Attendance sheets of QMS
trainings, seminars,
workshops and meetings
WMSU-QMO-FR-033
Opportunity Log

7.4 Communication
WMSU top management determines the internal and external communications relevant to the
QMS, including the subject of the communication, when communication occurs, participant and ways
of effective communication. The documented information of communication includes Request for
Action (RFA), Customer Feedback & Satisfaction Rating, Management Review Agenda (Inputs and
Outputs).
Other uncontrolled communication modalities include emails, administrative communication
systems (Internal and External) through the use of WMSU memoranda, request letters, stationaries,
presentation templates, routing slips, newsletters and bulletins, board resolutions, special orders,
official website, and social media platforms, tarpaulins, banners, stamps and tags. A communication
plan is being adopted to achieve this requirement.
Related Documents
Procedure Manual for Internal
& External Communications
Memoranda

Communication Plan
WMSU-QMO-FR-20
Letters, Stationers

Routing slip

News letters

Board Resolutions
Information on 5S Bulletins
Social Media Platforms

Stamps, Tags
Office Bulletin
Information, Education
Collections

WMSU-QMO-FR-018
Request For Action
WMSU-QMO-FR-023
Customer Feedback and
Satisfaction Rating
Presentation/PowerPoint
Templates
QMS Reports
WMSU Website
Handling Telephone Call
Protocols
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7. 5 Documented Information
The WMSU maintains a documented QMS as a means to ensure that products and services conform
to specified requirements. The WMSU QMS documentation includes both documents and records.
The WMSU use the term “documented information” to describe the collectively the terms “document”
and “record” and undergo different controls as required by the standard. The Documented information
described in this section includes both the hard and electronic copies of manuals, forms and records.
The WMSU QMS is described in three levels of documented information, to wit:
Level I Quality Manual provides the scope of the QMS and the applicable ISO 9001:2015 clauses
contained and supported by the QMS Level II Quality System Procedures (QSP) provides detailed
requirements for each of the processes with the intent to specify who does what, when, where, how the
process or action/task is performed, and what documentation is used to verify that all required quality
related activities had been executed as required. WMSU adopted the term PAWIM to describe
operationally QSP. Level III Quality System Forms (QSF) provides objective evidence that the required
product or service quality and customer requirements are achieved and that the WMSU QMS has been
implemented as stated e.g. tags, labels, stickers, preprinted sheets, stamps, and other means to identify
the status of materials, products, equipment, gauges, and devices used in by WMSU to achieve the
specified ISO 9001:2015 requirements.
7.5.2 Creating and Updating
When creating and updating documented information the University ensures the following
guidelines are in place, to wit:
a. identification and description (e.g. title, date, author, reference no, revision date,
approval etc.);
b. format and media utilization (electronic, paper hard copy, language, graphics and
media, Sofware version);
c. review and approval for suitability and adequacy.
7.5. 3 Control of Documented Information
WMSU has adopted a documented procedure for the control of documented information. Documented
information is required to support the effectiveness of the WMSU QMS and is controlled to ensure that:
a. it is available and suitable for use, where and when it is needed;
b. it is adequately protected from loss of confidentiality, improper use, or loss of integrity;
c. distribution, access, retrieval and use;
d. storage and preservation, including preservation of legibility;
e. control of changes;
f. retention and disposition.
The latter guideline defines the controls to ensure that all personnel have access to the latest approved
information and to restrict the use of obsolete information. Moreover, documented information of
external origin determined to be necessary for the planning and implementation of the QMS is also
identified as appropriate and controlled in accordance with Quality System Procedures and Forms.
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Related Documents
WMSU-QMO-QM-001
Quality Management System
Manual
Procedures and Work
Instructions Manuals

Compilation of External
Documents/ Records

Minutes of Management
Review

Compilation of Internal
Documents/Records

Student Affairs Manual

QMS Forms

Admin Manual

Log books

WMSU-QMO-FR-037
Master list of forms/ Registry
WMSU-QMO-FR-001
DUNS
Registry Logs/RFA System

Control of References Form

Filing Chart

Tags, Stickers, Labels

QMS Guidelines

Faculty Manual
WMSU-RDEC-MN-001
Research Manual
Other relevant Manuals

Clause 8: Operation
8.1 Operational Planning and Control
The WMSU has adopted quality planning mechanisms to meet the requirements of the
standards and outcomes of its QMS using Balanced Scorecard Approach (BSC) and Risk Management
as Framework.
Balanced Scorecard is a measurement-based strategic management tool that provides method
of aligning institutional activities to strategy and monitoring performance of strategic goals overtime.
The WMSU BSC composes groups of perspective and objectives with relevant metrics that show
cause-and-effect relationship; driving toward the final perspective of the envisioned WMSU 15 Year
Strategic-Plan. The plan re-states the University Vision and Mission that guides the general direction
of the entire University in attaining its vision as the “University of Choice” and set the tenor of its actions.
Inputs to the BSC include SWOT analysis and cascading points of the WMSU Vision and Mission.
Moreover, Risk Management framework as a quality control measure, helps WMSU in
managing its risks effectively at all levels, functions and processes of the university within the specific
contexts of the organization. By procedure, all documented information derived from risk management
process is adequately reported and is used as basis for strategic decision making and accountability at
all relevant organizational levels contributing to the realization of the vision, mission, goals and
objectives of the University and is consistent with the customer and legal requirements.
The WMSU quality planning considers the information related to the context of the University,
current resources and capabilities, product and service requirements and acceptance criteria, as well
as, the need to outsourced processes. Quality planning includes determining the quality objectives and
requirements of the clients which includes the following:
1. Identifying and utilizing innovative instructional pedagogies with corresponding evaluation
and management system;
2. Articulation of instructional design and development with customer requirements and other
relevant interested parties;

This printed document is for reference use only, unless this document is stamped
CONTROLLED copy by the Quality Management Office

QUALITY MANUAL

Doc. No: WMSU-QMO-QM-001
Rev. No.: 001
Effective Date: 12-MAY-2017

Section:

DESCRIPTION OF THE QUALITY MANUAL

Page No.: 39 of 52

Subject:

Operation

Western Mindanao State University

3. Aligning subject matter expertise and skills of faculty with quality instructional equipment
and facilities laboratories in achieving instructional design by means of instructional
designs and research and extension outputs;
4. Designing scheme to control the instructional process for the assessment and evaluation
of customers at various stages; and
5. Standardizing the performance criteria and verification of the same for the successful
completion of the QMS instruction and support process towards the awarding of university
degrees.
Related Documents
WMSU-QMO-FR-030
Balanced Scorecard
WMSU-QMO-FR-029
OTPs
WMSU-QMO-FR-033
Opportunity Log

WMSU-QMO-FR-031
SWOT Analysis

WMSU-QMO-FR-006
Risk Register

WMSU-QMO-FR-034
Risk Action Plan

Risk Assessment per process

8.2 Determination of Requirements Related to Products and Services
The WMSU ensures that the requirements for the offering of curricular programs are defined
including any applicable statutory and regulatory requirements and those considered necessary by the
University.
The scope includes pre-enrolment activities, enrolment processes, management of learning
aspects, including periodic assessment and evaluation of WMSU students by means of the retention
and re-directing procedures up to the conferment of degrees.
Related Documents
Curriculum Development
Procedure Manual

Hard copy of Internal and
External Communication

PAWIMS for related processes
for Pre-Enrolment, Enrolment,
Management of Learning and
Graduation.
List of relevant internal and
external documents

Assessment and Evaluation of
Students Procedure Manual

Student Appraisal Sheet

8.2.1 Customer Communication
The WMSU provides mechanisms to ensure effective communication with the customer and
other relevant interested parties. These mechanisms include among others, information brochure,
website, telephone and email facility, bulletin boards, posters, social media, conduct of meetings, and
distribution of notifications and other pertinent documents. The communication documentation with the
client and other relevant interested parties include:
•
Provision of information related to the delivery of instruction;
•
Handling of inquiries pertaining to curricular offerings and course requirements;
•
Obtaining customer feedback including complaints;
•
Handling customer property; and
•

Establishing specific requirements for contingency actions, when relevant.
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Related Documents
College/ Program Brochure
List of donated customer property its status and
conditions

WMSU Promotional
Material
Report of Meetings
Minutes of the
Meetings

Information Materials
Notification materials

8.2.2. Determination of Requirements related to products and services
The WMSU has adopted contract management process to determine the requirements of
products and services to be offered to potential customers by means of Memorandum of Agreement,
Memorandum of Understanding, Terms of Reference and Contracts that spells out the capabilities in
meeting the requirements to include outsourced services of WMSU e.g. utility services, security
services.
Related Documents
MOA, MOU

Contracts

Checklists

Terms of Reference

Proposals

Guidelines /Standards

8.2.3 Review of Requirements Related to Products and Services
The WMSU ensures that it has the ability to meet the requirements for products and services offered to
the customers. Management conducts a contract/product review prior to committing to supply products
and services to a customer. Therefore, WMSU safeguards contracts, purchase orders or other
requirements differing from those previously defined, are reviewed and approved prior to incorporating
into the QMS. WMSU retains applicable documented information of the initial review and on any
new/revised customer or applicable external party requirements for the products and services provided.
Related Documents
Evaluation Results

WMSU-QMO-FR-033
Opportunity Log

WMSU-QMO-FR-018
RFA

Documented Information
Revision Histories

Purchase Order

Annual Procurement Plan

Purchase Request

Inspection Report
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8.2.4 Changes to Requirements for Products and Services
WMSU ensures that relevant documented information is amended, and that relevant persons
are made aware of the changed requirements, when the requirements for products and services are
changed.

8.3 Design and Development of Products and Services
In terms of new designs and for significant design changes of products and services such as
curricular programs, course syllabi, instructional materials, training designs, research and development
proposals, the WMSU ensures the translation of student needs and requirements into detailed design
outputs. These address performance, validity, reliability, sustainability and testability issues including
regulatory and statutory concerns.
This process ensures design planning is conducted; design input requirements are captured;
and design outputs are created under controlled conditions; design reviews, verification and validation
are conducted; and design changes are made in a controlled manner.
8.4 Type and Extent of Control of External Provision
WMSU ensures that externally provided processes, products and services do not adversely
affect the ability to consistently deliver conforming products and services to the customers. Education
providers demonstrating inadequate performance will be required to implement corrective actions.
Poor performing suppliers will be replaced.
8.4.2 Information for External Providers
The WMSU uses purchase orders to define the product or services to be purchased.
Purchase Orders are created in the company thru an electronic system by Supply Office designated
individuals. Purchasing documents are reviewed for adequacy and approved by purchasing
personnel prior to release. Purchasing documents clearly describe the product or service to be
provided.
Related Documents
Curriculum Proposals

Training Designs

Research and Extension
Proposals

Syllabi

Purchase Order

Status of Projects and Programs

Instructional Materials

Purchase Request

Inspection Report

This printed document is for reference use only, unless this document is stamped
CONTROLLED copy by the Quality Management Office

QUALITY MANUAL

Doc. No: WMSU-QMO-QM-001
Rev. No.: 001
Effective Date: 12-MAY-2017

Section:

DESCRIPTION OF THE QUALITY MANUAL

Page No.: 42 of 52

Subject:

Operation

Western Mindanao State University

8.5 Production and Service Provision
8.5.1 Control of Production and Service Provision
The WMSU plans and implements production and service provision under controlled conditions
and as required by job specific requirements. Examples of the controls include:

a. availability of information that define characteristics and results to be achieved;
b. availability of competent and effectively trained personnel and adequate equipment;
c.

availability and use of suitable monitoring and measuring devices and resources;

d. evidence that all manufacturing and inspection operations have been completed as
planned;

8.5.2 Identification and Traceability
When necessary, the WMSU identifies its products or service and other critical process outputs
by suitable means. Such identification includes the status of products or service with respect to
monitoring and measurement requirements.
The WMSU controls and records the unique identification of the customers if unique traceability
is required by contract, regulatory or other established requirements such as (1). collecting, verifying,
storing and preserving of original certificates and the accomplished application form of each client in a
personal file; (2). Issuance of permanent client number to students and faculty; (3). scheduling of
classes and room utilization; (4). loading of faculty; (5). maintaining attendance sheets of students; (6).
Keeping class records; (7). Required filing of accountability clearance both for students and personnel;
(8). Compiling the record of courses taken and grades obtained by students in the WMSU appraisal
sheet; (9). Uploading of grades earned in every subject to the client’s record using students account no
in the WMSU portal and finally in the transcript of records.
Related Documents
Pre-advising Forms

Certificates

Class Record

Inter college enrollment approval form
Room utilization

Loading sheet
Attendance sheets

Student clearance
Enrolment advising form
Certificate of Registration

Faculty clearance
Student admission forms
WMSU Class lists

Students’ Academic Records

Report of Rating

Class schedules
Change schedule
request form
Subject withdrawal form
Faculty IDP
Prospectus and Student
Evaluation sheet
Student and Faculty ID
No.
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8.5.3 Property Belonging to Customers or External Providers
The WMSU exercises care over client or supplier property while it is under its control or use.
Upon receipt, such property is identified, verified, protected and safeguarded, if such property is lost,
damaged or otherwise found to be unfit for use, it is reported to the student or supplier and is properly
recorded. Client intellectual property and client furnished data are identified, maintained, and preserved
to prevent accidental loss, damage or inappropriate use.

Therefore, the university workouts caution with property belonging to customers or external
providers while it is under our control or being used. Procedures are established for the control, storage,
maintenance and accounting of Customer/Government furnished materials, tooling and equipment
including data used for design, production and/or inspection provided to the WMSU for the performance
of work under a specific contract or contracts.

8.5.4 Preservation
WMSU preserves the conformity of parts and products during internal processing and delivery
to the intended destination including outside services. Procedures include instructions for identification,
handling, packaging, storage and protection. Preservation of outputs also includes, where applicable:
a. cleaning;
b. prevention, detection and removal of foreign objects;
c.

special handling for sensitive outputs;

d. marking and labeling including safety warnings;
e. special handling for hazardous materials.

Thus, the WMSU ensures safety and security of its customers and promotes well-being by (a).
keeping safely all documents submitted by students and faculty; (b). ensuring safety in all physical
facilities; (c). maintaining and sustaining 5S environment in the campus e.g. discipline; (d). providing
health services; (e). offering guidance and counseling services to customers; (f). ensuring hygiene and
sanitation in food stalls within WMSU; (g). safeguarding the integrity of the evaluation and assessment
tools through appropriate handling by proper authority; protecting instructional materials from damage
and loss; and providing proper safe keeping for client academic records.
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8.5.5 Post-Delivery Activities
The WMSU maintains documented information of all products delivered to their customers.
The WMSU conducts post-delivery activities but not limited to the following:
1.
2.
3.
4.
5.
6.
7.

collaborating with the WMSU Center for Continuing Education for
enhancement/review before licensure examination;
undertaking tracer studies to determine employability of WMSU graduates;
issuing referrals for possible job opportunities;
coordinates with DOLE and PESO offices for possible placement;
integration of employer’s feedback for mechanisms; and
utilizing employer’s feedback for enhancement of existing curriculum and
improvement of the delivery of instruction.

The extent of these post-delivery activities includes consideration our customer's
requirements and received feedback on any or more of the following:
1. client requirements to include feedback;
2. statutory and regulatory requirements; and
3. risks associated in the conduct of post-delivery of activities.
8.5.6 Control of Changes
The WMSU reviews and controls both planned and unplanned changes in the service provision
processes as necessary to ensure continuing conformity with all customer and legal requirements.
Records describing the results of review, the personnel authorizing the change, and any necessary
actions arising from review are maintained.
Related Documents
Minutes of the Management Review

WMSU-QMO-FR-033
Opportunity Log

WMSU-QMO-FR-018
RFA

WMSU-QMO-FR-001
DUNS
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8.6 Release of Products and Services
The WMSU guarantees that only qualified students are admitted in the program both in the
undergraduate and graduate programs. The retention and re-directing policies in every program are
enforced for the client to advance to the next level. The students must meet the prescribed requirements
of the curricular programs e.g. thesis and dissertation, on job training and pre-service teaching. Records
such as certificate of completion, portfolio, narrative reports, daily time records and performance
evaluation of the clients are maintained and retained.
The WMSU guarantees that the customers are equipped with knowledge, skills, attitudes and values
and competence as shown by satisfactorily complying with all the requirements of their curricular
programs. Evaluation and assessment are undertaken at appropriate stages to verify that the curricular
program requirements are met before the conferment of degrees. Compliance of all the necessary
requirements of the degree programs as approved by the Board of Regents and upon the
recommendation of the respective deans warrants the conferment of the degree to the students during
WMSU graduation.

8.7 Control of Nonconforming Process Outputs, Products and Services
The WMSU ensures that the process outputs, products and services of the QMS that do not conform to
the requirements (customer, legal and institutional) are identified and controlled to prevent their
unintended use or delivery. Appropriate preventive and correction action is taken based on the nature
of non-conformity and its effect on the products and services.
Appropriate action can be one or more of these mechanisms, to wit: (a). correction; (b) segregation,
containment, return or suspension of provision of products and services; (c). informing the client; (d).
obtaining authorization for acceptance of the non-conforming output under concession.
Moreover, the university takes action when a non-conforming output is detected after delivery of the
products and services, during or after the provision of service. Record of description of non-conformity,
the actions taken, any concessions obtained, and identification of the authority deciding on the action
to be taken, is maintained.
Related Documents
WMSU-QMO-FR-018
RFA

WMSU-QMO-FR-019
RFA Monitoring Log

WMSU-QMO-FR-021
Control of Non-Conformity Matrix

WMSU-QMO-FR-001
DUN
WMSU-QMO-FR-016
Audit Findings

WMSU-QMO-FR-034
Risk Action Plan
Management Review Output

WMSU-QMO-FR-033
Opportunity Log
Balanced Scorecard Performance
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Clause 9: Performance Evaluation
9.1 Monitoring, Measurement, Analysis and Evaluation
The objectives of monitoring, measurement, analysis and evaluation are: process criteria,
product characteristics, performance and effectiveness of the QMS. Results from monitoring and
measurement are evaluated. Informational reports are presented to management for general review
and making decision on opportunities for improvement.

9.1.2 Customer Satisfaction
The WMSU monitors the product and service outcomes in terms of continual ability to fulfill
customer requirements. Periodic gathering of client feedback and satisfaction rating is conducted by
the QMO through any, but not limited to the following mechanisms/tools, to wit: (a). client satisfaction
survey; (b). faculty evaluation by students using QCE forms; (c). interview of interested parties; (d).
conduct of focused group discussion; (d). used of evaluation forms after each activity e.g. trainings.
These activities aim to measure and monitor the performance of QMS processes in terms of
meeting the client’s requirements and expectations. Maintaining customer satisfaction is one of the
principal objectives of the QMS. Collecting and analyzing customer feedback and complaints, and
customer satisfaction is conducted during management review. Customer satisfaction data is used by
management to identify opportunities for improvement.
9.1.3 Analysis and Evaluation
The WMSU performs necessary analyses and evaluates appropriate data and information
initiated from monitoring and measurement and uses the results to evaluate conformity of products
and services, customer satisfaction, the performance and effectiveness of the QMS, the performance
of external providers, and the need for improvement of the QMS.
9.2 Internal Audit
The WMSU plans and conducts internal audits at planned intervals. Internal audits are
conducted to verify quality activities and related results comply with planned expectations including
customer contractual requirements and other QMS requirements as deemed necessary and
applicable.
The Quality Management Officer is responsible for organizing and coordinating the internal
audit to ensure that the audit scope, the frequency and methods are defined, and the following
requirements are satisfactorily achieved:
a. definition of audit responsibilities;
b. definition of requirements for planning and conducting the audit including
taking appropriate correction and corrective actions without undue delay;
c. assurance of auditor independence;
d. recording of audit results;
e. communication of audit results to management.
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The Internal Quality Auditors tasked to perform the audit should meet these qualifications:
(1). must have undergone training on auditing management system using ISO 19011 as basis; (2). must
be independent in fact and in mental attitude; (3). must possess good communication skills; (4). must
exercise sound professional judgment.
Audit results borne from this process are recorded and brought to the attention of the process
owner. The official, head of the unit responsible in the area, process being audited shall take appropriate
corrective actions without undue delay. By means of RFA procedure, follow up activities are conducted
to verify and record implementation and effectiveness of the actions taken. The summary of audit and
results of verification activities are reported to top management during management review.
9.3 Management Review
WMSU top management periodically meets twice in a year (May & December) to review the
Quality Management System to ensure its continuing suitability, adequacy and effectiveness.
9.3.2 Management Review Inputs
The review is led by the President and inputs to this review includes, at a minimum, the
following:
a.
b.
c.
d.

the status of actions from previous management reviews;
changes in external and internal issues that are relevant to the QMS;
the effectiveness of actions taken to address risks and opportunities;
information on the performance of the WMSU QMS, including trends in:
i.
customer satisfaction and feedback from relevant interested parties;
ii.
the extent to which quality objectives have been met;
iii.
process performance and conformity of products and services;
iv.
nonconformities and corrective actions;
v.
audit results; and
vi.
performance of external providers
vii.
adequacy of resources; and
viii.
opportunities for improvement.

9.3.3 Management Review Outputs
The outputs of management review include decisions and actions related to opportunities for
improvement, any need for changes for QMS or resource needs. Approved items for improvement are
documented as action plans. Notes are taken, retained as minutes, and made available to the
concerned process owners. Records of management review are maintained.
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Related Documents
WMSU-QMO-FR-023
Customer Feedback and Satisfaction
Survey form
WMSU-QMO-FR-016
Internal Audit Findings
Management Review Agenda
Input and Output

WMSU-QMO-FR-014
Internal Audit Plan

WMSU-QMO-FR-015
Internal Audit Checklist

WMSU-QMO-FR-017
Internal Audit Report
Minutes of Management
Review

WMSU-QMO-FR-030
Balanced Scorecard
WMSU-QMO-FR-019
Request for Action Log

Clause 10: Improvement
The WMSU top management determines and selects opportunities for improvement and
implements necessary actions to meet client requirements and enhance client satisfaction. These
include:
a. improving products and services to meet requirements as well as to address
future needs and
expectations;
b. correcting, preventing or reducing undesired effects;
c.

improving the performance and effectiveness of the QMS.

10.2 Nonconformity and Corrective Action
The WMSU maintains a corrective action and control of non-conforming products and services
procedures to eliminate the cause of non-conformities and prevent recurrence. These mechanisms
ensure that WMSU reacts to the non-conformities and applicable action are taken to control and
correct these or deal with the consequences.
The mentioned mandatory procedures provide a system for reviewing, analyzing, determining
the causes and if similar non-conformities exist, or could potentially occur, to ensure that appropriate
actions are taken. Records of the nature of the non-conformities and any subsequent action taken and
results of any corrective action are maintained.

10.3 Continual Improvement
WMSU initiates actions to continually improve the suitability, adequacy and effectiveness of the QMS
through the results of analysis and evaluation and the outputs from management reviews.

Related Documents
WMSU-QMO-PM-004
Control of Non-conforming products and
Services Procedure
WMSU-QMO-FR-030
Balanced Scorecard
Management Review
Outputs

WMSU-QMO-PM-FR-005
Corrective Action Procedure

RFA Monitoring

WMSU-QMO-FR-006
Risk Register
WMSU-QMO-FR-021
Control of Non-conformity
Matrix

WMSU-QMO-FR-034
Risk Action Plan
WMSU-QMO-FR-033
Opportunity Log
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Procedure Manual
1.Curriculum
Development
2.OBE Syllabi Making

3.Management of
Learning
4.Grading System

5.Grade Sheets
Submission
6.Retention &
Redirecting Policy
7.Student Advising

8.Monitoring Student
Progress
9.Making and Checking
of IDP
10. Graduation

Description

Process Owner

The manual provides procedure in developing the
curriculum of the University. It covers the
deliberation, evaluation and approval of the new
or revised curricular programs.
The manual establishes the institutional
procedure in crafting and developing syllabus. It
includes review, development, revision and
enrichment of all course syllabi in WMSU
The manual provides procedure in the teaching
and learning processes. It guide instructors in
managing instructions, and help facilitate
students learning.
The purpose of this document is to systematize
grading system and computation of final grades
for a course in WMSU.

Vice-President for
Academic Affairs

The manual provides systematize procedure of
submitting and uploading of grades by all faculty
members with teaching load by the end of each
semester and summer term
The document systematizes retention and
redirecting policy of the university. It applies to
all undergraduate students who wish to enroll the
succeeding semester.
The manual aims to facilitate the academic
loading of the students every semester and to
ensure that the student complete the academic
requirements prescribed in their respective
program within the prescribed time frame
The manual provides assistance in Monitoring
student progress. It also helps teachers supervise
the activities of the students.
The manual elaborates the procedures and
defines the system of operation for the process of
making and checking of IDP.
The manual elaborates the procedures and
defines the system of operation for student
graduation.

WMSU-VPPA-PM-01
Vice-President for
Academic Affairs
WMSU-VPPA-PM-02
Vice-President for
Academic Affairs
WMSU-VPPA-PM-03
Vice-President for
Academic Affairs
WMSU-VPPA-PM-04
Vice-President for
Academic Affairs
WMSU-VPPA-PM-05
Vice-President for
Academic Affairs
WMSU-VPPA-PM-06
Vice-President for
Academic Affairs
WMSU-VPPA-PM-07
Vice-President for
Academic Affairs
WMSU-VPPA-PM-08
Vice-President for
Academic Affairs
WMSU-VPPA-PM-11
Vice-President for
Academic Affairs
WMSU-VPPA-PM-13
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11.Thesis and
Dissertation Writing
12.Enrolment

13. Services for
Students with Special
Needs and Person with
Disabilities
14.Admission of
Students
15.Conduct of Training
16.Student Internship
Program
17.Related Learning
Experiences
18.Service Scholars
Deployment

19.Science
Instructional
Laboratory Operations
20.Extension Services
21.Psychological
Testing
22.Shifting Examination
23.Instructional
Support and Materials
Production
24. Student Discipline
25. Program
Accreditation (AACCUP)
26.Program and Project
Management

The manual defines the standard procedure in
preparing, presenting thesis/dissertation. It
applies to all graduate students working on their
thesis and dissertation.
The manual ensures proper procedure for
enrolment of undergraduate, graduate and
foreign students into the University from
admission to the issuance of Certificate of
Registration (COR).
The manual guides the administration, faculty
members and SPED advocates in ensuring equal
educational opportunities for Persons with
Disabilities in WMSU
The manual defines all activities necessary for the
admission of students in WMSU (Undergraduate,
Graduates, SHS and Foreign Students)
The manual defines the system in the conduct of
Training/Seminar/Workshop among faculty and
employees of WMSU and other agencies
The procedure covers all activities related to
practicum immersion from MOA signing to
deployment up to culmination.
The manual provides information in RLE of BS
Nursing Students in WMSU
The
manual
defines
the
actions
and
responsibilities of the CPO in recommending
qualified students for student assistant to the
different offices, sections, departments and
laboratories
The manual provides detailed process of the
operations and practices of the instructional
laboratory at CSM in order to provide best handson experience for students.
This manual covers the various activities in the
implementation of extension program in the
university.
The manual describes the processes/activities at
the Guidance & Counseling Center
The manual documents the process and
operations of shifting examination done at the
Guidance and Counseling Center
The manual defines the work procedure in the
development, submission, review and production
of instructional materials.
The manual covers details in addressing student
discipline in WMSU
The manual describes the procedures and
guidelines in undergoing Accreditation process for
curricular programs in accordance to AACCUP
requirements.
The manual provides detailed guide in program
and project development by the Special Programs
and Projects Office.
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Vice-President for
Academic Affairs
WMSU-VPPA-PM-14
Vice-President for
Academic Affairs
WMSU-VPPA-PM-16
Vice-President for
Academic Affairs
WMSU-VPPA-PM-18
Director for Admission
WMSU-AO-PM-01
Director CCE
WMSU-CCE-PM 01
Dean CHE
WMSU-CHE-PM-01
Dean, Nursing
WMSU-CN-PM001
Director, CPO
WMSU-CPO-PM-01
Dean CSM
WMSU-CSM-PM-01
Director for Extension
WMSU-EXT.PM-01
Director, GCC
WMSU-GCC-PM-001
Director, GCC
WMSU-GCC-PM-002
Director, ISMP
WMSU-ISMP-PM-001
Director, Student Affairs
Director,
Assurance
Director, SPP
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27. Administration and
Conduct of TEC’s Test
28.Student Teaching

29.Retrieval and
Issuance of
Authenticated Records
30.Procurement

31.Supply

32.Property Monitoring
33.Human Resource
Development

The manual describes the administration of the
university
test
and
other
tests
to
students/interested parties who are seeking
admission into WMSU
This manual covers the processes used to guide
Pre-Service Teachers that undergo Student
Teaching activities and mentors. The manual also
serves as guide for every education faculty and
students.
The process defines the retrieval and issuance of
authenticated records or multitude of records
requested by WMSU Employees, students and
other interested parties
This procedure applies to procurement of all
goods and consulting services of the university as
well as the procurement of infrastructure projects
both local and foreign funded through grants or
government appropriations. The procedure begins
with the identification of the need and ends with
the award of contract.
This procedure covers the process of obtaining
and managing the procedure in the Receipt,
inspection, Acceptance and Recording, Deliveries
of Inventory Items and Equipment.
This document covers the various activities and
process of PMO from recording new purchased
equipment to its disposal.
The procedure covers the activities related to the
professional development of WMSU personnel.
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Director, TEC

Dean, CTE

Section Chief, University
Records and Archives
Office
Chair, BIDS and Awards
Committee

Supply Officer
Administrative Officer
PMO
Administrative Officer
HRMO
Admin Officer

