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1.0 The Quality Manual 

This document shall be called the Quality Manual of the Presidential Broadcast Staff – Radio 
Television Malacañang, hereby referred to as RTVM. This shall be the main reference for the 
Quality Management System (QMS) of the RTVM. 

The Quality Manual (QM) of the Presidential Broadcast Staff-Radio Television Malacañang (PBS-
RTVM) is designed to ensure that the services it provides are in conformity with customer, statutory 
and regulatory requirements. The QM provides the scope and structure of the RTVM’s Quality 
Management System (QMS) including the functions and responsibilities of management, core and 
support processes for the continual improvement of its QMS.  

2.0 Objectives of the Quality Manual 

The Quality Manual aims to: 

• Establish and communicate the quality policy, procedures and requirements to the
RTVM’s employees, customers, and other concerned groups or individuals within the
organization;

• Describe the elements and mechanisms of RTVM’s QMS;
• Provide best practices in the operations of RTVM;
• Provide a documented system, which shall serve as a basis in auditing the

implementation and effectiveness of the QMS;
• Provide continuity of the RTVM’s QMS and its requirements during changing

circumstances;
• Train RTVM’s employees and contractors on the requirements of the QMS, to enable

them to understand their respective roles in achieving RTVM’s quality objectives; and
• Demonstrate RTVM’s compliance with the requirements of the ISO 9001:2015 standard,

on which this QMS is based.
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1.0 Definition of Terms 

Broadcast To communicate or transmit Presidential events, such as audio or video 
programming, to numerous recipients simultaneously over a communication 
network 

Coverage Presidential events that takes place that must be documented or for broadcast 
Customer 
Feedback 

The process of obtaining a customer's opinion about a business, product or service 

Database is a large storage of information 
Digital Media any media that is encoded in a machine-readable format. 
Documentation Can be both an audio and video capturing that is done in the course of the event. 

Encapsulating the activities or situation for future reference or memory aid 
Downloading is receiving a file from another computer 
Dubbing is the process of mixing, or re-recording in a post-production process used in video 

production in which additional or supplementary recordings are "mixed" with 
original production sound to create the finished soundtrack 

Electronic 
Newsgathering 

is a broadcast news industry description of television producers, reporters and 
editors making use of electronic video and audio technologies for gathering and 
presenting news 

First Family is an unofficial title for the family of a republic's head of state.  It usually consists of 
the head of state, the spouse and any children of the couple 

Information 
Technology 

Use of systems (especially computers and telecommunications) for storing, 
retrieving, and sending information 

MAMS Media Asset Management System, a single repository for storing and managing 
video and multi-media files 

Metadata Provides information about content of an image may include  
(how large the image is, the resolution, and when the image was  created) 

NAS Network Attached Storage, this serves as back up storage for (MAMS) is a file-
level computer data storage server connected to a computer network providing 
data access to a heterogenous group of clients 

Transcription is the systematic representation of language in written form 
Television (TV) 
Program 

is a segment of content intended for broadcast on over-the-air, cable television, or 
Internet television, other than a commercial, trailer, or any other segment of 
content not serving as attraction for viewership 

Reproduction is the action or process of making a copy of something 
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Video Editing is the process of manipulating and rearranging video shots to 
create a new work. It is usually considered to be one part of the 
post production process — other post-production tasks include 
titling, color correction, sound mixing, etc. 

Video Ingestion is the process of obtaining and importing data for immediate 
use or storage in a database 

Video Production is the process of converting an idea into a video. It involves 
creating a concept, which usually entails storyboarding, writing 
the script and dialogue. 

Video Rendering is the process by which a computer processes information from 
a coded data source and uses that information to produce and 
display an image 

Web Uploading is the transmission of a file from one computer system to an 
internet website 

2.0 Definition of Acronyms 

ACIC Advice of Check Issued and Cancelled 
ADA Advice to Debit Account 
APP Annual Procurement Plan 
APCPI Agency Procurement Compliance and Performance Indicators 
ASEAN Association of Southeast Asian Nations 
BBS Bureau of Broadcast Services 
BCS Bureau of Communications Services 
DTR Daily Time Record 
ED Executive Director 
ENG Electronic Newsgathering 
FR For Release 
GAD Gender Awareness and Development 
GAA General Appropriations Act 
HRM Human Resource Management 
LDDAP List of Due and Dependable Accounts Payable 
MAMS Media Asset Management System 
MANCOM Management Committee 
NAS Network Attached Storage 
NIB News and Information Bureau 
NFR Not for Release 
OPCR Organizational Performance Committee Review 
PCOO Presidential Communications Operations Office 
PhilGEPS Philippine Government Electronic Procurement System 
PIA Philippine Information Agency 
PNA Philippine News Agency 
PMS Presidential Management Staff 
PSG Presidential Security Group 
RTVM Radio TV Malacañang 
SIPOC Sources Inputs Process Outputs Client 
QMR Quality Management Representative 
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1.0 Leadership and Commitment 

The matters treated in this manual are under the authority of the Executive Director who is 
ultimately responsible for quality in all the processes of RTVM.  The ManCom, composed of the 
Executive Director and Division Managers, shall demonstrate their commitment to the QMS by: 

• Taking accountability for the effectiveness of the QMS;
• Ensuring that the quality policy and objectives are established within the QMS;
• Ensuring integration of QMS requirements into RTVM’s processes;
• Promoting the use of process approach and risk-based thinking;
• Providing resources needed for the QMS;
• Communicating the importance of conforming to QMS requirements in order to achieve

intended results;
• Defining roles, allocating responsibilities and accountabilities, and delegating authorities;

and
• Promoting improvement by engaging, directing and supporting RTVM personnel to

contribute to the QMS.

The RTVM ManCom ensures that customer requirements, including applicable statutory and 
regulatory requirements, are determined and are met through adequate design of the QMS and its 
effective implementation and maintenance. Risks and opportunities that can affect the delivery of 
outputs and services to customers shall be managed and addressed.  The QMS effectiveness in 
terms of delivery of quality service to the customers is measured through the customer satisfaction 
survey in accordance with RTVM-QMS-SP-06 Monitoring of Customer Satisfaction Procedure. 
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2.0 Quality Policy 

RTVM has established its Quality Policy, which contains the agency commitments and goals in 
relation to the quality of outputs and services it provides to its customers.  As evidence of RTVM’s 
commitment to the QMS, the quality policy is approved by the Executive Director. 

In order to realize the commitments defined herein, the quality policy shall be supported with 
strategic  plan, procedures and work instructions.   

The Quality Policy shall be communicated to all employees and service providers, and shall be part 
of employee and contractor orientations.   

The Quality Policy shall be reviewed at least once a year for continuing suitability and shall be 
revised as necessary, especially when there are changes that may affect the QMS. 

PBS-RTVM QUALITY POLICY 

The Presidential Broadcast Staff-Radio Television Malacañang (PBS-RTVM) is the broadcast arm of 
the President and the Executive Branch, as well as the First Family, committed to provide the citizenry 
the fastest update and comprehensive information with the farthest communication reach nationwide 
on the initiatives, projects and programs on the Presidency. 

RTVM shall: 

1. Provide broadcast quality standard audio/video materials to meet customer needs and
enhance satisfaction through the continual improvement of the RTVM’s QMS.

2. Provide programs on presidential activities and engagements for a better-informed public.
3. Consistently apply the principles and policies governing RTVM practices and procedures, as

well as, the applicable statutory and regulatory requirements of Oversight Institutions.
4. Empower our personnel through continuous education, training and development in order to

keep abreast of the fast-changing needs of the Presidency and other relevant interested
parties.

5. Maintain a harmonious and conducive work environment to sustain and enhance productivity
of its personnel.

6. Adequately document, implement, monitor, continuously improve and communicate to all
concerned our Quality Management System.

The Quality Policy, which governs RTVM’s day-to-day operations to ensure quality, is communicated 
and implemented throughout the Organization. 

DENNIS WILFRED P. PABALAN 
Executive Director 
December 12, 2019 
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3.0 Roles, Responsibilities, and Authorities 

The establishment, implementation, maintenance and improvement of the QMS shall be the 
Executive Director’s ultimate responsibility.  The Executive Director shall appoint a Quality 
Management Representative (QMR) to direct QMS-related programs and activities throughout the 
agency. 

Roles, responsibilities, accountabilities and authorities of management and personnel with respect 
to the QMS shall be defined in this policy manual or in each personnel’s respective position 
description.  When necessary, responsibilities shall be defined in position descriptions or office 
orders. 

Responsibilities of Key RTVM Personnel 

1. Executive Director

The Executive Director has the highest authority and discretionary powers within the 
agency. He/She decides on operational and administrative matters pertaining to the functions 
of RTVM as the exclusive documentation and broadcast arm of the President.  

The ED ensures that the agency continually performs its responsibilities with utmost 
commitment to excellence, rendering unilateral decision that will keep the agency and its 
workforce aligned to its mandate. 

2. Research and Archives Division Head

The head of the Research and Archives Division is responsible for the planning 
needs and archiving of all video materials generated in every production activity. He/she 
provides the necessary reports as required by the overseeing government institutions.  

The R&A head monitors the services of the agency such as special requests 
for documentation, video production and reproduction of videos. He/she manages the 
information database and serves as the support team that generates and provides information 
required by other divisions and sections. The supervision of the Media Asset Storage 
(MAS) is also under this division. 

3. Engineering Division Head

The head of the Engineering Division handles all technical aspects of the broadcast 
requirements of the Office of the President in all its engagements.  

He/She also manages the technical support for ENGs, videotaping and other 
requirements of all production activities. Audio and video dubbing and reproduction are also 
carried out under this division. 
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4. Media Production Division Head

The head of the Media Production manages the overall operations of the following 
sections: Project Management, Production, Close-in, News and Program Writers and New 
Media.  

He/She spearheads the preparation of the broadcast plans for all presidential 
activities, special events, local and international coverage, together with its logistical and 
technical requirements during engagements.  

The supervision of the Agency’s production of radio and television programs for the 
current administration is under this division. 

5. Administrative and Finance Division Head

7Ke Kead oI tKe AdPiQistratiYe aQd )iQaQFe 'iYisioQ sXSerYises tKe IoOOoZiQg 
seFtioQs� %Xdget� AFFoXQtiQg� 3ersoQQeO aQd 3roSert\ aQd 3roFXrePeQt�

The division head ensures the effective delivery of its mandated functions 
and services in accordance with the office policies, operational procedures and in conformity 
with the existing government rules and regulations. 

All other administrative support necessary for the fulfillment of the agency’s 
mandate are provided by the division.  
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1.0 Actions to Address Risks and Opportunities 

RTVM has established and implemented a Risk and Opportunity Management Procedure, that details 
the processes involved in risk and opportunity management.  The results of the risk and opportunity 
identification, assessment and treatment shall be maintained as records and shall be reviewed 
whenever the need arises.   

Refer to RTVM-QMS-SP-0� Risk and Opportunity Management Procedure.

2.0 Quality Objectives 

RTVM shall establish quality objectives and targets, taking into consideration the following: 

• Customer, stakeholder, regulatory, statutory and other requirements;
• Technological options;
• Financial and operational requirements;
• Requirements of internal or external clients; and
• Concerns/views of interested parties.

To achieve the objectives and targets, division action plans shall be defined and agreed upon by 
RTVM personnel.  Responsibilities, resources and the timeframe for initiation and completion shall be 
assigned by the Division Head and approved by their respective Section Chiefs.  All this information 
shall be contained in the plan, which shall be presented to the Executive Director for approval.  The 
implementation and achievement of the plan shall be monitored on a semi-annual basis, so as to  
assess the progress and status towards the attainment of the set objectives and targets. 
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3.0 Planning of Changes 

RTVM ensures that all changes are carried out in a planned manner. RTVM shall consider the 
purpose and potential consequence of changes, the availability of resources needed, and the 
personnel responsible for implementing the change/s.  The integrity of the QMS shall be considered 
when planning for changes. 
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1.0 Resources 

1.1 General 
The RTVM management determines and provides the resources such as manpower, system 
requirements, machine/equipment and materials needed to effectively implement and continually 
improve its QMS and consistently satisfy customer requirements.  RTVM allocates an annual budget for 
this purpose. 

1.2 People 
RTVM shall determine and provide the personnel needed to properly implement and control the QMS. 

1.3 Infrastructure 
The RTVM management provides adequate space conducive for working to achieve conformity to 
process/ service requirements.  The top management also identifies and provides the necessary 
process equipment such as computers (both hardware and software), printers, network, information and 
communication systems.  Personnel are assigned for the effective maintenance of the said 
infrastructure. 

1.4 Environment for the Operation of Processes 
The top management provides adequate space conducive for working to achieve conformity to 
product/service requirements.  Work environment includes adequate lighting, humidity and temperature 
to ensure that personnel are able to complete the tasks required of them. 

Workplace policies are in place which address the proper ethical behavior to be exercised when dealing 
with other employees. Conditions in the workplace shall also be addressed through programs to be 
implemented by the AFD. 
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1.5 Organizational Knowledge 
RTVM shall determine the knowledge required for its QMS.  This knowledge shall be maintained and 
made available to the extent necessary.  During changing circumstances, RTVM shall determine the 
need and means for acquiring additional knowledge, if necessary.  Organizational knowledge shall be 
safeguarded through incorporation into documented procedures and other forms determined by 
RTVM. 

2.0 Competence 

RTVM, through the Admin and Finance Division (AFD), shall ensure to employ and maintain a competent 
workforce.  Focus shall be given to those whose tasks are related with the management of customer 
requirements.  All personnel shall be competent on the basis of education, training, skills and/or 
experience.  This is done by ensuring that all employees undergo a thorough screening and qualification 
process. 

Roles of the RTVM personnel in the QMS are included in RTVM-QMS-QM-05 Leadership of this Quality 
Manual and in the respective position descriptions of personnel.  The A)' shall determine the vacancies
of the RTVM plantilla positions. They shall ensure the publication of the required qualifications 
for the vacant positions are clearly stated.  Screening process shall be conducted through interviews 
and administration of a written examination of prospective applicants. 

AFD, through the Personnel Development Committee (PDC), shall be primarily in-charge of training 
needs identification, provision and effectiveness monitoring throughout RTVM, particularly those trainings 
related to basic skills, management skills, personal/ career development, and other soft skills. 

RTVM shall be responsible for the identification and provision of technical skills training needed by its 
employees for the proper delivery of their services.  RTVM, through the AFD, shall establish its own 
training plan.  The effectiveness of the training for employees shall be evaluated.  Records of trainings, 
skills and experiences are kept and maintained in the 201 file by the Personnel Section. 
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3.0 Awareness 

All personnel working under the control of RTVM shall be made aware of the following: 

• Quality policy and objectives
• Their contribution to the effectiveness of the QMS
• Implication of not complying with the QMS

4.0 Communication 

RTVM determines the internal and external communication arrangements needed for its QMS, including 
the person/s or function/s responsible for communicating with external parties. 

5.0 Documented Information 

Level 1 – Quality Manual.  This shall include RTVM’s policy statements relative to the 
requirements of ISO 9001:2015 standard and RTVM’s own QMS requirements.  It shall include a 
description of the QMS scope.  The quality manual shall also provide reference to other documents 
such as system and division procedures, work instructions or other documentation that relate to the 
effective implementation and maintenance of the QMS. 

LEVEL 1
QUALITY 
MANUAL
LEVEL 2
SYSTEM 

PROCEDURES

LEVEL 3
WORK PROCEDURES

LEVEL 4
SUPPORT DOCUMENTS AND 

RECORDS

Customer-Related and 
Other Requirements Figure 1. RTVM Documentation Levels 
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Level 2 – System Procedures.  System procedures contain policies, definitions, responsibilities, 
flowcharts and instructions for processes needed to satisfy management system requirements of 
ISO 9001:2015.   

Level 3 – Work Procedures. Operational/Division procedures are procedures which describe the 
day-to-day activities being carried out by personnel in a division. 

Level 4 – Support Documents and Records.  These are documents of either internal or external 
origin used to aid the implementation and maintenance of the QMS.  These include but are not 
limited to the following: 

• Forms – These are pro forma documents referenced in the procedures or instructions
where data or information generated from the implementation and maintenance of the
QMS shall be recorded.

• Records – These are documents that provide evidence of compliance of the Agency to the
requirements of the above documentation.  These include filled-up forms, logbooks and
checklists and reports, among others.  Permits, licenses, certificates, and obsolete
documents kept as reference also serve as records.

• Reference Documents – these are literature such as statutes, implementing rules and
regulations, circulars, standards, text books, equipment manuals, journals and other
publications that are being used as reference for the QMS.

QMS documentation shall be compiled into the following manuals: 

• RTVM Quality Manual – This manual contains the corporate policies and descriptions of
processes that enhance customer satisfaction and ensure the continual improvement of
QMS performance of RTVM.

• System Procedures Manual – This manual shall contain the QMS system procedures that
are expected to be known and followed all throughout RTVM.

• Work Procedures Manual – This manual shall contain procedures and work instructions
that are specific to each division.
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5.1 Control of Documents 

5���� 

5.1.2 

5.1.3 

5.1.4 

Preparation, Approval and Revision 

QMS documents shall be written and approved prior to issue.  Authorities to do these shall 
be defined. 

QMS documents remain legible and readily identifiable.  As necessary, documents shall 
be reviewed and updated.  Where needed, these shall be revised and re-approved 
accordingly.  Details of revisions shall be identified and recorded. 

Document Availability 

Official QMS documentation shall be maintained and made available through print copies 
and/or through the intranet.  At a minimum, each division shall have a copy of the Quality 
Manual, System Procedures Manual, and their own :orN 3roFedXres Manual.

For viewing, backup and updating purposes, electronic copies shall be maintained in 
a folder by the Document ControlOer. 

External Documents 

External documents that are essential for the QMS shall be identified.  Whenever 
appropriate, these documents shall be accessed or copies may be obtained.  The copies 
shall be made available to users. 

Obsolete Documents 

Obsolete documents shall be marked and when necessary, retrieved to prevent 
unintended use. 

Reference:  RTVM-QMS-SP-01 Control of Documents. 
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5.2 Control of Records 

RTVM shall ensure that QMS records are established and maintained to provide evidence 
of conformity of the QMS.  The control of records shall be based on a documented procedure.  

4MS reFords sKaOO Ee PaiQtaiQed Ser diYisioQ� At Oeast oQe SersoQQeO Ser seFtioQ sKaOO Ee 
desigQated as reFords PaQagePeQt iPSroYePeQt FoordiQator ZKo sKaOO eQsXre tKat tKe 4MS 
reFords are IiOed aQd stored SroSerO\� SroteFted IroP daPage or XQaXtKori]ed Xse� aQd FaQ Ee 
retrieYed ZKeQeYer QeFessar\�

AIter tKe aFtiYe IiOe Seriod� reFords sKaOO Ee arraQged Ior arFKiYiQg� 5eteQtioQ Seriod aQd PetKod oI 
disSosaO sKaOO Ee deIiQed�

Reference:  RTVM-QMS-SP-02 Control of Records. 
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The operations of RTVM are mainly found in the processes of the Research and Archives Division. 

1.0 Planning 

RTVM shall plan for the realization of services and outputs required by customers through the 
establishment of operational procedures which will be the primary reference for sections and respective 
processes which provide services to customers.  Operational procedures shall contain the following 
information: 

• Steps/activities being done per division,
• Personnel responsible for each step/activity,
• Parameters or items that need to be controlled for each activity,
• Quality requirements/ criteria for acceptance,
• Monitoring activities to be conducted, including frequency of monitoring to be done,
• Relevant procedures or work instructions to describe the activity to be done, and
• Records to be generated as result of the monitoring to be done.

RTVM shall control planned changes and review the consequences of unintended changes that occur 
during operations in order to mitigate any adverse effects, if any. 

2.0 Requirements of RTVM Customers 

RTVM shall determine requirements related to the service or output to be provided to customers. 
These requirements may include: 

• Customer requirements and expectations; and
• Relevant regulatory requirements.
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Prior to granting of requests from clients, RTVM shall review all requirements prior to acceptance to 
adequate and accurate information, has resolved conflicts, and has the ability to deliver the 
requirements.  RTVM shall ensure that necessary clearances are obtained prior to release of videos 
to clients. 

RTVM shall ensure that agreements with customers are documented appropriately.  Any changes in 
the agreement shall be reflected in the applicable documents and made known to concerned parties. 

3.0 Design and Development 

This clause is excluded from RTVM’s QMS. Refer to RTVM-QMS-QM-04 for the justification of the 
exclusion. 

4.0 Control of Externally Provided Processes, Products, and Services 

3XrFKasiQg oI goods Ior 579M is QorPaOO\ FoXrsed tKroXgK tKe A)' aQd tKe %ids aQd AZards 
&oPPittee� A)' aQd %A& KaQdOes tKe SroFXrePeQt tKroXgK tKe IoOOoZiQg�

• 3XEOiF %iddiQg aQd otKer aOterQatiYe Podes oI 3roFXrePeQt iQ aFFordaQFe ZitK 5A �����

A)' sKaOO eQsXre tKat tKe SroFXrePeQt oI goods are FoPSOiaQt ZitK tKe SroYisioQs oI 5eSXEOiF AFt 1o� 
����� ³*oYerQPeQt 3roFXrePeQt 5eIorP AFt´� aQd its iPSOePeQtiQg rXOes aQd regXOatioQs�

,Q additioQ� SXrFKasiQg SroFedXre�s sKaOO eQsXre tKat�

• ([terQaOO\ SroYided SroFesses� SrodXFts� aQd serYiFes FoPSO\ ZitK TXaOit\� Fost aQd otKer      
reTXirePeQts oI 579M�

• &riteria Ior seOeFtioQ oI e[terQaO SroYiders�sXSSOiers are Eased oQ tKe eOigiEiOit\ reTXirePeQts oI 
tKe iPSOePeQtiQg rXOes aQd regXOatioQs oI 5A���� aQd 3KiO*(3S aFFreditatioQ� (YaOXatioQ oI 
e[terQaO SroYiders are aOso estaEOisKed aQd PaiQtaiQed�

• 5eOeYaQt SXrFKasiQg reTXirePeQts are sSeFiIied iQ tKe SXrFKase order (32) or &oQtraFt 
AgreePeQt

579M sKaOO eQsXre tKat e[terQaOO\ SroYided SroFesses rePaiQ ZitKiQ tKe EoXQds oI tKe 4MS� 3roFXred 
goods sKaOO Ee iQsSeFted aQd aFFeSted E\ tKe 3roSert\ aQd 3roFXrePeQt SeFtioQ� As Ior serYiFe 
SroYiders aQd oXtsoXrFed SroFesses� FoQIorPit\ to TXaOit\ reTXirePeQts aQd FoQtraFt FoQditioQs sKaOO 
Ee XQdertaNeQ E\ tKe aSSOiFaEOe eQd�Xser�s� 7Ke resXOts oI YeriIiFatioQ aQd aFtioQs taNeQ sKaOO Ee 
reForded�
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RTVM shall ensure proper communication of requirements to external providers.  This shall include, but 
is not limited to:   

• ,ssXaQFe oI 3XrFKase 2rder (32)� 1otiFe oI AZard� &oQtraFt AgreePeQt aQd 1otiFe to 3roFeed�
ZKiFKeYer is aSSOiFaEOe�

Reference: RTVM-AFD-WP-04 Procurement (50k Above)  

5.0 Production and Service Provision 

5.1 Control of Service Provision 

579M sKaOO eQsXre tKat researFK aQd arFKiYes diYisioQ SroFesses aQd reOeYaQt sXSSort SroFesses 
are FoQtroOOed aQd aFFoPSOisKed aFFordiQg to deIiQed TXaOit\ Friteria� 

&oQtroO oI SroFesses Ior Yideo iQgestioQ aQd arFKiYiQg� aQd SroYisioQ oI Yideos to FXstoPers sKaOO 
iQFOXde� 

• Availability of quality standards and specifications for services;
• Availability of documented information, procedures or guidelines;
• Use of suitable infrastructure and environment for the operation of processes;
• Appointment of competent personnel;
• Implementation of actions to prevent human error;
• Regular inspection, verification, and monitoring of processes; and
• Service delivery activities.

5.2 Identification and Traceability 

ASSroSriate ideQtiIiFatioQ aQd traFeaEiOit\ tooOs sKaOO Ee aSSOied ZKeQ reTXired E\ FertaiQ 
SroFesses�  ,Q Post sitXatioQs� detaiOs sXFK as QaPe oI SersoQQeO� Pedia Fard seriaO QXPEer� as ZeOO 
as tKe date aQd tiPe oI eYeQts sKaOO Ee iQdiFated� ZKeQ Qeeded� to IaFiOitate ideQtiIiFatioQ aQd 
traFeaEiOit\�  
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5.3 Property Belonging to Customers and External Providers 

579M sKaOO aSSO\ Fare to aQ\ SroSerties oI FXstoPers aQd e[terQaO SroYiders ZKiOe XQder tKe 
FXstod\ oI 579M�  7Kese sKaOO Ee SroSerO\ ideQtiIied� YeriIied aQd SroteFted IroP daPage or Ooss�  
AQ\ XQtoZard iQFideQt sKaOO Ee reForded aQd reSorted to tKe FXstoPer or e[terQaO SroYider�   

5.4 Preservation 
RTVM shall ensure that media (which may be in hard or electronic format) arising from its processes 
of Research and Archives Division are properly preserved, managed and protected from damage 
and deterioration.  

5�5� 3RVW�'HOLYHU\�$FWLYLWLHV�
579M sKaOO eQsXre tKat Sost�deOiYer\ aFtiYities assoFiated ZitK its serYiFes are deterPiQed aQd 
SroYided to FXstoPers aQd otKer iQterested Sarties� 

5��� &RQWURO�RI�&KDQJHV�
579M sKaOO reYieZ aQd FoQtroO FKaQges iQ its oSeratioQs�  5eFords sKaOO Ee retaiQed to sKoZ tKe resXOts 
oI tKe reYieZ� SersoQ�s aXtKori]iQg tKe FKaQge� aQd aQ\ aFtioQs resXOtiQg IroP tKe reYieZ� 

6.0 Release of Products and Services 

579M PoQitors aQd PeasXres tKe FKaraFteristiFs oI its oXtSXts to YeriI\ tKat tKe reTXired sSeFiIiFatioQs 
are EeiQg satisIied� 7Kis is Farried oXt at aSSroSriate stages oI tKe Yideo iQgestioQ aQd arFKiYiQg 
SroFesses iQ aFFordaQFe ZitK aSSOiFaEOe diYisioQ SroFedXres� 

(YideQFes oI FoQIorPit\ sXFK as PoQitoriQg reFords aQd FXstoPer IeedEaFN are PaiQtaiQed� 

2XtSXts are Qot reOeased XQtiO it Kas EeeQ IXOO\ reYieZed aQd aSSroYed ZKere aSSOiFaEOe E\ tKe reOeYaQt 
aXtKorit\�  
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7.0 Control of Nonconforming Outputs 

For RTVM, nonconforming outputs (NCO) are outputs that do not meet standards of RTVM and its 
customers.  The types of nonconforming outputs are detailed in the procedures of the Research and 
Archives Division. 

Nonconforming outputs, including equipment, shall be recognized and where applicable, segregated to 
prevent them from being used in succeeding processes.  Nonconforming services shall be addressed 
accordingly. 

Responsibilities and authorities in the handling of NCO shall be defined for each relevant process.  NCO 
shall be recorded, describing the details of nonconformity, as well as the immediate and subsequent 
actions taken, including concession/s obtained from the customer, if any.  After the action/ disposition had 
been implemented, the nonconforming product shall be re-verified.  Records of re-verification shall be 
maintained. 
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1.1 General 

Monitoring and measurement activities and requirements shall be defined for each process.  These 
shall be carried out at appropriate stages and shall cover parameters relevant to the following: 

• 'iYisioQs¶ SerIorPaQFe Eased oQ deIiQed strategies�oEMeFtiYes�
• &XstoPers¶ satisIaFtioQ�
• SXSSOiers aQd serYiFe SroYiders Ior FritiFaO SroFesses (e�g�� seFXrit\) SerIorPaQFe� aQd
• &oQIorPit\ to sSeFiIiFatioQs oI SroFedXres� iQstrXFtioQs� gXideOiQes� aQd otKer reOeYaQt

staQdards�

Monitoring methods, responsibility, timing and frequency, and resource requirements shall be 
established.  Whenever possible, these shall be included in the documented procedures and work 
instructions.   

1.2 Customer Satisfaction 

RTVM shall make use of appropriate means to determine the customers’ perception of the level by 
which their requirements as customers have been met.  Customers’ satisfaction may be obtained 
through the following: 

• Customer satisfaction surveys;
• Meetings with customers; and
• Feedbacks received by RTVM personnel.
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1.3 Analysis of Data 

Records generated from the different processes are reviewed periodically or as the need arises. 
When applicable, such records and information are analyzed and evaluated using any applicable 
statistical methodology. In the occurrence of any negative trend or non-achievement of target results, 
preventive or corrective action is undertaken. 

The analysis of data provides information relating to: 

• customer satisfaction;
• conformity to product/service requirements;
• Performance of processes against set objectives;

2.0 Internal Quality Audit 

RTVM would like to ensure that the established QMS conforms to the requirements of the ISO 
9001:2015 standard.  It shall ensure that the QMS is properly implemented, maintained, suitable and 
effective, and continually improved.  Aside from the periodic monitoring activities, Internal Quality 
Audit (IQA) shall be conducted at least annually.   A procedure for Internal Quality Audit shall be 
documented. 

The IQA shall be based on importance of the processes being audited, with respect to quality.  
Particular focus shall be given to those areas with major quality concerns, areas who have 
undergone major changes, and those with potential or actual nonconformities during previous audits. 

An IQA Team shall be formed.  Members of the team shall be trained on the requirements of ISO 
9001 and auditing techniques and tools.   An IQA Team Leader shall be designated, who shall 
head and coordinate all activities of the IQA Team, oversee the implementation of the internal 
quality audit procedure, and keep pertinent records.    

The auditors shall be assigned to review processes other than their own, so that objectivity and 
impartiality of the audit is maintained.  In some cases, RTVM may source out internal quality auditors 
from outside RTVM, provided that these personnel have undergone the required trainings and they 
are knowledgeable of RTVM’s processes. 

The audit results shall be submitted to the QMR and to the Executive Director.  Concerned process 
owners shall address the audit findings accordingly.  Actions taken shall be verified at an agreed date 
after the audit.   Audit results and progress of subsequent actions shall be presented during the 
Management Review. 

Reference: RTVM-QMS-SP-05 Nonconformity and Corrective Action Procedure

RTVM-QMS-SP-0� Internal Quality Audit Procedure
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2.1 Monitoring and Measurement of Processes 

RTVM shall monitor its processes.  This shall be done through any combination of the following: 

• Management Review/Meetings;
• Internal quality audits of the different processes;
• Tracking the status and closure of Corrective Action Requests (CAR);
• Monitoring the level of attainment of the objectives/targets of a process/division; and
• Customer satisfaction level measurement.

Should monitoring show non-attainment of set objectives or targets, the concerned process 
owner/s shall apply the necessary correction and corrective action. 

3.0 Management Review 

MaQ&oP sKaOO reYieZ tKe iPSOePeQtatioQ aQd SerIorPaQFe oI tKe 4MS�  7Ke reYieZ sKaOO Ee 
SerIorPed to eQsXre FoQtiQXed sXitaEiOit\� adeTXaF\� aQd eIIeFtiYeQess oI tKe 4MS� 7Kis sKaOO Ee 
FoQdXFted toZards tKe eQd oI tKe \ear� or at a date deFided E\ tKe MaQ&oP�   

At a PiQiPXP� tKe IoOOoZiQg sKaOO Ee tKe ageQda Ior tKe 4MS MaQagePeQt 5eYieZ� 

• Follow-up actions from earlier reviews;
• Changes in internal and external issues relevant to the QMS;
• Information on performance and effectiveness of QMS, including trends in the

following:
▪ Customer feedback, including customer complaints;
▪ Process and/or service conformity;
▪ Previous audit results;
▪ Progress of objectives, targets and programs;
▪ Status of nonconformity and corrective actions;
▪ Monitoring and measurement results; and
▪ Performance of external providers;

• Adequacy of resources;
• Action plans to address risks and opportunities; and
• Recommendations for improvement.

Management Review shall have at a minimum the following outputs: 

• Minutes of proceedings;
• Decisions/actions related to improvement of the effectiveness of the QMS and its

processes; and
• Resources needed.
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1.0 Continual Improvement 

The continual improvement is being achieved through the implementation of quality objectives 
specified which are based on the quality policy and through the implementation of corrective and 
preventive actions for the actual and potential nonconformities detected during internal quality audit 
monitoring and measurement of processes and analysis of data. Further actions for improvement 
are decided during the management review. 

2.0 Nonconformity and Corrective Action 

579M sKaOO estaEOisK a doFXPeQted SroFedXre tKat ZiOO eQaEOe it to adeTXateO\ address 
tKe QoQ�FoQIorPities dXe to FXstoPer FoPSOaiQts� IaiOXre to aFKieYe oEMeFtiYes aQd 
targets� deteFtioQ dXriQg iQterQaO aQd e[terQaO aXdits aQd FXstoPer satisIaFtioQ sXrYe\s�  

7Ke &orreFtiYe AFtioQ 5eTXest (&A5) IorP sKaOO IaFiOitate tKe IoOOoZiQg aFtiYities� 

• Immediate action/s to be done upon detection of the nonconformity (correction);
• Root cause determination for the identified actual non-conformities;
• Determination if similar nonconformities occur or may occur elsewhere;
• Determination of the action needed to ensure that the actual non-conformities do not

recur;
• Recording of the results of the action taken;
• Updating of identified risks and opportunities; and
• Follow-up and verification of the action taken if effective.
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The CAR issued shall be monitored by the QMR and shall be closed whenever the 
implemented actions were found to be effective in preventing the recurrence of the identified 
non-conformance.  

Customer complaints shall be immediately documented on the CAR form and shall no longer 
be reviewed by the QMR. The activities to be conducted in the processing of the CAR shall be 
the same as with the other non-conformances. 

Reference: RTVM-QMS-SP-05 Nonconformity and Corrective Action Procedure 
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