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Revision and Distribution of this Quality Management System Manual 
  
This document is a controlled document. Issuance, re-issuance, amendments, and distribution 
of the QMS Manual are made in accordance with the Control of Documented Information 
Procedure. 
  
Revisions made to this document are summarized below: 

Revision No. Issue Date Description 

0 August 1, 2024 Initial Version 

  
Controlled Copies of This Document: 

Copy No: Copyholder 

1. 0 Top Management 

2. 0 Quality Management Representatives 

3. 0 Document Management Team 

4. 0 All Departments 
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1.0 Introduction 

 

In its commitment to quality service to its citizens, the Local Government Unit (LGU) of 
Sablayan, Occidental Mindoro developed this Quality Manual that defines the policies and 
procedures for the effective implementation and continual improvement of the LGU’s Quality 
Management System (QMS) to remain in touch with the increasing demands of its clients, 
constituents, and stakeholders and the necessities of the International Standards, ISO 
9001:2015. 
 
This Quality Manual, together with the associated documents herein mentioned, is a guide to 
the overall framework by which QMS is implemented for purposes as enumerated: 
 

a. Establish a concise reference of Standardized Practice and Procedures in a socially-
responsible response area; 
b. Create the opportunity to factually review and improve performances protecting and 
enhancing the way of life of the populace; 
c. Sustain consistent practice and stable operation in a consistent, rational, and 
reliable manner; 
d. Identify responsibilities in maintaining standards within the organization; 
e. Update documents that will assure customers of our commitment to quality; and, 
f.  Maintain a system that will continuously improve its achievements. 

 
The maintenance and sustainability of the QMS and accountability of this Quality Manual are 
the responsibilities of all the officials, both in the Executive and Legislative Branches of LGU 
Sablayan. 
 
 
 
WALTER B. MARQUEZ 
Municipal Mayor 
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2.0           Profile of the Local Government Unit of Sablayan 

  
2.1           History 
  
Sablayan had already been a Pueblo (town) under the Spaniards when the Americans came. 
However, when the American Government took over–owing perhaps to its proximity and 
accessibility to the National Government–it was converted into a full pledge municipality on 
January 04, 1906, by virtue of Act No. 1820 of the Philippine Commission. 
 
The Administration of the Municipality of Sablayan was designed in 1992 in compliance with 
the local autonomy of Republic Act 7160. It consists of seven major departments namely; 
Office of the Mayor, Office of the Sangguniang Bayan, Office of the Municipal Assessor, 
Municipal Budget Office, Office of the Municipal Treasurer, Office of Municipal Engineer, Office 
of the Municipal Planning and Development Coordinator; three created departments: Office of 
the Civil Registrar (mandatory), Office of the Municipal Accountant (mandatory), and Office of 
the Municipal Administrator (optional); and four devolved: Office of the Municipal Health 
(mandatory), Office of the Municipal Agriculturist (optional), Office of the Municipal 
Environment and Natural Resources Officer (optional), and Office of the Municipal Social 
Welfare and Development Officer (optional) 
In addition to these offices, 6 Division Offices were instituted, viz; the Municipal Disaster Risk 
Reduction and Management Office, the Indigenous Peoples Affairs Office,  the Tourism Office, 
the Local Economic Enterprise and Investment Promotions Office, the Public Employment 
Services Office and the Legal Services Division. (2015, Annual Report) 
 
In 2012, two Municipal Hall Extension Offices were established to extend the government 
basic services to Sablayeños, specifically those in far flung barangays in the north and 
south.  These facilities house different offices which provide frontline services on agriculture, 
health, environment, civil registration, tax collections, issuance of permits and clearances. 
 
To make the organization more efficient in delivering its mandated functions, the 
organizational structure of the Local Government Unit of Sablayan was re-engineered by virtue 
of Special Ordinance No. 028, October 24, 2017. The Internal Audit System Division, the 
Culture and Arts, Sports Development Affairs Section and the Fishery and Cold Storage 
Section were funded. 
 
Recently, the Disaster and Risk Reduction Management (DRRM) Division, and the Local 
Economic Development and the Investment Promotions Division were created into a full 
pledge department by virtue of Special Ordinance No. 2022-II-SO111 dated November 15, 
2022. 
 
2.2           Mandate 
  
Sablayan was converted into a full pledge municipality on January 04, 1906, by virtue of Act 
No. 1820 of the Philippine Commission. 
  
In 1959, the Local Autonomy Act (RA 2264) was passed. This law vested cities and municipal 
governments with greater fiscal, planning, and regulatory powers. 
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Another important legislation was the Barrio Charter Act (RA 2370) that sought to transform 
the barrios – then the smallest unit of government — into quasi-municipal corporations through 
the grant of selected taxing powers. This was followed by RA 5185 or The Decentralization 
Act of 1967 that increased the financial resources of local governments and broadened their 
decision-making powers. 
  
Thus, from 4th class municipality in 1989, Sablayan was reclassified 2nd class in 1995 and 
became 1st class in 1997. 
  
The Republic Act 7160 otherwise known as the Local Government Code of 1991 which was 
promulgated in October 1991, provides the LGUs as much power as necessary, appropriate, 
or incidental for the promotion of the general welfare. The Code gives local government 
powers to ensure the preservation and enhancement of culture, promotion of health and 
safety, right of people to a balanced ecology, development of technological capabilities, 
improvement of public morals, economic prosperity and social justice, full employment of 
residents, peace and order, and the convenience of inhabitants. 
  
Devolution of Basic Services 
  
Recognizing the primary role of LGUs in the development and growth of communities, the 
Code vests them with the powers and functions to deliver services. Responsibilities in the 
delivery of certain services including health, agriculture, public works, social welfare, and 
aspects in the development and conservation of the environment and natural resources and 
tourism were devolved to the LGUs by national government agencies. 
  
The Code expressly provides for the delivery of agricultural services to the LGUs. Agricultural 
support services such as the distribution of planting materials and operation of collecting and 
buying stations for farming needs have been placed under the authority of the barangays. 
Cities and municipalities are empowered to implement extensions and on-site research 
services and facilities related to agriculture and fishery activities, including the enforcement of 
fishery and environmental laws. Provinces, on the other hand, are charged with the provision 
of agricultural services and facilities that require more resources and affect several 
municipalities 
  
The Local Government Code also transfers the functions of the field units of the Department 
of Health (DOH) to the local governments. It provides for the creation of a Local Health Board 
at the provincial, city, and municipal levels. The Local Health Board acts as a policy 
recommending body on the planning and implementation of local health programs. However, 
the Secretary of Health is still empowered to temporarily assume direct control and 
supervision, for a limited period over local health operations in cases of widespread dangers 
to public health. The Code also devolves social welfare services to the LGUs. This involves 
the transfer of responsibility from the regional, provincial, and municipal or city district offices 
of the Department of Social Welfare and Development (DSWD) to the local governments. 
Included in the devolved functions are the establishment, operation, and maintenance of 
various social welfare facilities. Barangays have the duty to maintain day care centers. The 
governors and mayors are empowered to carry out emergency measures during and the 
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aftermath of disasters and calamities. Programs and projects on rebel returnees are now the 
responsibility of the provinces. The Code entrusts the delivery of social welfare and services 
to local social welfare and development officers. However, it mandates the appointment of 
only the provincial and city social welfare and development officers; appointment of a 
municipal social welfare and development officer is optional. The appointment of provincial 
and city population officers is also mandated by the Code. In the conservation and protection 
of the environment, the Code states that LGUs share equal responsibility with the national 
government. All LGUs, through their local chief executives, are granted considerable powers 
to safeguard and conserve natural resources within their jurisdictions. Furthermore, it requires 
national agencies or government-owned or-controlled corporations (GOCCs) engaged in 
projects with significant impact on the environment, to consult LGUs, NGOs, and other 
concerned sectors prior to the implementation of such projects. Responsibility over certain 
aspects of tourism promotion and development, telecommunications, and low-cost housing 
programs are also delegated to LGUs. The Code requires the appointment of an engineer and 
architect at the provincial, city, and municipal levels. The school building program is also 
delegated to the cities and municipalities. Lastly, cities and municipalities are obliged to 
maintain public libraries and information services. Provinces are mandated to perform 
industrial research and development and investment support services. By mandating and 
devolving these functions to LGUs, the Code is operating on the premise that LGUs can better 
respond to diverse and changing local conditions better and more efficiently than the national 
government can. There are also greater incentives for LGUs to do this because its officials 
are closer to the people and would be held accountable for their success or failure in doing 
so. 
  
Transfer of Regulatory Functions 
  
The Code also transfers certain regulatory powers from national agencies to LGUs. Such as 
to reclassify agricultural lands. A zoning ordinance is a valid exercise of police power to 
promote the good order and general welfare of the people in the locality. The Code empowers 
the Sangguniang Panlungsod and Pambayan to provide for the regulation and inspection of 
food products for public consumption. It authorizes such Sanggunians to regulate the 
slaughter, sale, and disposition of animals. They are also empowered to regulate the 
construction and operation of markets. The appointment of provincial and city veterinarians is 
also mandatory. Furthermore, LGUs are given the power to adopt quarantine regulations to 
prevent the introduction and spread of diseases. The Code mandates LGUs to enforce the 
National Building Code which entrusts to the municipal or city engineer the tasks of local 
building officials. This authorizes the official to inspect and determine a building’s compliance 
to the Building Code prior to the issuance of building permits. Building officials are also 
empowered to collect fees and other charges which shall accrue to the general fund of the 
LGU. In addition, the local Sanggunians of the city and municipality are authorized to regulate 
the operation of tricycles for hire and grant franchises for their operation within the territorial 
jurisdiction of the LGU. The Sangguniang Panlungsod and Pambayan may also permit and 
license the establishment, operation, and maintenance of cockpits. They are authorized to 
regulate cockfighting and the commercial breeding of gamecocks. To ensure that the local 
governments are able to perform their functions, the Code grants them certain governmental 
and corporate powers pertaining to proprietary rights, foreign grants, cooperative undertakings 
among LGUs, tax exemption privileges of LGUs, credit financing, and inter-LGU loans, grants, 
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and subsidies. The Code guarantees that LGUs shall enjoy full autonomy in exercising their 
proprietary functions and in managing their economic enterprise. It provides for the disposition, 
development, lease, obtainment and utilization of their own properties and resources for 
productive and developmental purposes. Consistent with these, LGUs are allowed to 
commercialize or privatize the delivery of certain basic services. The Code also allows LGUs 
to negotiate and secure financial grants or donations from local or foreign assistance agencies 
without having to obtain a clearance or approval for such grants from any national agency or 
higher local government unit, provided that clearance is secured from the Sanggunian 
concerned. 
  
Also, LGUs are permitted to group themselves and consolidate or coordinate their efforts, 
services, and other resources for purposes commonly beneficial to them. A Memorandum of 
Understanding may be entered into by LGUs. Fund or property contributions may be made 
upon approval of the Sanggunian concerned after conducting public hearings. Contributions 
should not exceed the LGU’s surplus funds. To improve their localities and facilities, the Code 
exempts LGUs from paying taxes and obligations on imported heavy equipment or machinery 
that would be used for infrastructure projects. The Code also provides conditions under which 
a local government may extend loans, grants, or subsidies to other LGUs. 
 
2.3           Mission 
  
Makapagbigay ng tapat, mahusay at mataas na antas ng paglilingkod ng pamahalaan 
katuwang ang mamamayan na makatugon sa pangkalahatang kapakanan ng sambayanan. 
  
2.4           Vision 
  
Maunlad na Sablayan, panatag at matatag na pamayanan, may saganang likas-yaman at 
pamahalaang may pananagutan sa mamamayan. 
  
2.5           Quality Policy 
  
The LGU Sablayan establishes, implements, and maintains a Quality Policy that serves as 
LGU Sablayan’s overall commitment to its QMS. This Quality Policy is made known to all 
employees and partners of the Agency and reviewed for continuing suitability. 
  
See Annex A –  Quality Policy. 
  
2.6           Organizational Structure 
  
Please see Attachment B for the LGU Sablayan’s organizational structure, including the 
functional description of each office. 
  
See Annex B – Organizational Structure 
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3.0   QMS Scope 

 
Scope Statement: 

Public Administration covering All Services of the LGU 
 
Not applicable clauses: 
 Clause 8.3 Design and Development 
 
For selected offices only with equipment calibration: 
 Clause 7.1.5.2 Measurement Traceability 
 
 
The Quality Management System Scope of the Local Government Unit of Sablayan (LGU 
Sablayan) covers its mandate on administration and provision of public services, particularly 
in the areas of investment, tourism, health care, education, transportation, and infrastructure 
services, as well as peace and order, disaster risk management and the environment, all 
geared towards sustainable development and the improvement of quality of life of the 
Sablayeños. 
 
The LGU Sablayan Main Office is in Barangay Buenavista, while the two extension offices, 
LGU Sablayan North and LGU Sablayan South, are in Barangay Pag-asa and Barangay 
Ligaya, all in Sablayan, Occidental Mindoro.  
 
The Quality Management System of LGU-Sablayan complies with the ISO 9001:2015 
standards.   
The LGU Sablayan adopts the Process Approach or the Plan-Do-Check-Act (PDCA) 
framework of the ISO 9001:2015 Standards in managing processes that are needed to: 
provide reliable products and services to citizens; and manage capacity to produce the desired 
outputs. 
  
This framework, with overall focus on risk-based thinking, enables the top management to 
develop systematic methods of assessing the external and internal environment and to 
implement the necessary processes for the improvement of the products and services 
provided to its citizens. 
  
The PDCA may be initiated at any stage of the process by assessing the system’s current 
performance (Check stage) using applicable requirements of the ISO 9001:2015 QMS on 
performance evaluation. The results of these evaluations are fed into the PDCA cycle’s Act 
stage where the LGU Sablayan initiates the necessary actions to address the opportunities 
for improvement. At the Plan stage, the management plans the actions agreed on the previous 
stage and develops objectives, targets and actions to address risks and opportunities.  The 
needs and expectations of citizens and other relevant interested parties are important inputs 
to the plan. Hence, these are assessed by the LGU of Sablayan wherein the results are 
captured prior to planning. At the Do stage, objectives and planned actions are communicated 
throughout the LGU of Sablayan. New processes or changes to existing processes are 
implemented to ensure that agreed objectives are met. 
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3.1 Annexes 
  
This section covers the following approved quality policy; approved quality objectives of all 
offices, e.g. OPCR and DPCR, quality objectives and plans, and other documented 
performance targets demonstrating the current Administration’s directive to improve front line 
or core processes’ performance; List of internal and externally generated 
references/documents necessary for the effective planning and operations of the QMS, 
include the document title, document code, originator (source of document), effective date and 
revision number if applicable; Mechanisms for determining customer satisfaction and 
feedback (e.g. customer satisfaction survey form or procedure); Operating Procedures 
(describes the step-by-step procedures and work instructions in narrative form or with the use 
of activity flow charts, including the flow of forms); Control of documented information; Internal 
Audit for the QMS; Nonconformity and Corrective Action, Monitoring and Measurement of 
Client Satisfaction, Management Review, Approved list of identified relevant interested 
parties, including their issues and corresponding action plans to address the issues, and 
Approved list of identified risks and opportunities with corresponding action plans. 
  
 
3.2 System of Amendment and Revision, Distribution Quality Manual Amendment 
The manual shall be reviewed annually. Amendments and changes may be done when 
necessary for the improvement of the Quality Manual with the following procedures: 

1. The QMR will be responsible for all revisions and additions being recorded. 
2. Changes must be recommended by the Team heads and must be approved by the 
QMR and Top Management before being entered into the manual. 
3.  All changes must be recorded on the Revision List.  
 

 
3.3 Distribution 
  
All QMS documents whether print or electronic copy shall be made available to all offices. 
 
  
 
 
 
 
 
  



 
MUNICIPAL GOVERNMENT OF SABLAYAN 

Buenavista, Sablayan, Occidental Mindoro 

Code   MGSBY-QMS-QP001 

Version No. 1 

QUALITY MANAGEMENT SYSTEM (QMS) 
MANUAL 

Effectivity August 1, 2024 

Page No. Page 12 of 20 

 

 
 

This document is a sole property of the Municipal Government of Sablayan. Unauthorized reproduction in part or in whole 
renders the copy unofficial. Any external disclosure is prohibited without the written approval of the Municipal Mayor. 

 

4.0 Process-based LGU-Sablayan Management System 

 

 
Figure 1. LGU-Sablayan Service Process Model aligned with the ISO 9001:2015 Standard 
 
4.1 Management Processes 
  
Management processes define the processes on the type of decision making, as well as the 
agreements and the liaison with citizens and relevant interested parties. These include 
processes relating to: establishing and reviewing strategic directions and objectives; providing 
internal and external communication mechanisms; including feedback management; internal 
auditing; gathering data for performance review and analysis; and, improvement of the 
effectiveness and efficiency of the LGU Sablayan’s QMS. 
   
4.2 Core Processes 
  
Core processes are performed as the LGU-Sablayan’s core business. These include all the 
processes that have direct interaction with the LGU-Sablayan’s constituents with the intention 
of delivering local government services, as mandated by the Republic Act 7160 otherwise 
known as the Local Government Code of 1991. 
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4.3 Support Processes 
  
Support processes are performed to ensure that the Agency has adequate resources needed 
to perform its processes. 
 
4.4 Control of Externally-provided Services 
 
LGU-Sablayan operates with the support from selected service providers also maintains the 
responsibility for ensuring that the expected outputs of these outsourced-service providers are 
in accordance with the requirements of LGU-Sablayan. 
 
4.5 Evaluation of externally-provided services  
 
The organization aims to provide excellent products and services to its network companies by 
evaluating all externally-provided services. This procedure defines the criteria and methods 
for selecting and evaluating vendors for addition to or disqualification from your company’s 
approved vendor list/contracts. This procedure applies to all vendors of products, materials, 
and services that directly affect the quality of your company’s products/services. 
 

Reference: Refer to Supplier Evaluation 
 
4.6 Inventory of LGU-Sablayan Processes 
 

See Annex C for List of LGU-Sablayan Processes 
 

5.0 Planning 

 
5.1 Risk-based thinking 
 
Risk management shall be done at the process-based level. 
Re-assessment of identified Risks and Opportunities shall be conducted annually. 
 

See Annex D for Registry of Risks and Opportunities 
 

Issues were considered during the planning sessions. 
 

See Annex E for SWOT 
 
5.2 Quality Objectives 
 
5.2.1 Strategic Objectives  
 
To guide its strategic direction, the top management decided to focus on the MATIBAY 
Governance Agenda, and its alignment with the Comprehensive Development Plan 2023-
2028. 
 

See Annex F for Selected parts of the Comprehensive Development Plan 
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5.2.2 Operational Objectives 
 
Process-based Quality Objectives are operationalized with corresponding measures and 
targets through the Strategic Performance Management System (SPMS) monitoring tool 
used to monitor accomplishments through the Office Performance Commitment Review 
(OPCR), Division Performance Commitment Review (DPCR) and Individual Performance 
Commitment Review (IPCR) Forms. 
 
5.3 Planning of Changes 
 
The QMS shall be reviewed on a regular basis culminating with a Management Review. 
Should there be changes with the documented information, it shall be done in the manner 
based on the Control of Documented Information procedure. Any change in the QMS shall be 
in a planned manner as approved by the Local Chief Executive. Information regarding changes 
shall be released through official communications. 
 
5.4 Resources  
 
5.4.1 Personnel are provided by the Administrative Department.  
5.4.2 Budget and financial resources are planned and carried out through the preparation of 
Annual AIPs and PPMPs coursed through the Local Finance Committee. 
5.4.3 Infrastructure and equipment needed are provided by the LGU, primarily for the provision 
of office spaces, related tools, and computers. 
 5.4.3a. The General Services Office provide supplies and materials. 
 5.4.3b. The Motorpool Division provide transportation services. 

5.4.3c. The 5S Quality Workplace Team is established to implement a 5S program with 
red-tagging to ensure workplace standards are implemented 
5.4.3d. The Sablayan-DIGITAL (Designated ICT Group Initializing Transformation for 
All LGU Offices) provides ad-hoc IT services for the LGU. 

  
See Annex G – Executive Order No. 21, Series 2024 

 

6.0 Internal Audit 

 
LGU-Sablayan ensures that the established Quality Management System continues to meet 
targets, planned actions, and results. Adequacy, conformance, effectiveness as well as 
efficiency of the processes of the QMS are verified by systematic internal audits conducted by 
internal auditors. These audits provide feedback to the management for them to drive 
continuous improvement of LGU-Sablayan. 
 
Internal audits cover the entire Quality Management System and its processes and are 
scheduled according to a yearly auditing program taking into consideration the status and 
importance of the activities to be audited as well as the results of the previous audits. 
 
The summary of the results of the internal audit is reviewed as part of the Management Review 
Meetings. Following each audit, the results are recorded and brought to the attention of the 
personnel having responsibility for the activity under audit. 
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Where corrective action is needed, it will be emphasized to the head of the functions and re-
audited as appropriate. This re-audit will also be recorded. 
 

See Annex H – Internal Quality Audit procedure 
 
 
6.1 Control of Nonconforming Output 
 
The delivery of LGU-Sablayan services necessitates that expected outputs are fulfilled in 
accordance with the relevant internal and externally mandated criteria. As such, LGU-
Sablayan controls process outputs that do not conform to specified requirements. 
 
To provide for the appropriate controls, a section in the documented procedures that support 
the operation of LGU-Sablayan processes defines the measures to correct, contain and 
mitigate the nonconforming outputs and their effects on LGU-Sablayan services and 
processes. 
 

See Annex I – Control of Nonconforming Services procedure 
 
6.2 Corrective Action  
 
In LGU-Sablayan, there is a difference between carrying out corrective actions and just 
correcting a nonconformity or a nonconforming output. Correction is about resolving the 
nonconformity/nonconforming output and its consequences. However, corrective action is 
concerned with finding out why a nonconformity occurred and making sure that it does not 
occur again. 
 
The need for corrective action could be initiated by several factors, some of which could be 
triggered by: 

• audit findings; 

• citizens’ complaints; 

• nonconforming services; 

• problems from external providers; 

• noncompliance with statutory requirements. 
 
When corrective action is taken, this is recorded and followed up within a reasonable period 
to find out whether it worked effectively. 
 
6.3 Input to Risks 
 
Recurrence of nonconformities is recorded and analyzed through the results of the periodic 
audits and serves as inputs to the Management Review to classify these recurring risks to be 
included in the Registry of Risks and Opportunities. 
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7.0 Performance Review  

 
7.1 Management Review 
 
Periodic performance reviews are essential for the continual improvement of the effectiveness 
and efficiency of our quality management systems to satisfy our stakeholders’ requirements 
including the applicable requirements. 
 
Reviews on the management system’s suitability, adequacy, and effectiveness are carried out 
during the Executive Committee meetings which are aligned with management review inputs 
and outputs of ISO 9001:2015 Clause 9.3. Executive Committee meetings may also be 
considered as Management Reviews based on the agenda items. This is done at least once 
a year. 
 
Effective reviews require the assembly of meaningful performance data – performance of 
programs, services, processes, and personnel – to allow factual based decision-making. The 
inputs on these meetings include, but not limited to:  
 

• Status of actions from previous management reviews 

• Changes in external and internal issues that are relevant to the QMS; 

• Information on the performance and effectiveness of 

• 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; 

• Non-conformities and corrective action; 

• Audit results; 

• The effectiveness of actions taken to address risks and opportunities; 

• The adequacy of resources; 

• The effectiveness of actions taken to address risks and opportunities; 

• Opportunities for improvement; 

• Any need for changes to the quality management system; 

• Resource needs. 
 
The reviews are fully recorded and, as a minimum, produce recommendations for 
improvements and any need for changes (e.g. resources) to the Quality Management System 
as appropriate to the information reviewed. 
 

8.0 Feedback Management 

 
8.1 Deployment of Survey Forms and Feedback through Various Forms through 
Customer Feedback Mechanism 
 

Reference: Anti-Red Tape Authority (ARTA), Guidelines on the Implementation of the 
Harmonized Client Satisfaction Measurement 

 
 



 
MUNICIPAL GOVERNMENT OF SABLAYAN 

Buenavista, Sablayan, Occidental Mindoro 

Code   MGSBY-QMS-QP001 

Version No. 1 

QUALITY MANAGEMENT SYSTEM (QMS) 
MANUAL 

Effectivity August 1, 2024 

Page No. Page 17 of 20 

 

 
 

This document is a sole property of the Municipal Government of Sablayan. Unauthorized reproduction in part or in whole 
renders the copy unofficial. Any external disclosure is prohibited without the written approval of the Municipal Mayor. 

 

9.0 Documented Information Management  

 
9.1 Control of Documented Information 
  
LGU-Sablayan documented Quality Management System provides the framework for a 
consistent approach to the issues of our organization and our stakeholder relationships and is 
an ever-changing and evolving approach to ensure its suitability with the requirements. 
 
The documented Quality Management System is structured as follows: 
 

 
 
 
QMS Manual (QM) 

The document defining our organization, our services, 
quality policy, and the processes of our QMS. The QMS 
Manual aims to achieve stakeholder satisfaction by 
establishing a concise reference of procedures and other 
documents needed to meet the requirements of our 
stakeholders and the established QMS. 

 
 
QMS 
Procedures (QP) 

Formal, documented, methods for consistent 
management and control of critical issues relating to the 
system and improvement, including: 
 
Control of Documented Information 
Internal Audit Procedure 

 
Citizen’s Charter Documented procedures and step-by-step processes of 

the operations of the various Departments  

 
 
Documented Information 
(Documents and Records) 
 

Formal, documented, methods for relevant individual 
activities including: 
Regulatory guidelines 
Records, Forms, Templates 
5S Quality Workplace Standards 

QMS Control of Documented Information 
 
LGU-Sablayan has assigned a Documented Information Management Team (DMT) to ensure 
that: 
 

• staff are working with the updated versions of the relevant documents; 

• the staff know where to find these documents; 

• the right staff members have access to these;  

• the staff don’t use the wrong documents by mistake; and 

• the staff avoid document misuse and abuse.  
 
The DMT maintains the Masterlist of Documented Information, an electronic database that 
holds the Master Copies of the quality management system documents that identify all 
controlled documents and their revision status. Any controlled document can be compared 
with its master copy within the database to verify if the latest version is in use. 
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To be able to demonstrate that we are implementing the Quality Management System as 
designed, LOCAL GOVERNMENT UNIT – MUNICIPALITY OF SABLAYAN has established 
a documented procedure for documented information management. The Document Controller 
maintains a list of documents and records for easy retrieval and disposition, which indicates 
the controlled records’ location, method of filing, archiving, and retention period. 
 

See Annex J – Document Management Team Procedure 
 
9.2 Retention and Disposition  
 
Records are retained and disposed according to the Disposition Schedule set by the DMT 
Team based on the Masterlist of Documented Information. 
 

Reference: Masterlist of Documented Information 
 
9.3 Confidentiality and Privacy 
 
Confidentiality of documents, including personal information and data from stakeholders 
submitted to LGU-Sablayan are maintained through an online database of data that will be 
retained/deleted in accordance with legal requirements, as indicated in the Masterlist of 
Documented Information. 
  

10. Organizational Knowledge Management and Competence 

   
All personnel passed through the HR process through the approval of applications based on 
the Civil Service Commission’s Qualification Standards (QS). Job-related trainings are 
supported by certificates. 
 
For QMS-related competence, trainings are provided, as necessary and are supported by 
certificates. 
 
Training effectiveness shall be recorded through post-evaluation reports done after each 
training. The results of these shall be monitored regularly and reported to the Local Chief 
Executive. 
 

11. Awareness 

 
All personnel are informed of the QMS in the form of various mechanisms and media such as 
the Quality Manual, Work Instructions Manual and visual aids cascaded through meetings. 
 
LGU-Sablayan gives value to collective and individual experiences as a source of 
organizational knowledge. Various mechanisms are employed by LGU-Sablayan to 
determine, maintain, and make this valuable organizational knowledge available to relevant 
personnel. These include: 
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Source of 
Organizational 
Knowledge 

Location Evidence Date of 
Checking 

In-charge 

Citizen’s Charter Designated 
Google Drive 

Actual Files Annual QMS Leader 

Training 
documents, 
records, and 
templates 

Actual Files Annual QMS Leader 

Details about Risks 
and Opportunities 

Actual Files Annual  
QMS Leader 

Operational forms 
and records 

Actual Files Annual QMS Leader 

    

12. Communication and Feedback 

 
12.1 Internal Communication 
 
Communication through internal mechanisms is through the release of necessary 
Memoranda, and other communications which may be deemed necessary to be disseminated 
to all LGU-Sablayan personnel. The use of mobile numbers (directory) and official electronic 
mail (email) messaging is also part of the communication strategy of the LGU-Sablayan. 
Regular staff meetings, as scheduled, also serve as communication venues for the top 
management and personnel of LGU-Sablayan. 
 
Customer requirements are communicated through print media and electronic paraphernalia. 
The QMS, its processes, and other essential information relevant to updates and changes are 
communicated through messages via official social media platforms, emails to personnel, or 
printed materials. 
 
12.2 Stakeholders’ Communication 
 
The LGU-Sablayan recognizes the importance of establishing a communication through the 
Citizen’s Charter contact details as required by the ARTA’s Feedback and Redress 
Mechanism. The activities include, but not limited to, conducting campaigns and strengthening 
two-way communication between LGU-Sablayan and its stakeholders by utilizing traditional 
(print such as the 2013 Omnibus Revenue Code) and online (i.e., social media channels, 
Google Sheets) media. 
 

Reference:   See Feedback and Redress Mechanism at Citizen’s Charter 
 
12.3 Feedback Management 
 
LGU-Sablayan will always strive to satisfy the needs and expectations of our stakeholders. 
Thus, LGU-Sablayan is committed to paying attention to our stakeholder needs including their 
concerns. LGU-Sablayan has established methods for obtaining, monitoring, and reviewing 
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this information to ensure that inquiries will be answered and expectations are effectively 
fulfilled, these will include: 
 

• performing operational plan meetings to ensure delivery of quality services; 

• implementing corrective actions to resolve stakeholders’ complaints; 

• measuring our stakeholders’ satisfaction regarding our performance. 
 
Concerns of our stakeholders will be acted as soon as possible. The level of satisfaction is 
reviewed at the end of every semester during the year-end review but depending on the 
seriousness of the complaints. This is done by analyzing the information obtained from 
stakeholders’ feedback. Appropriate action is decided, based upon the results of the analyses 
and reviews conducted, to ensure that levels of satisfaction are as high as reasonably 
possible. 
 

13. Effectivity 

 
13.1 Composition of QMS Team 
6.1.1 To formalize the QMS and facilitate its implementation, the LOCAL GOVERNMENT 
UNIT – MUNICIPALITY OF SABLAYAN created a QMS Core Team for ISO Certification. 
 

See copy of latest Memorandum. 
 
6.2 Initial implementation of the processes aligned with ISO 9001:2015 is on August 1, 2024. 
 
 

14.  Approval 
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