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I.

INTRODUCTION
The Cagayan Economic Zone Authority (CEZA) has developed a Quality Management
System (QMS), which uses ISO 9001:2015 as a framework that allows our organization
to document and improve our practices in order to better satisfy the needs and
expectations of our clients, stakeholders and other interested parties.
This Manual describes the Quality Management System, delineates authorities, inter
relationships and responsibilities of personnel operating within the management system.
This manual also provides references to procedures and activities that also comprise our
Quality Management System.
The manual is used to familiarize clients and other external organizations or individuals
with the controls that have been implemented and to ensure them that the integrity of our
Quality Management System is maintained and is focused on customer satisfaction and
continual improvement.
Our Quality Management System meets the requirements of ISO 9001:2015 and uses the
Plan, Do, Check and Act approach to process planning. Our QMS addresses and supports
our strategic development thrusts: (a) Transshipment Hub Development, (b) Integrated
Tourism and Leisure Development, (c) Ecozone Park Development and Township and
Smart City Development. These development thrusts are supported by Infrastructure and
Utilities Development, Social Services and Community Development, and Institutional
Development and Capacity Building.
This special establishment of the Quality Manual based on the international standard
earlier mentioned led to a more courageous move for ISO CERTIFICATION--a fear that
has never been but a success that there is for CEZA. Absent any prompting from
Government but part of the unwritten rule for the WINNERS- CEZA delivers what others
are just envisioning—ISO9001:2015 Certification.

II.

ABOUT THE ORGANIZATION
I. SCOPE
A. Mandate
The Cagayan Economic Zone Authority (CEZA) was created by virtue of Republic
Act 7922, otherwise known as the “Cagayan Special Economic Zone Act of 1995”. It
was authored by Senator Juan Ponce Enrile, a native of Cagayan Province, and
approved by then President Fidel V. Ramos. It is a government owned and controlled
corporation that has been mandated to manage and supervise the development of the
Cagayan Special Economic and Freeport Zone (CSEZP).
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The Cagayan Freeport is located in Region 2, at the northeasternmost tip of the
Philippines and is comprised of the entire Municipality of Sta. Ana, Cagayan, and the
islands of Fuga, Barit and Mabbag in the Municipality of Aparri, Cagayan.
As an economic zone, it aims to foster the whole area into self-sustaining industrial,
commercial and tourism-related hub. As a freeport, it operates as a separate customs
territory similar to Hongkong, Singapore, Lubuan in Malaysia, and Hamburg in
Germany. It is conceptualized to be the major transshipment point of trade in the
Asia-Pacific rim. In this light, it now bares itself to engaging business opportunities
with amicable incentives and advantages for interested investors that would like to
register in CEZA.
With the region’s vast tracks of land suitable for agricuture, the long coastlines
abundant in marine resources and attractions of the Cagayan province, the natural
resources and attarction in the region, the availability of sizeable manpower pool
from the region’s universities and colleges, the existing and proposed facilities
development in the Cagayan Freeport and the competitive tax incentives provided for
by the CEZA, the Cagayan Freeport is a viable location for most enterprises and
business ventures.
CEZA, by virtue of its powers and functions, can operate and license tourism-related
activities, independent from other government institutions. The territorial jurisdiction
of the Cagayan Freeport covers potential tourism areas such as pristine white sand
beaches, unspoiled dive sites and diverse natural attractions, untouched mangrove
areas, the protected area and marine reserve Palaui island, and the islands of Fuga,
Barit and Mabbag where there are whale sightings. Sta. Ana, Cagayan is a home to
the Philippine Game Fishing Foundation (PGFF) as it is considered the game fishing
capital of the Philippines.
B. Vision
“Cagayan Special Economic Zone and Freeport is an international gateway and
vibrant hub of diverse and sustainable industries, dynamic economic activities in
Asia Pacific, which catalyzes inclusive growth and local development in
Northern Philippines.”
C. Mission
To develop, promote, manage and operate the CSEZFP as a viable investment
hub for transshipment/logistic services, agro-industrial business, and attractive
tourist destination in order to generate new local and foreign investment, income
and employment parallel with the development of infrastructure support system
to priority industry sectors.
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D. Corporate Objectives
Guided by CEZA’s vision for Cagayan Special Economic Zone and Freeport
(CSEZFP) and its mission concomitant to the tenets of the Philippine Development
Plan (2017-2022) and taking into consideration the modest gains it has achieved for
the several years of operation, CEZA should further accelerate the groundwork for
investments within the Philippine Development Plan. CEZA should therefore play a
more proactive role in contributing towards the Philippine Medium-Term Agenda.
The groundwork for the development of the Zone should therefore be reorganized
giving primordial consideration to the development interventions which can
immediately support the requirements of investments and are deemed achievable in
the coming years notwithstanding the logistical constraints.
E. Quality Policy
“We, at the Cagayan Economic Zone Authority (CEZA), a government owned
and controlled corporation inspired by its vision and the policy and program
direction of the Administrator & CEO, are committed to provide efficient
services to all our local and international customers, stakeholders and other
external organizations.
We shall continue to improve the Quality Management System anchored on
CEZA’s Vision-Mission in order to provide excellent customer satisfaction
through our products and services.
We commit to highest standards of providing quality services through the use of
its Quality Management System for the success of our entire organization.
Our customers’ satisfaction, trust and confidence shall be the living proof of a
transparent, highly efficient and effective Quality Management System.”
F. Quality Objectives of CEZA shall be expressed through the Objectives, Targets,
Plans and Key Performance Indicators (KPI)(OTPK) which had been used in
delivering the strategic plans of the institution.
G. Core Functions
Under Section 6 of Republic Act. No. 7922, otherwise known as the “Cagayan
Special Economic Zone Act of 1995” shall have the following powers and functions:
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1. To approve, accept, accredit and allow any local or foreign business, enterprise
or investment in the Zone;
2. Authorize or undertake, on its own or through others, and regulate the
establishment, operation and maintenance of public utilities, services, and
infrastructure in the Zone such as shipping, barging, stevedoring, cargo
handling, hauling, warehousing, storage of cargo, port services
or
concessions, piers, wharves, bulkheads, bulk terminals, mooring areas,
storage areas, roads, bridges, terminals, conveyors, water supply and storage,
sewerage, drainage, airport operations in coordination with the Civil
Aeronautics Board;
3. To construct, acquire, own, lease, operate and maintain on its own or through
others by virtue of contracts, franchises, licenses, or permits under the buildoperate-transfer scheme or under a joint venture with the private sector any or
all of the public utilities and infrastructure required or needed in the Zone;
4. To operate on its own, either directly or through a subsidiary entity, or license to
others, tourism-related activities, including games, amusements, recreational
and sports facilities such as horse racing, dog racing, gambling casinos, golf
courses, and others;
5. To protect, preserve, maintain and develop the virgin forests, beaches, coral and
coral reefs within the Zone. The virgin forest within the Zone will be proclaimed
as a national park and will be covered by a permanent total log ban;
6. To adopt, implement and enforce reasonable measures and standards to control
pollution within the Zone;
7. To provide security for the Zone in coordination with the national and local
governments. For this purpose, CEZA may establish and maintain its own
security force and firefighting capability or hire others to provide the same; and
8. To form, establish, organize and maintain subsidiary corporations, as its
business and operations may require.
H. Strategic Policy Directions
CEZA adopted the national government's objectives and its development plan as
guide in its policy formulation and plan preparation in the medium term, to wit:
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1. CEZA focuses on improving transparency and accountability in governance,
minimize the risks associated with its projects through building an environment
for solicited bids and the capacity to identify and monitor contingent liabilities;
2. Ventured in institutionalizing linkage between development planning and
budgeting that promotes accomplishment of all development goals of the
Authority;
3. Prioritize asset building and preservation such as seaport and airport, and
provide access to major strategic tourism destinations and businesses within the
Zone;
4. Promotes transparency and accountability and effectively and efficiently utilize
available information and communications technology in the delivery of
critical functions and frontline services and make vital information accessible
to the public;
5. Institutionalizing disaster risk reduction and climate change adaptation and
mitigation management on infrastructure development within its jurisdiction;
6. Incorporate cost recovery measures to assist in the revenue enhancement efforts
and improve service delivery;
7. Implement the guidelines on Quality Management & Internal Audit Systems;
8. Ensures access to quality social services;
9. Enhancing peace and security for development, and ensuring ecological
integrity; and
10. Ensures improvement in efficiency and
implementation of the Reorganizational Plan.
I.

effectiveness

through

the

Strategic Development Plan (2017-2022)
This Manual is aligned with CEZA’s 2017-2022 strategic development plan anchored
on the following priority thrusts:
1.
2.
3.
4.

Transshipment Hub Development;
Integrated Tourism and Leisure Development;
Ecozone Development;
Township and Smart City Development;
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5. Infrastructure Support and Utilities Development;
6. Social Services & Community Development; and
7. Institutional Development and Capacity.
Appendix A shows Cagayan Freeport Zone Strategic Development Plan (20172022).
J. Our Products and Services
As a Freeport Zone and basing on our strategic development plan, we develop,
provide and offer the following products and services:
Development
Plan
1. Transshipment
Hub

2. Integrated
Tourism &
Leisure
2.1 Leisure
Gaming and
Entertainment
2.2 Sustainable
Tourism

Products (Projects &
Activities)
1. Seaport
1.1 Port Irene
1.2 San Vicente Wharf
& Marina
2. Airport
2.1 Cagayan North
Airport and
Aerotropolis
3. Railway
1. Online/Interactive
Gaming Operation
2. Casino Operation
3. Golf Course
4. Integrated Resort
5. Palaui island
6. Fuga-Barit island

Services (Provided by CEZA)






Management & Supervision
Technical Support
Monitoring and Evaluation
Facilitation/Endorsement
Marketing and Promotion



Business Registration and
Processing
Working Visa Processing and
Issuance
Regulatory Compliance
Technical Support
Monitoring and Evaluation
Land Acquisition
Manpower Pooling and
Deployment
Marketing and promotion









7. Anguib White beach
8. Pozorubo White
beach
3. Ecozone Park
3.1 Industrial
Park
3.2 Agriindustrial Park
3.3 Cyberpark

1. Manufacturing
2. Production factories
3. Light industries
4. Trading
5. Storage and
Warehousing






Business Registration and
Processing
Working Visa Processing and
Issuance
Regulatory Compliance
Technical Support
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4. Township &
Smart City

5. Infrastructure
Support and
Utilities

6. Oil depot and
Refinery
7. Food processing
Plants
8. Marine and Aqua
products and
processing
9. Cannery
10. High Value Crops
Production
11.Agri Industrial
Processing Center
12. Research facilities
13. Business
Processing
Outsourcing (BPO)
14. Others
1. Mapurao Township
2. CEZA- Smart City
a. Duty Free Shops
b. Medical Center
c. Theme Parks
d. Retirement Village
e. Residential Housing

1. Road network
(Within the freeport
and North Cagayan
Expressway)
2. Power Plants
3. ICT
4. Traffic Management
System
5. Waste management
System
6. Sewerage System
7. Water System
8. Communication























Monitoring and Evaluation
Manpower Pooling and
Deployment
Land Acquisition
Marketing and Promotion

Management and Supervision
Business Registration and
Processing
Working Visa Processing and
Issuance
Regulatory Compliance
Technical Support
Monitoring and Evaluation
Manpower Pooling and
Deployment
Advisory and Counselling
Land Acquisition
Marketing and Promotion
Management and Supervision
Regulatory Compliance
Technical Support
Monitoring and Evaluation
Facilitation/Endorsement
Land acquisition
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6. Social Services
and Community
Development

7.Institutional
Development and
Capacity Building

System
1. Basic Social
Services and CSR
2. Manpower
Development and
Skills Enhancement
3. Training center
4. Basic Physical and
Economic
Development
5. Community
Mobilization
6. Gender
Development
1. Human Resource
Management
2. Quality
Management System
3. Master & General
Land Use
4. Security and Labor
Safety
5. DRRM-CCA


















Capacity and capability
building
Training and seminar
Access to Financing
Financial Assistance
Advisory and Counselling
Monitoring and Evaluation

Capacity and Capability
Building
Project Implementation
Technical Support
Training and Seminar
Access to Financing
Financial Assistance
Monitoring and Evaluation
Advisory and Counselling
Regulatory Compliance

K. Role of the Chief Executive Officer
The Administrator, who is the Chief Executive Officer of the Cagayan Economic
Zone Authority (CEZA), performs the following powers, functions and duties:
1. Responsible to the CEZA Board of Director (CEZA Board) and the President of
the Philippines for the efficient management and operation of the Cagayan
Special Economic Zone and Free Port (CSEZFP);
2. Exercise general supervision and authority over regular course of business,
affairs, and property of CEZA, and over its employees and officers;
3. See to it that all orders and resolutions of the Board are carried into effect;
4. To execute, administer and implement the policies and measures approved and
adopted by the CEZA Board;
5. Submit to the CEZA Board as soon as possible after the close of each fiscal year,
and to the shareholder at the annual meeting, if applicable, a complete report of
the operations of CEZA for the preceding year, and the state of its affairs;
6. Report to the Board from time to time all matters which the interest of the CEZA
may require to be brought to its notice;
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7. To directly administer and supervise the operations and day-to-day business
activities of the CEZA;
8. To represent the CEZA in all dealings with offices, agencies and instrumentalities
of the Government and with all persons and entities, public or private, domestic
or foreign, unless otherwise directed by the President or by the CEZA Board;
9. To execute, on behalf of the CEZA, all contracts, agreements and other
instruments affecting the interests of the CEZA duly approved by the CEZA
Board;
10. To direct and supervise the preparation of the agenda for the meetings of the
CEZA Board; and
11. To exercise such other powers, functions and duties as may be provided in the
By-Laws and as may be directed by the President or assigned to him by the
CEZA Board.
L. Functional Statements of Offices
1. Office of the Board of Directors
Formulates policies , prescribes and promulgates the rules and regulations for
the attainment of the objectives of CEZA.
1.1 Corporate Secretariat - Oversees the planning, preparation and
dissemination of agenda and minutes for the CEZA’s Board meetings; Prepares
proposals for consideration of the Board, as the need arises; Records the
proceedings of the Board meetings; Informs and/or coordinate’s with the CEZA
Board members any activities which may require their approval and/or
attendance; Prepares Secretary's Certificate for all Resolutions approved by the
Board and authorize the release thereof upon instruction by the Administrator
and CEO; Acts as record custodian of all documents pertaining to the CEZA
Board; and, ensures compliance with statutory and regulatory requirements and
implementing decisions made by the Board of Directors.
2. Office of the Administrator and Chief Executive Officer - The
Administrator & CEO is the highest-ranking executive of CEZA and his
primary responsibilities include making major corporate decisions, managing
overall operations and resources of CEZA, and acting as the main point of
communication between the Board of Directors and corporate operations.
2.1 Executive Staff Office
Information - Prepares, monitors, tracks, updates, reviews, maintains, and edits
internal and/or external documents; keeps advised of the current status of the
work of the Administrator & CEO and anticipates the Administrator & CEO’s
needs by gathering records, reports, correspondence, statistics, or other
information; and maintains the manager’s appointment calendar,
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arranges/coordinates appointments, meetings, conferences, and contacts the
appropriate individuals to attend.
Communication - Communicates general information with internal staff and
external entities; briefs the Administrator & CEO on subject matter for upcoming
meetings/events.
Policies and Procedures - Maintains, edits, and reviews policies and procedures
for grammatical structure and consistency; updates manuals; types, edits,
approves, documents, and distributes updates.
2.2 Legal Office – Provides legal advice to the CEZA Board and the
Administrator and CEO. Present analysis of policy recommendation to the CEZA
Board. Provide legal services for the protection of corporate rights, interest and
property. Prepares and reviews legal contracts and legal instrument. Ensures
legality and consistency of Board Resolutions with existing policies. Act as the
legal adviser of CEZA. Adjudicates all administrative cases filled for or against
CEZA and provides legal staff support, opinions and assistance on matter and
issues brought to it. Represent CEZA in all civil cases filled by or against it.
2.3 Public Affairs Office - the primary point of contact for news media,
organizations and the general public seeking information about Cagayan
Economic Zone Authorities’ programs, policies, procedures, statistics, and
services.
3. Planning & Management Information Service Department - Reviews,
formulates, develops and recommends policies, standards, guidelines and
procedures relative to work planning/programming, project development,
statistical analysis, policy matters, form designs and organizational development.
Monitors and develops management information system that provides necessary
support to the management process. Formulates and implements the installation
and maintenance of computer hardware and peripherals, integrated computer
development program, and other related facilities.
3.4.1 Corporate Planning Division - Undertakes planning, programming, and
monitoring and evaluation of programs/projects/activities; initiates the
formulation of policies; a n d
coordinates the development and
implementation of programs/projects and formulation of policies.
3.4.2 Management Information System Division - plans, directs, and
implements the utilization of information technology (IT) resources, supporting
infrastructure, IT security, applied research, and assistance to CEZA
stakeholders; advises the CEZA Management and CEZA Board on all aspects of
IT management to ensure state-of-the-art computing and networking facilities
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that integrate and support an enterprise-wide heterogeneous information
technology environment for CEZA. Manages centralized IT functions, including
telecommunications, networking, Web services, IT assistance and restoration of
service, manages desktops, email, integrated information systems, knowledge
systems, and other IT infrastructure support services.
3.4.3 Business Processing and Regulatory Division - Responsible in the
improvement of corporate performance by managing and optimizing CEZA’s
business processes. It is also charged with the registration of business entities,
issuance of general business licenses in CSEZFP. Responsible in formulating
policies, implement programs and services, and serve as the policy-coordinating
arm of CEZA in the field of labor and employment. It is tasked with the
enforcement of the provisions of the Labor Code and other pertinent Philippine
rules and regulation.
4. Office of the Senior Deputy Administrator - Provides principal assistance to
the Administrator and Chief Executive of the Authority thru management,
financial and legal assistance in the CEZA’s overall operation. Provides directory
and supervisory assistance to the Planning, Investment and Business, Support
Services and the Operations Departments. Assists the Administrator and Chief
Executive Officer in managing the operations of the CSEZFP, including policy
development, budget management, administrative oversight and supervision.
Assumes lead role in carrying out complex projects.
5. Office of the Deputy Administrator - Develops and implements policies,
procedures and guidelines to the operation of business development and
marketing, community development, industrial and environmental safety,
engineering and maintenance, and security and disaster offices.
6. Operations Department
6.1 Business Development and Marketing Division - Provides practical advice
and case studies of best policy practice for attracting and benefiting from
foreign and domestic direct investment in the CSEZFP in line with the
development strategies of CEZA. Conducts market research and actuarial
studies in response to changes in the environment and industry trends.
Responsible in investment promotion and facilitation and to the work of
investment promotion agencies both foreign and domestic that promote
foreign and domestic direct investment and provide information and services
to locators. responsible for all marketing, advertising and promotional
activities of CEZA. Provides support and coordination on media management,
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web management, strategic marketing, internal and external communication.
Responsible for the development and implementation of the CEZA marketing
strategy.
6.2 Community Services Division - Responsible in strategic development
intervention that could accelerate the rural development process, promote
rural enterprises, create employment potential, and improve the quality of life
for individuals, families and communities and to sustain a healthy economy
and environment within the CSEZFP. And to propose policies that are
necessary in order to create an environment in CSEZFP conducive to
entrepreneurship.
6.3 Industrial and Environmental Safety Division- Responsible for the
implementation of all environmental and natural resources conservation and
protection program adopted or assumed by CEZA. Recommends and
formulates systems, policies and regulations which shall be applicable to all
existing and new facilities within the CSEZFP. Responsible in formulating the
General Land Use and Master Plan of the CSEZFP.
6.4 Engineering and Maintenance Division - Responsible in the over-all master
plan of infrastructure and facilities within the CSEZFP. Responsible for
administrative and technical engineering works relative to planning,
implementation and maintenance of a complete public works and services
within the CSEZFP. Take charge of all surveying and engineering works of
CEZA. Initiate, review and recommend changes in policies and objectives,
plans and programs, techniques, procedures and practices in infrastructure
development and public works. Advise the CEZA Management and CEZA
Board on infrastructure, public works and other engineering matters.
Administers, coordinates, supervises and control the construction,
maintenance, improvement and repair of facilities and infrastructure within
CSEZFP and other engineering and public works projects of CEZA.
6.5 Security and Disaster Division - Develops and enforces procedures to ensure
the safety and security of CEZA official, officers and employees, CEZA
locators/investor and other stakeholders. Develops and implements the CEZA
physical security program, which protects both the CEZA’s infrastructures
and facilities and locators/investors properties and facilities. Formulates plans
and programs that would ensure systematic responses that will address
disaster risk in the context of sustainable development and building resilience
through enhance capabilities managing risk. Work with national governments,
non-governmental organizations (NGOs), aid agencies and others to develop
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disaster prevention plans, preparedness and response strategies, provision of
coordinated responses to situations.
7. Support Services Department
7.1 Administrative and General Services Division - Develops and implements
policies, guidelines, standards and procedures relative to human resource,
general services, administration and management of corporate assets .
Manages, supervises, monitors and implements approved policies, rules and
regulation of the Authority based on existing laws, rules and regulation.
7.2 Finance Services Division - Responsible for the formulation,
institutionalization and administration of fiscal policies, management of the
over-all financial resources of CEZA. Provides staff/assistance to the
Administrator and Chief Executive Officer and establishes and implement
financial policies and programs of the Authority. Implements systems and
procedures pertaining to financial management service and checks the
accuracy and adequacy of reports and statistics regarding the budget and the
financial operations of the Authority.
Appendix B shows the existing CEZA Organization Structure and QMS Scope
J. Management System Scope
The Quality Management System (QMS) of Cagayan Economic Zone Authority
(CEZA) is established in compliance with the requirements of ISO 9001:2015
standard. The scope of the QMS covers the following:
1. Office of the Board of Directors with the Corporate Secretariat Office;
2. Office of the Administrator and CEO with three (3) offices and the Planning &
Management Information System Department with three (3) divisions;
3. Office of the Senior Deputy Administrator;
4. Office of the Deputy Administrator;
5. Operations Department with five (5) divisions and five (5) sections; and
6. Support Services Department with two (2) divisions and seven (7) sections.
This describes the standardized procedures and processes of each department
including their interactions with different departments/offices in meeting the
customer needs and requirements until reaching the customer satisfaction and
complying with the statutory and legal requirements.
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Appendix E shows the existing organization chart and QMS Scope.
Appendix F shows Memorandum Order Creation and Designation of the Cagayan
Economic Zone Authority (CEZA) International Standardization for Organization’s
Champion and Core Team.

EXCLUSION: this Manual does not include the Calibration and Monitoring of
Calibration of measuring equipment as this is not existing in this Administration
type of Company set up.
III.

THE QUALITY MANAGEMENT SYSTEM (QMS)
A. General
The adoption of a quality management system is a strategic decision of CEZA to help
improve its overall performance and provide sound basis for sustainable development
initiatives.
The potential benefits of implementing a QMS within the Authority based on
International Standard are:
1. the ability to consistently provide products and services that meet customer and
applicable statutory and regulatory requirements;
2. facilitating opportunities to enhance customer satisfaction;
3. addressing risks and opportunities associated with its context and objectives; and
4. the ability to demonstrate conformity to specified Quality Management Systems
requirements.
B. Quality Management Principles
CEZA adopts International Standard based on the quality management principles
described in ISO 9001. The descriptions include a statement of each principle, a
rationale of why the principle is important for the organization, some examples of
benefits associated with the principles and examples of typical actions to
organization’s performance when applying the principle.
The quality management principles are:
1. Customer Focus - we as a company believing in the importance of all our
stakeholders harness the ability to gain feedback from internal and external
customers so we can supply their demands and expectations. With this said, we
have adopted a customer satisfaction survey that will allow us to collect feedback
based on the services delivered. With the data tabulated and analyzed we hope to
become more accepting of one another and be more appreciative of comments
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that are good sources of continual improvement. Potential of our internal
personnel are viewed with better understanding of their sentiments and feelings.
2. Leadership – the Top Management has been very active in the endeavor to
improve the system through ISO9001:2015 which drove everyone to be aligned
to the true spirit of customer service. The series of training and seminars about
Quality Management System encourage everyone to fulfill the task of being a
more efficient staff of CEZA. The sizzling days and hours held to participate in
the writing, revision and deliberation of the internal procedures were taken as
positive challenge. In fact people from the provinces stayed for days just to
present their own documents for approval. There were also dates wherein the
people from main office of CEZA needed to travel for long hours to Cagayan
just to make them feel important members of the CEZA team.
There in fact is a courageous move by the Top Management to have full
ISO9001:2015 Certification and not just writing of the Quality Manual.
Further the Administrator reports to the Board about the major feats that have
been accomplished. The Board Secretariat is very active in representing the
Board in this ISO Challenge.
3. Engagement with people- equal efforts and passion had been shown by all the
personnel. Long hours and sleepless moments of deliberation for the
documentation did not temper the spirits of all to excel for their stakeholders;
4. Process Approach- we have learned that inputs are necessary to come up with
outputs. The step by step processes that had been documented now serve as the
foundation for the work guidance internally and for the general operations of the
CEZA.
5. Improvement- we all dared to excel beyond our limits that is why everything
that had been done is considered to be form for improvement. The source of
baseline information now shall be the feedback mechanism that is installed not
only for external stakeholders, also for the internal clients- personnel.
6. Evidence-based decision making- since we have learned the concepts of
INTERNAL QUALITY AUDIT, Document Control and Management Review
we now do not rely on emotional boundaries rather on things that had been
product of collected and analyzed information, from any of the following
sources: document review; internal quality audit and management review and
other alternative tools to get factual based information.
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7. Relationship Management – we have learned from the ISO Seminars that trust
is a significant key to understanding and appreciating one another. With this in
mind, all is possible because of the group’s effort. Team now is important,
setting aside the individualistic attitude for personal gain. Correspondingly, joy is
multiplied and begins to be a relevant theme of success.
In conformity with ISO 9001:2015, CEZA adopted the “Process Approach” in
developing, implementing, and improving effectiveness of its QMS to enhance
customer satisfaction (See Appendix B; Sample Flow Chart Showing Flow of
Documents Involving Internal and External Parties). The International Standard
employs the process approach, which incorporates the “Plan-Do-Check-Act
(PDCA) cycle and risk based thinking. This enables CEZA to plan its processes
and its interactions (See Appendix C). It also enables CEZA to ensure that its
processes are adequately resourced and managed, and that opportunities for
improvement are determined and acted on.
Understanding and managing interaction of related processes as a system
contributes to the effectiveness and efficiency in meeting CEZA’s vision,
mission and objectives from the input level to the desired output.

2. NORMATVE REFERENCES
The following documents, in whole or in part, are normatively referenced in
this document and are indispensable for its application. For dated references,
only the edition cited applies. For undated references, the latest edition of the
referenced document (including any amendments) applies.
ISO 9000:2015, Quality Management Systems – Fundamentals and
Vocabulary

3. TERMS AND DEFINITIONS
Context of the Organization - combination of internal and external issues
that can have an effect on an organization’s approach to developing and
achieving its objectives
Corrective action - action to eliminate the cause of a nonconformity and to
prevent recurrence
Customer - person or organization that could or does receive a product or a
service that is intended for or required by this person or organization
Customer Satisfaction - customer’s perception of the degree to which the
customer’s expectations have been fulfilled
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Interested Party - person or organization that can affect, be affected by, or
perceive itself to be affected by a decision or activity
Mission - organization’s purpose for existing as expressed by top management
Organization - person or group of people that has its own functions with
responsibilities, authorities and relationships to achieve its objectives
Organizational Knowledge - is knowledge specific to the organization; it is
generally gained by experience. It is information that is used and shared to
achieve the organizations objective.
Preventive Action - action to eliminate the cause of a potential nonconformity
or other potential undesirable situation
Quality Management System - set of interrelated or interacting elements of
an organization to establish policies and objectives, and processes to achieve
those objectives relating to quality.
Quality Management System Realization – process of establishing,
documenting, implementing, maintaining and continually improving a quality
management system
Quality Policy - intentions and direction of an organization as formally
expressed by its top management and is related to quality and is patterned from
the Vison-Mission of the Company.
Regulatory Requirement - obligatory requirement specified by an authority
mandated by a legislative body
Statutory Requirement - obligatory requirement specified by a legislative
body
Top Management - person or group of people who directs and controls an
organization at the highest level
Vision - aspiration of what an organization would like to become as expressed
by top management.
Others terms ay be defined in the respective procedures per department. This
presentation may be improved as we progress in the use of the QMS.
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4. CONTEXT OF THE ORGANIZATION
A. Organizational Context
CEZA is committed to defining our position in the marketplace and
understanding how relevant factors arising from legal, political, economic, social
and technological issues influence our strategic direction and organizational
context.
CEZA identifies, analyses, monitors and reviews factors that may affect our
ability to satisfy customers and stakeholders, as well as factors that may
adversely affect the stability of our process, or our management system’s
integrity.
To ensure that our QMS is aligned with our strategy, whilst taking acount of
relevant internal and external factors, we initially collate and analyze pertinent
information in order to determine potential impact on our context and subsequent
business strategy.
CEZA then monitors and reviews this information to ensure that a continual
understanding of each group’s requirements is derived and maintained. To
facilitate the understanding of our context, we regularly consider issues that
influence our context during management review meetings and are conveyed via
minutes and business planning documents.The ouput from this activity is evident
as an input to the consideration of risks and opportunities, and the actions that we
take to address them. Although we acknowledge that ISO 9001:2015 does not
require CEZA’s organizational context to be maintained as documented
information, we maintain and retain, in addition to this documented information
to describe our organizational context:
1. Analysis of business plans, strategies, and statutory and regulatory
commitments;
2. Analysis of technology and competitors;
3. Economic reports from relevant business sectors;
4. Technical reports from technical experts and consultants;
5. SWOT analysis reports or schedules for internal issues;
6. PESTLE analysis reports or schedules of internal issues; and
7. Minutes of meetings (Management and design review minutes), process
maps and reports etc.
SWOT analysis provides our organization with a framework for reviewing and
evaluating our strategies, and the position and direction of our organization,
business propositions and other ideas.
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1. SWOT Analysis: INTERNAL ISSUES
The strengths and the weaknesses are the INTERNAL ISSUES identified.
Strength

















Created by virtue of Republic Act 7922,
otherwise known as the “Cagayan Special
Economic Zone Act of 1995.
A government owned and controlled
corporation that has been mandated to manage
and supervise the development of the Cagayan
Special Economic and Freeport Zone (CSEZP)
As a freeport, it operates as a separate customs
territory similar to Hongkong, Singapore,
Lubuan in Malaysia, and Hamburg in
Germany.
By plane, we are 45 minutes from Kaoshiung,
one hour from Hong Kong, and Guangzhou,
two and a half hours from Shanghai, and three
hours plus from Bangkok, Kuala Lumpur,
Singapore and Tokyo. We are the nearest to
Vladivostok in Russia and Los Angeles in the
United States.
It is strategic. CEZA sits right in the crossroads
of international shipping routes, and is doubly
blessed by its close proximity to the biggest
economies in the Asia-Pacific region.
Vast tracks of land suitable for agricuture, the
long coastlines abundant in marine resources
and attractions, the natural resources and
attraction.
The availability of sizeable manpower pool
from the region’s universities and colleges
Competitive tax incentives provided for by the
CEZA, the Cagayan Freeport is a viable
location for most enterprises and business
ventures. It does not apply import/export duties
or customs tariffs, even as it provides tax
incentives and offers decelerated operational
and labor costs.
Among the salient features of its autonomous
governance are the following:
It can grant two-year working visas; and it can
grant permanent residency status. It guarantees
ease of entry and exit of goods and foreign
ownership and management. Because of this,
CEZA is a leading online (offshore) gaming
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Weaknesses




Opportunities





Threats



jurisdiction in Asia.
Can operate and license tourism-related
activities, independent from other government
institutions. The territorial jurisdiction of the
Cagayan Freeport covers potential tourism
areas such as pristine white sand beaches,
unspoiled dive sites and diverse natural
attractions, untouched mangrove areas, the
protected area and marine reserve Palaui
island, and the islands of Fuga, Barit and
Mabbag where there are whale sightings.
Cabinet Rank Admisitrator & CEO
Strong Leadership and high caliber top
management
Strong support from the Office of the
President, National Government agencies, and
local government units
Hardworking, dedicated and committed
manpower
No graft and corruption
Value System taken into heart by the CEZA
people
The present organization
structure was
designed to jumpstart opertation of CEZA,
with only 60 Plantilla positions and 6 casuals.
Most employees are Contract of Service which
resulted to some delays in operations.
Lack of infrastructure facilities and high power
cost
Best business opportunities in IT Development,
BPOs, Offshore Banking Units, Financial
Institutions, Sports, Amusement and
Recreation, and Medical Tourism.
Others are Integrated Resorts, Casino Gaming
Operations, Ship Building and Repair, Power
and Water Plant Development, Logistics and
Cargo Handling, Hotel and Restaurants, DutyFree Shops and Outlets, Factories and
Manufacturing, and Agricultural Production
Rationalization and consolidating government
regulations realting to all games of chance
under PAGCOR,GAB, PCSO and Economic
Zones
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Similarly, PESTLE analysis provides CEZA with framework for measuring our
market and growth potential according to external political, economic, social,
technological, legal and environmental factors.
2. PESTLE Analysis: EXTERNAL ISSUES
Political

the present political situation in the area is
favorably encouraging mainly because the
Provincial Government of Cagayan and the
political leaderships of municipalities within the
freeport zone show full support to the plans and
programs of CEZA. Even the Regional
Development Council of Region 2 backs all
programs and projects lined up by CEZA for the
next 5 years. We are hopeful that with the
different partnerships, we can forge we will be
able to prove that success is not because of
Government but because we worked hard for it.
The ASEAN SUMMIT done in the Philippines is
great political bond that tie not only the heads of
states that allows more persuasive assistance of
the great nations to developing countries, like us.

Economic

Favorable economic condition of the country
cascaded down to the local level encourages more
investments in the Freeport Zone. With the
ISO9001:2015 Certification, we can say that our
global competitiveness is achieved. The realm for
world class brand can entice more and more investors.

Social

This aspect dwells on the society that is around
us. The market challenges of strong competition
can only be augmented if products and services
produced and provided in the Freeport Zone are
globally competitive. We can only compete if we
have ISO CERTIFICATION backing us up that
indeed our Management System is quality. With
this in mind, we need not just gain the ISO
CERTIFICTION but have the good system in our
hearts. For if we have quality in our hearts then the
needs of our social stakeholders are definitely
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addressed.
Technological

This portion represents the information and
technology including machines and equipment.
Since CEZA is starting to move-on so fast in the
next 5 years, technology upgrading and
advancement is a must. We know that the
pressure of investing in more machines that can
support our production requirement is inevitable
that is why the Management is ready with
resources to back that up. We had given focus on
the improvement of our IT system and competence
of the IT personnel.

Legal

Except for isolated cases, legal issues and concerns
are not considered much problem in CEZA. Strict
compliance to the implementing rules and regulation
of Republic Act 7922 is being followed. Good thing is
we have a legal office which task is look into strict
compliance with the regulatory, statutory and legal
requirements.

Environmental

CEZA in all own little ways comply with
requirements of regulatory agencies and local
government units with regards to environmental
laws, rules and regulations.

B. Relevant Interested Parties
CEZA recognizes that we have unique set of interested parties whose needs and
expectations change and develop overtime, and furthermore, that only a limited
set of their respective needs and expectations are applicable to our operations or
to our quality management system. Such needs and expectations broadly include
those shown in table below:
Interested Parties

Needs and Expectations

Customers
(Investors/Locators/Enterprises, etc)
Stakeholders
Government)

(National

and

Reliability and Value for Investment,
Profitability Quality Service &
Beneficial Relationships

local Profitability, Growth & Progress
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Employees

Shared
Values,
Professional Growth

Security

&

Regulatory & Statutory

Compliance and Reporting

Communities

Progress and Increase Standard of
Living

Other Parties

Beneficial Relationships;
and efficient Services

Effective

C. Quality Management System and its Processes
1. CEZA shall establish, implement, maintain and continually improve a
quality management system, including the processes needed and their
interactions, in accordance with the requirements of this international
standard.
2. CEZA shall determine the processes needed for the quality management
system and their application throughout CEZA, and shall:
2.1 determine the sequence and interaction of these processes;
2.2 determine and apply the criteria and methods (including monitoring,
measurements and related performance indicators) needed to ensure the
effective operation and control of these processes;
2.3 determine the resources needed for these processes and ensure their
availability;
2.4 assign the responsibilities and authorities for these processes;
2.5 address the responsibilities and authorities of these processes;
2.6 evaluate these processes and implement any changes needed to ensure
these processes achieve their intended results; and
2.7 improve the processes and the quality management system.
3. To the extent necessary, CEZA shall:
3.1 maintain documented information to support the operation of this
processes; and
3.2 retain documented information to have confidence that the processes
are being carried out as planned.
4. CEZA implements a quality management system that exists part of a larger
strategy that has established, documented and implemented our processes,
quality policies and objectives, whilst satisfying the requirements of ISO
1900:2015.
5. To achieve this, CEZA adopts the process approach advocated by ISO
1900:2015. Top Management has determined the process required for
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achieving the integrated outputs. By defining four key process-groups and
managing their inputs, controls, outputs and interfaces, we ensure that
system effectiveness is established and maintained. These key process
groups are:
5.1 Leadership and planning processes;
5.2 Customer and stakeholder processes;
5.3 Product and Service processes; and
5.4 Evaluation and improvement processes.
Risk-Based Thinking


Risk based thinking is essential for achieving an effective quality management
system. To conform to the requirements of this International Standard, the plans
and implemented actions should address risks and opportunities. Addressing both
risks and opportunities establishes a basis for increasing the effectiveness of the
QMS, achieving improved results and preventing negative effects.



Opportunities can arise as result of situation favorable to achieving an intended
result. Actions to address opportunities can also include consideration of
associated risks. Risk is the effect of uncertainty and any such uncertainty can
have positive or negative effects. A positive deviation arising from the risk can
provide an opportunity, but not all positive effects on risk result in opportunities.



As a new element of ISO9001, Risk based thinking is a challenge. However, to
address this properly including the opportunities the Institution has established
the Risk Register with contains the risks identified by each Department with
determination of the impact which is categorized as low, medium, high and
extreme. This category will tell the timeline of action of the Team, wherein the
immediate response shall be when the impact is extreme. The register contains
the risk mitigation that spell out the actions to be taken by the responsible people
within the timeline set otherwise, negative effects on the institution is possible.

5. LEADERSHIP
A. Leadership and Commitment
1. General
Top Management shall demonstrate leadership and commitment with
respect to the quality management system by:
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1.1 taking accountability for the effectiveness of the quality management
system;
1.2 ensuring that the quality policy and quality objectives are established
for the quality management system and are compatible with the context
and strategic direction of CEZA;
1.3 ensuring that the resources needed for the quality management system
are available;
1.4 communicating the importance of effective quality management and
conforming to the quality management system requirements;
1.5 ensuring that the quality management system achieve its intended
results;
1.6 engaging, directing and supporting persons to contribute to the
effectiveness of the quality management system;
1.7 promoting improvement; and
1.8 supporting other relevant management roles to contribute to the
effectiveness of the quality areas of responsibility.
2. Customer Focus
Top Management shall demonstrate leadership and commitment with
respect to customer focus by ensuring that:
2.1 customer and applicable statutory and regulatory requirements are
determined, understood and consistently met;
2.2 the risks and opportunities that can affect conformity of products and
services and the ability to enhance customer satisfaction are determined
and addressed; and
2.3 the focus on enhancing customer satisfaction is maintained.
It is highly noted that the feedback tool shall be a rich source of
information as to how we can serve better our stakeholders.
B. Quality Policy
1. Establish the Quality Policy (please refer to Section III-F for Quality
Policy Statement)
Top management shall implement and maintain a Quality Policy that:
1.1 is appropriate to the purpose and context of the CEZA and support its
strategic direction;
1.2 provide framework for setting quality objectives;
1.3 includes commitment to satisfy applicable requirements; and
1.4 includes a commitment to continual improvement of the quality
management system.
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2. Communicating the Quality Policy
The quality policy shall:
2.1 be available and maintained as documented information by including
such in this Quality Policy and by posting the approved version at
conspicuous places for public’s information;
2.2 be communicated, understood and applied within CEZA by sharing to
the staff during deliberation and meetings; and
2.3 be available to relevant interested parties.
C. Organizational Roles, Responsibilities and Authorities
Top Management ensures that the responsibilities and authorities for relevant
roles are assigned, communicated and understood by all personnel of CEZA
through the giving out of the Appointment Letters and Job Descriptions signed
and acknowledged by each staff.
Top management shall assign the responsibility and authority for:
1. ensuring that the quality management systems conforms to the requirements
of this international standard;
2. ensuring that processes are delivering their intended outputs;
3. reporting and performance of the quality management system and
opportunities for improvement, in particular to top management;
4. ensuring the promotion of customer focus throughout CEZA; and
5. ensuring that the integrity of the quality management system is maintained
when changes to it are planned and implemented.

6. PLANNING
1.

Actions to Address Risks and Opportunities
1.1 When planning for quality management system, CEZA considers the internal
issues and needs and expectations of relevant interested parties referred to in
Section I, and determines the risks and opportunities that need to be
addressed to:
1.1.1 give assurance that the quality manual system can achieve its intended
results;
1.1.2 enhance desirable effects;
1.1.3 prevent, or reduce, undesired effects; and
1.1.4 achieve improvement.
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CEZA during the ISO preparations, trainings, seminars and documentation
deliberation shall plan:
1.2 actions to address risks and opportunities-presented on the Risk Register; and
1.3 how to: (a) integrate and implement the actions into CEZA’s quality
management system processes, and (b) evaluate the effectiveness of these
actions.
2. Quality Objectives and Planning To Achieve Them
CEZA establishes quality objectives at relevant functions, levels and processes
needed for the quality management system, which are presented on their
Objectives, Targets, Plans and KPI tables per Department and collated further by
the Top management.
The quality objectives based on the strategic plans of CEZA shall:
2.1 be consistent with the quality policy;
2.2 be measurable;
2.3 take into account applicable requirements;
2.4 be relevant to conformity of the products and services and to enhancement of
customer satisfaction;
2.5 be monitored;
2.6 be communicated; and
2.7 be updated as appropriate.
When planning how to achieve its quality objectives, CEZA determines:
1. what will be done- speaks of the objectives;
2. what sources will be required- tells about the sources needed either in money,
time, personnel and others;
3. who will be responsible- presents the people or authorities who shall take
action and who shall decide;
4. when it will be completed- embraces the timeline by which the action shall be
done and when shall be monitoring process; and
5. how the results will be evaluated – shall consider the measurement and how
the results can benefit the entire institution.
3. Planning for Changes
When CEZA determines the need for changes to the quality management system,
the changes shall be carried out in a planned way, like: Internal Quality Audit;
Documentation Reviews; Management Reviews; Audits of the Certifying body;
Mock Audit of Consulting body.
CEZA through the QMR and ISO champions shall consider the following:
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3.1
3.2
3.3
3.4

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

7. SUPPORT
A. Resources
The Top Management of CEZA determines and ensures the resources needed for
the establishment, implementation, maintenance and continual improvement of
the quality management system. CEZA’s resources are properly manage to
support quality management system.
1. People
CEZA determines and provide persons necessary for the effective
implementation of its quality management system and for operation and
control of its processes.
1.1 The Support Services Department through its Human Resource Division
(HRD) is responsible in recruitment, selection, placement and appointment,
performance evaluation, benefit and incentives and personnel management.
The Personnel Selection Board and Human Resource Division (HRD) ensures
that anyone who gets hired are competent on the basis of applicable education
and training.
1.2 CEZA invests on personnel development by providing required trainings
and seminars needed to achieve the employee’s maximum potential and
benefit from work.
1.3 CEZA monitors the performance of all operating units and the results are
consolidated and are considered in the continual improvement of the HR
process.
1.4 CEZA observes the performance of each employee. Operating units will
be required to submit Individual Performance Commitment Review (IPCR)
with summary list of ratings of all employees twice a year within fifteen (15)
days after the rating period to HRD. The ratings are reviewed as to its
administration and compliance to SPMS guidelines and PMT set guidelines.
2. Infrastructure
2.1 CEZA determines, provides and maintains infrastructure necessary for the
operation of its processes. These include (a) buildings and associated utilities,
(b) equipment, including hardware and software, (c) transportation resources,
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(d) information and communication technology, (e) facilities like seaport and
airport, (f) other infrastructure facilities.
Thus, 5S is strictly implemented by all. There is a designated utility people to
clean up the common areas.
3. Environment for the Operation of Processes
3.1 CEZA determines, provides and maintain the environment necessary for
the operation of its processes and to achieve conformity of products and
service.
This is operationalized by partnering with companies that also know Quality
Management System. The procurement office is task to make sure that all
suppliers passed through law followed by the Bids and Awards Committee
(BAC).
Our QMS shall compel us to be cautious as to seeking external suppliers just
so services and products if necessary shall be according to the quality
standards.
4. Monitoring and Measuring Resources
4.1 CEZA determines and provides the resources needed to ensure valid and
reliable results when monitoring or measuring is used to verify the
conformity of products and services to requirements.
4.2 CEZA shall ensure that the resources provided:
4.2.1 Are suitable for the specific type of monitoring and measurement
activities being undertaken; and
On this hand, there shall be master list of all equipment which has schedule for
maintenance and repair. This includes the air conditioning units, computer units
which are maintained and repaired either by internal personnel or outsourced
companies.
4.2.2 Are maintained to ensure their continuing fitness for their purpose.
4.3 CEZA shall retain appropriate documented information as evidence of
fitness purpose of the monitoring and measurement resources.
This means having the monitoring sheet for the maintenance and repair
schedule which show the items, dates of repair and status. There shall be
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property tags and maintenance tags per equipment, machine and other office
resources.
5. Organizational Knowledge
5.1 CEZA determines the knowledge necessary for the operation of its processes
and to achieve conformity of products and services.
With this requirement, CEZA holds orientation and re-orientation lectures and
trainings in order to inform one and all.
5.2 This knowledge shall be maintained and be made available to the extent
necessary. On this hand, copies of the controlled procedures of the Department
shall be kept by the so they know what to follow and what to cascade to all its
department people.
5.3 When addressing changing needs and trends, CEZA shall consider its current
knowledge and determine how to acquire or access any necessary additional
knowledge and required update. Relative to this, external references shall be
kept by each user and shall have a master list which must be submitted to the
DCC and be updated as regular as possible.
5.4 Organizational knowledge can be based on:
5.4.1 Internal sources (e.g. intellectual property; knowledge gained from
experience; lessons learned from failures and successful projects; capturing and
sharing undocumented knowledge and experience; the results and improvements in
processes, products and services); and
5.4.2 External sources (e.g. standards; academia, conferences; gathering
knowledge form customers or external providers).
B. Competence
CEZA shall:
1. determine the necessary competence level of personnel doing work under its
control that affects the performance and effectiveness of the quality management
system;
2. ensure that these persons are competent on the basis of appropriate education,
training or experience based on qualification standards issued by the Civil
Service Commission (CSC);
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3. where applicable, take actions to acquire the necessary competence, and evaluate
the effectiveness of the actions taken through trainings, seminars and other
programs to enhance the knowledge and skills of personnel; and
4. retain appropriate documented information as evidence of competence. These are
filed in the 201 files.
C. Awareness
CEZA ensures that person doing the work in the organization’s control are aware of
the following:
1. The quality policy;
2. Relevant policy objectives;
3. Their contribution to the effectiveness of the quality management system,
including benefits of improve performance; and
4. The implications of not conforming with the quality management system
requirements.
D. Communication
CEZA determines the internal and external communications relevant to the quality
management system, including:
1. On what it will communicate;
2. When to communicate;
3. With whom to communicate;
4. How to communicate; and
5. Who communicates.
With this respect, CEZA has developed procedures for internal and external
communication to allow the proper release, issuance and answer of communication
that have impact in the management and operations of the office, both internal and
external.
E. Documented Information
CEZA’s quality management system includes documented information required by
this international standard and documented information determined by top
management as being necessary for the effectiveness of the quality management
system. All documents registered with the Document Control Center (DCC) are
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controlled by identifying each document with a unique document number. These
documents are also stamp with the following:


Master Copy - the original copy of the document which is colored green. This is
only maintained by the DCC;



Controlled Copy – the photocopy of the master copy used by all ISO Certified
organizations. This stamp is colored blue.;



Uncontrolled Copy – the photocopy of the master copy used by organization not
part of the ISO Certification. This is only used for copies given to those who are
not members of the institution and therefore CEZA is not required to inform and
update if in case revised;



Obsolete Copy – this a photocopy of above documents which have been
rendered obsolete. The stamp is used to prevent unintended use of the document.
The ink color is red. Only one copy of obsolete is kept by the DCC; and



External Documents – the stamp used to indicate documents not generated by
CEZA but come from external sources. Original and actual references are kept
by the users who in turn will just submit copy of aster list to the DCC.
1. Creating and Updating
Before the generation or revision of a documented information, the Requester of
such must first request and filled-up a Document Generation/Revision Request
Form (DGRR) from the DCC. The DGRR form must be reviewed and approved
by the appropriate persons as stated in the Document Approval Matrix below:
1.1 Document Level
Level I - Quality Manual
Level II – Mandatory Procedures and Departmental Procedures
Level III – Work Instructions and Forms
1.2 Document Approval Matrix
Level
Prepared by
Reviewed by
Approved by
I
DC Custodian
QMR
Administrator & CEO or
authorized representative
II
Mandatory- DCC
QMR
Administrator & CEO or
authorized representative
II
Departmental
Department
QMR
ProceduresHead
Process Owner
III
Process Owner
Department
QMR
Head
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Once approved, the documented information is forwarded to the DCC for
registration and update of the Master List of Procedures. This is requested as
Master Copy/Controlled Copy/Uncontrolled Copy/Obsolete Copy/External
Document.
2. Control of Documented Information
2.1 Control of documented information is established to describe the effective
and systematic procedure for controlling documents. This procedure covers all
documents to be prepared, revised, reviewed, retrieved, disposed and audited in
accordance with the Quality Management System (QMS).
There shall be master list of internal procedures, forms and external references to
be done by the DCC. External references though shall be done by the
Departments and the aster list shall be updated by the as when necessary. The
original external documents shall be kept by the Departments. Only the aster list
shall be given to the DCC.
2.2 The generation or revision of documented information will go through the
process of creating and updating which is handled by the DCC.
2.3 Generated/revised documented information is distributed according to the
following Document Distribution Matrix:
Document Distribution Matrix
Level
Process
QMR
Owner
I
X
II
X
mandatory
II
X
X
Internal
procedures
III
X
X

Department
Heads

Top Management
(ACEO/SDA/DA)

X
X

X
X

X
optional

X

X
optional

X

2.4 Upon distribution, the DC Custodian retrieves the controlled copies of the
old document that has been revised and stamp it as “Obsolete Copy” to
prevent unintended use. One copy of the obsoleted document is kept. The
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other copies of obsoleted shall be used for scratch or recycling if not
confidential.
2.5 The Distribution/Retrieval/Orientation Logbook is updated for all documents
distributed and retrieved and is kept by the DCC. For the first generation and
distribution there is no need for application or request for copy or DGRR
because the DCC will automatically print and distribute to all concerned. No
need to orient to the recipients of documents because they are the ones who
established these documents. For first distribution there is no need yet to
retrieve because there is nothing obsoleted yet. Possible time for DGRR is
after first IQA, or Stage 1 Audit by the Certifying Body (CB) or after
Certification Audit of the Certifying Body (CB)
2.6 Obsolete controlled copies are disposed from time to time because only one
copy is kept by the DCC. Obsolete copy to be retained can be obsolete
master copy of controlled copy.
2.7 At least once a year or as may be seen important by the office, the DCC
conducts a document review for all procedures included in the master list of
procedures.
2.8 A Document Audit is also conducted at least once a year or as may be seen
needed. This may be part of the calendar of activity of the DCC and QMR.
This therefore is planned and announced. Different styles in checking the
documents ay be done depending on the need of CEZA.
There may be random and unannounced based on the following criteria:






Missing document;
Not updated document;
Tampered document;
Document in poor condition; and
Other actual findings.
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5. OPERATION
8.1. Operational Planning and Control
CEZA’s core processes are planned, implemented and controlled with established
procedures and applicable statutory and regulatory requirements. To implement
actions determined in quality management process, the following are being
considered:
8.1.1 Determining the requirments of the products and services;
8.1.2 Establish criteria for the (a) process and (b) the acceptance of products and
services;
8.1.3 Determining the resources needed to achieve conformity to the products and
services;
8.1.4 Implementing control of the processes in accordance with the set criteria;
8.1.5 Determining, maintaining and retaining documented information to the
extent necessary:
8.1.5.1 to have confidence that the processes have been carried out as
planned; and
8.1.5.2 to demonstrate the conformity of products and services. Since
CEZA has no products then for this annual the word product is synonymous
to services.
The output of this planning is suitable for CEZA’s operation. In all cases, CEZA
shall control planned changes and review the consequences of unintended changes
taking action to mitigate any adverse effects, if necessary.
This is operationalized by having regular meetings as ay be based on the dictates of
the time.
There are situations wherein the Board will have the chance to decide on things that
have impact on the operations therefore the Administrator, representing the CEZA
shall have the opportunity to deliver and receive information. This pattern shall allow
the Head of CEZA to further cascade the changes and internally the people are
expected to adjust in order to address the pressing needs of the ties.
8.2. Requirements for Products and Services
Requirements from internal and external customers are determined by the concerned
operating units prior to processing of service. This is enumerated and analyzed in
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Section III-I (Needs and Expectation of Relevant Interested Parties). Laws, rules and
regulations and requirements of internal and external customers are considered.
To reiterate, CEZA has no product or products and so whenever this term or terms
are mentioned, this/they pertain/pertains to services.
8.2.1 Customer Communication
For external communication, the PR office has the task of gathering information
using its procedures just so CEZA will have the correct stand and position.
Since respect is an important ingredient in the process, CEZA officials do have the
consultation tie to know from the respective groups or person/s the correct situation
and therefore the best possible answer or action.
CEZA’s communication with customers includes the following:
1. providing information relating to the products and services;
2. handling enquiries, contracts or orders, including changes;
3. obtaining customer feedback relating to the products and services, including
customer complaints;
4. handling or controlling customer property; and
5. establishing specific requirements for contingency actions, when relevant.
8.2.2 Determining the Requirements for Products & Services
When determining the requirements for the products and services, CEZA ensures
that:
1. the requirements for the products and services are defined, including:
(a) any applicable statutory and regulatory requirements
(b) those considered necessary
2. CEZA can meet the claims of the products and services.
Relative to this, the operations department has a proactive one to determine the
situation on the ground and address the possible case scenario. The People in
Cagayan are competent and equip enough to assess the particular needs of the
stakeholders in order to adjust to the given environment. This is said, with
consideration of the internal procedures and the Standard Operating Procedure
annual that had been established in line with this ISO9001:2015 Certification
Preparation.
8.2.3 Review of the Requirements for Products and Services
CEZA ensures that it has the ability to meet the requirements for products and
services. We shall conduct a review before committing to supply products and
services to include:
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1. requirements specified by the customer, including the requirements for delivery
and post-delivery;
2. requirements not stated by the customer, but necessary for the specified or
intended use;
3. requirements specified by CEZA;
4. statutory and regulatory requirements applicable to the products and services; and
5. contract or order requirements differing from those previously expresses.
CEZA ensures that the contract or order requirements differing from those previously
defined are resolved.
The customer requirements shall be confirmed by CEZA before acceptance, when
the customer does not provide a documented statement of requirements. CEZA shall
retain documented information, as applicable:
a) On the results of the review; and
b) On the new requirements of products and services.
On this hand, the participation and collaboration of all sectors is very important
so that the cost appropriate action are well taken for their best intent.
8.2.4 Changes to requirements of Products and Services
CEZA 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.
If ever changes happen, the CEZA department or unit concerned is well aware of its
task to inform the public or other areas affected.
8.3 Design and Development of Products and Services
CEZA shall establish, implement and maintain a design and development process
that is appropriate to ensure the provision of products and services.
However, this shall be taken into consideration during meetings and planning
sessions just so if this finally comes out as a process then the QMS team shall be able
to adjust.
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8.4 Control of externally provided processes, products and services
CEZA shall ensure that externally provided processes, products and services
conform to requirements.
CEZA shall determine the controls to be applied to externally provided processes,
products and services when:
8.4.1 products and services from external providers are intended for incorporation
into CEZA’s own products and services;
8.4.2 products and services are provided directly to the customer(s) by external
providers on behalf of CEZA; and
8.4.3 a process, or part of a process, is provided by an external provider as a result
of a decision by CEZA.
The process of control and measurement of the abilities and performance of these
possible external providers is being done by the purchasing and BAC units.
CEZA shall determine and apply criteria for the evaluation, selection, monitoring of
performance, and re-evaluation of external providers, based on their ability to
provide processes or products and services in accordance with requirements. CEZA
shall detail documented information of these activities and any necessary actions
arising from the evaluations.
1. Types and extent of control
1.1 CEZA shall ensure that externally provided processes, products and services do
not adversely affect the organization’s ability to consistently deliver conforming
products and services to its customers.
1.2 CEZA will follow the procurement law in identifying the types of controls.
1.3 CEZA shall:
1.3.1 ensure that externally provided processes remain within the controls of its
quality management system;
1.3.2 define both the controls that is intends to apply an external provider and those
it intends to apply to the resulting output;
1.3.3 take into consideration:
a. the potential impact of the externally provided processes, products and
services on the organization’s ability to consistently meet customer and
applicable statutory and regulatory requirements;
b. the effectiveness of the controls applied by the external provider;
1.3.4 determine the verification, or other activities, necessary to ensure that the
externally provided processes, products and services meet requirements.
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2. Information for external providers
2.1 CEZA shall ensure the adequacy of requirements prior to their communication
to the external provider.
2.2 CEZA shall communicate to external providers its requirement for:
2.2.1 the processes, products and services to be provided;
2.2.2 the approval of;
a. products and services;
b. methods, processes and equipment;
c. the release of products and services;
2.2.3 competence, including any required qualification of persons;
2.2.4 the external provider’s interactions with CEZA;
2.2.5 control and monitoring of the external provider’s performance to be applied by
CEZA; and
2.2.6 verification or validation activities that CEZA, or its customer, intends to
perform at external providers premises.
8.5. Production and service provision
8.5.1 Control of production and service provision
CEZA shall implement production and service provision and controlled conditions.
Controlled conditions shall include, as applicable:
1. the availability of documented information that defines:
a) the characteristics of the products to be produced, the services to be provided,
or the activities to be performed; and
b) the results to be achieved.
the availability and use of suitable monitoring and measuring resources;
2. the implementation of monitoring and measurement activities at appropriate stages
to verify that criteria for control of processes or outputs, and acceptance criteria for
products and services, have been met;
3. the use of suitable infrastructure and environment for the operation of processes;
4. the appointment of competent persons, including any required qualification;
5. the validation, and periodic revalidation, of the ability to achieve planned results of
the processes for production and service provision, where the resulting output cannot
be verified by the subsequent monitoring or measurement;
6. the implementing of actions to prevent human error; and
7. the implementation of release, delivery and post-delivery activities.
8.5.2 Identification and traceability
1. CEZA shall use suitable means to identify outputs when it is necessary to ensure
the conformity of products and services.
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2. CEZA shall identify the status of outputs with respect to monitoring and
measurement requirements throughout production and service provision.
3. CEZA shall control the unique identification of the outputs when traceability is a
requirement, and shall retain the documented information necessary to enable
traceability.
8.5.3. Property belonging to customers or external providers
For the time being, CEZA does not keep nor safeguard any property belonging to its
stakeholders. However, when needed, CEZA shall consider the requirements of
ISO9001:2015, such as:
1. CEZA shall exercise care with property belonging to customers or external
providers while it is under the Authority’s control or being used by CEZA.
2. CEZA shall identify, verify, protect and safeguard customer’s or external
provider’s property provided for use or incorporation into the products and services.
3. When the property of a customer or external provider is lost, damaged or
otherwise found to be unsuitable for use, CEZA shall report this to the customer or
external provider and retain documented information on what has occurred.
8.5.4 Preservation
CEZA shall preserve the outputs during production and service provision, to the
extent necessary to ensure conformity to requirements. This is done by compiling and
collating the documents necessary to its services to the public so that when needed
they know where to reference the information.
8.5.5 Post-delivery activities
CEZA shall meet requirements for post-delivery activities associated with the
products and services.
In determining the extent of post-delivery activities that are required, CEZA shall
consider:
1. statutory and regulatory requirements;
2. the potential undesired consequences associated with its products and services;
3. the nature, use and intended lifetime of its products and services;
4. customer requirements; and
5. customer feedback.
8.5.6 Control of changes
CEZA shall retain documented information describing the results of the review of
changes, the person(s) authorizing the change, and any necessary actions arising
from the review.
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The documents that are pertinent to this are:
- IQA Reports
- Management Review
- Corrective Action Reports
- Meetings
- An all other relevant documents
8.6. Release of products and services
8.6.1. CEZA shall implement planned arrangements, at appropriate stages to verify
that the product and service requirements have been met. This pertains to the
documents and certificates released.
8.6.2.

The release of products and services to the customer shall not proceed until
the planned arrangements have been satisfactorily completed, unless
otherwise approved by a relevant authority and, as applicable, by the
customer.
Relative to this, shall be the timeline for the release of the document and
certificates.

8.6.3.

CEZA shall retain documented information on the release of products and
services. The documented information shall include:
1. Evidence of conformity with the acceptance criteria-therefore the
acknowledgment of the forms and certificates released by the operations and
admin offices shall be filed and compiled properly; and
2. Traceability to the person(s) authorizing the release – this therefore
requires that the signatures and names of the proper signing authorities must
be identified with the corresponding dates when signed.
Further, the DCC shall reiterate with the group that the use of the liquid
erasers should not be. CEZA will follow the international erasure type which
is using a one line across the word to be erased, with the signature for the one
authorized to erase and the date erased. This will uphold the rule on
transparency and keeping the integrity of the information. This is very
important specially if the subject of changes shall be the amount, fees or
rates.
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8.7. Control of non-conforming outputs
CEZA for this matter shall use the procedure for Internal Quality Audit which is
usually done once a year unless dictated by special situation to be more frequent and
regular specially during the first months and first year of implementation of the
ISO9001:2015 and; handling of non-conformities which is managed by the QMS
team.
8.7.1.

CEZA shall ensure that outputs that do not conform to their requirements are
identified and controlled to prevent their unintended use or delivery.

8.7.2.

CEZA shall take appropriate action based on the nature of the nonconformity
and its effect on the conformity of products and services. This shall also
apply to nonconforming products and services detected after delivery of
products, during or after the provision of services.

8.7.3.

CEZA shall deal with nonconforming outputs in one or more of the following
ways:
correction;
segregation, containment, return or suspension of provision of products and
services;
informing the customer; and
obtaining the authorization for acceptance under concession.

-

Conformity to the requirements shall be verified when nonconforming outputs are
corrected.
8.7.4.

CEZA shall retain documented information, like the IQA Reports, Corrective
Action Reports, Audit Reports of the Consulting and Certifying bodies, that:
1. describe the nonconformity;
2. describes the actions taken;
3. describes any concessions obtained; and
4. identifies the Authority deciding the action in respect of the
nonconformity.
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9. PERFORMANCE EVALUATION
9.1. Monitoring, measurement, analysis and evaluation
9.1.1 General
CEZA shall determine:
1. what needs to be monitored and measured;
2. the methods for monitoring and measuring shall be performed; and
3. when the results from monitoring and measurement shall be analyzed and
evaluated.
CEZA shall evaluate the performance and the effectiveness of the quality
management system, which can be done in any of the following ways or any more,
like:
-

Internal Customer Satisfaction Survey
External Customer Satisfaction Survey
Performance evaluation of the employees
Supplier’s Performance Evaluation
Post Training Evaluation
Impact Training Evaluation

CEZA shall retain appropriate documented information as evidence of the results.
9.1.2 Customer Satisfaction
CEZA shall monitor customers’ perceptions of the degree to which their needs and
expectations have been fulfilled. The tools shall be established by the responsible
QMS member.
CEZA shall determine the methods for obtaining, monitoring and reviewing this
information. Parameters that will be used by CEZA:
1. Giving out of survey every time there is a service rendered;
2. Yearly evaluation for our locators and other stakeholders;
3. Yearly evaluation of the personnel;
4. Informal survey such as meetings and conferences ay be done to collate
information; and
5. Answers to survey may be done through printed forms and eventually CEZA will
develop forms which may be answered through email and social media.
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9.1.3 Analysis and evaluation
CEZA shall analyze and evaluate appropriate data and information arising from
monitoring and measurement.
Mechanics for the different evaluations shall be established the designated team
member. Further, to be more appropriate, these shall be subject to study and changes
if needed.
The results of analysis shall be used to evaluate:
1. Conformity of products and services;
2. The degree of customer satisfaction;
3. The performance and effectiveness of the quality management system;
4. If planning has been implemented effectively;
5. The effectiveness of actions taken to address risks and opportunities;
6. The performance of external providers; and
7.The needs for improvements to the quality management system.
All these are done in order to address the needs of the internal and external
stakeholders. Further, the results are good sources of information for improvement.
9.2. Internal Audit
The Internal Quality Audit shall be responsible for the Company audit or audits,
composed of the Lead Auditor or Audit Chairman and other audit members who are
trained and passed the IQA examination. There shall be one Internal Quality Audit
prior to Certification Audit. Mock Audit shall be done by the Consulting Body prior
to Certification Audit.
9.2.1 CEZA shall conduct yearly internal audit at planned intervals to provide
information on whether the quality management system:
1. Conforms to:
a. CEZA own requirements for its quality management system;
b. The requirement of this International Standard;
2. Is effectively implemented and maintained.
9.2.2 CEZA shall:
1. plan, establish, implement and maintain an audit programme(s) including the
frequency, methods, responsibilities, planning requirements and reporting, which
shall take into consideration the importance of the process concerned, changes
affecting the organization, and the results of previous audits – audit programme
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2.
3.

4.

5.
6.

shall be an entire year which may contain different types of audit. Such types
shall be identified in the procedure and policies which later can be established;
define the audit criteria and scope for each audit- the ISO9001:2015 and the
procedures established by CEZA shall be the foundations of the criteria;
select auditors and conduct audits to ensure objectivity and the impartiality of the
audit process- there shall be an evaluation of the auditors after each audit and
training shall be conducted yearly to make sure of the competency of all the
selected auditors;
ensure that the results of the audits are reported to relevant management- this is
done after the audits by giving out the reports to all concerned; then there shall
be dates for the completion of the actions to be done; follow up monitoring shall
be done; then final outputs shall be submitted to the Top management either at
any tie or during the management review;
take appropriate correction and corrective actions without undue delay- the
timeline shall be set the audit team; and
retain the documented information as evidence of the implementation of the audit
program and audit results- the IQA lead or audit chairman shall be the one
responsible with the records collated.

The internal quality audit procedure shall be more descriptive as to the ways by which
audit/s shall be conducted. The records of the audits shall be kept and filed by the
Audit Chairman or the Lead Auditor.
9.3. Management Review
Top Management shall review the organization’s quality management system which
at reasonable term shall be once a year unless there is seen need to do more, at
planned intervals, to ensure its continuing suitability, adequacy, effectiveness and
alignment with the strategic direction of the organization.
The Top Management through the QR shall call for the scheduled management
Review wherein all the Department Heads shall be reporting on the following
information:
9.3.1. Management Review Inputs
The management review shall be planned and carried out taking into consideration:
1. The status of actions of previous management reviews;
2. Changes in external and internal issues that are relevant to the quality
management system;
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3. Information on the performance and effectiveness of the quality management
system, including trends in:
3.1 customer satisfaction and feedback from relevant interested parties;
3.2 the extent to which quality objectives have been met;
3.3 process performance and conformity of products and services;
3.4 nonconformities and corrective actions;
3.5 monitoring and measurement results;
3.6 audit results;
3.7 the performance of external providers;
4. the adequacy of resources;
5. the effectiveness of actions taken to address risks and opportunities; and
6. opportunities for improvements.
9.3.2. Management Review Outputs
The outputs of the management review shall include decisions and actions related to:
1. opportunities for improvement;
2. any need for changes to the quality management system; and
3. resources needed.
CEZA shall retain documented information as evidence of the results of Management
Review (MR). The QMR shall be the one responsible in doing so.
These reports shall be kept to be reviewed the year next to the current management
review. Moreover, the information presented and revealed through the MR are great
inputs for improvement.
MR may take the form of any meeting called by the Top Management in order to
know the general status of the entire institution.

10. IMPROVEMENTS
A. General
Top Management shall be responsible in tracing every opportunity in knowing how
the entire institution can improve.
CEZA shall determine and select opportunities for improvement and implement any
necessary actions to meet customer requirements and enhance customer satisfaction.
These shall include:
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1. Improving products and services to meet requirements as well as to address
future needs and expectations;
2. Correcting, preventing or reducing undesired effects; and
3. Improving the performance and effectiveness of the quality management system.
B. Nonconformity and corrective action
This shall be part of the Corrective Action Procedure and the handling of the nonconformity procedure.
When nonconformity occurs, including any rising from complaints, the organization
shall:
1. react to the conformity and, as applicable;
1.1 take action to control and correct it;
1.2 deal with the consequences;
2. evaluate the needs for action to eliminate that cause(s) of the nonconformity, in
order that it does not recur or occur elsewhere, by:
2.1 reviewing and analyzing the nonconformity;
2.2 determining that causes of the nonconformity;
2.4 determining if similar nonconformities exist, or could potentially occur;
3. implement any action ended;
3.1 review the effectiveness of any corrective action taken;
3.2 update risks and opportunities determined during planning, if necessary; and
3.3 make changes to the quality management, if necessary.
Corrective actions shall be appropriate to the effects of the nonconformities
encountered.
There are moments wherein issuance o he Corrective Action Report For (CAR) may
be during casual audits or customer compliant which then shall be acted upon
following the relative procedures.
4. CEZA shall retain documented information as evidence of:
4.1 the nature of the nonconformities and any subsequent actions taken; and
4.2 the results of any corrective action.
Pertinent Documents shall be handled by the IQA Team.
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C. Continual Improvement
1. CEZA shall continually improve the suitability, adequacy and effectiveness of
the quality management system – which is usually done yearly unless there is a
need to be regular.
2. CEZA shall consider the results of analysis and evaluation, and the outputs
from management review and any more avenues for improvement, to determine
if there are needs or opportunities that shall be addressed as part of continual
improvement.

NOTES:
For purposes of full presentation of the internal procedures CEZA has internal
procedures which are both Master Copy maintained by the DCC and the controlled
copies shall be kept and used by the Department Heads. For this document posted in
the website, revision shall be done as regular as possible. However, due to time and
uncontrolled situations the genuine updates shall be taken from the main office.
WARNING:
Downloading, copying, distributing and releasing in any manner, at any time from the
date of uploading/ publication of any part of this document without authority of the
CEZA office shall be an infringement of proprietary rights and shall be prosecuted by
law.
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Appendix E

Existing Organization Structure
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Engineering
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