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Management Commitment
Top management of PCGG demonstrates leadership and commitment to the QMS 
by promoting the quality models (plan, do, check, act; process approach and risk- 
based thinking) and taking over-all accountability of the effectiveness of the QMS.

]

]
1. Policy Making]

PCGG’s policy-making process involves agenda building, formulation, 
implementation and evaluation of policies and resolutions spearheaded by the 
Commission-en-banc.

]

3 Responsible UnitActivityProcess

Commission-en-
banc

• Structuring and 
determination of issue or 
problem to be addressed 
by the intended policy

• Issues or concerns raised 
may originate from internal 
sources (PCGGEA, 
operations-related, etc) or 
relevant interested parties 
(Office of the President, 
Supreme Court and other 
lower courts. Department 
of Justice, Office of the 
Solicitor General, oversight 
government agencies, 
public , etc) through 
correspondences, 
issuances, memoranda, 
circulars and the like.

1. Agenda 
Building3 - j|

Management
Committee3 SSi<#zmsm

]

]

iSisisssMsa3

,

14§] i
/

]

] • Commission-en-banc• Devising policies that will be 
used for intervention 
through the conduct of 
Commission-en-banc 
meeting, MANCOM meeting 
or committee meetings

2. Formulation

• Management 
Committee]

• Concerned 
Committees]
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• Commission-en-banc• Adoption of the policies 
through the issuance of 
Commission Resolutions or 
Office Orders and 
guidelines

3. Implementation]
• Management 

Committee1r - • Unit Heads/Division 
Chief

] • Commission-en-banc• Monitoring of implemented 
policies through customer 
feedback (internal and 
external) mechanism

4. Evaluation

] • Management 
Committee

]
2. Strategic Planning

] The PCGG conducts annual strategic planning tc* serve as the venue for 
assessing the overall agency performance for the previous year, where strategicj | 
thrusts are defined, commitments are obtained, resource requirements are: 
determined, and objectives and targets for the current and succeeding fiscal yea‘ 
are set at appropriate levels.

]

The PCGG considers the context (issues, needs and expectations of interested Wps&kaBM 

parties), risks and opportunities.

]

] (-

The strategic thrusts set by management for CY 2018-2020 are as follows:
■ Asset recovery, Preservation and Privatization
■ Capacity and image building
■ Knowledge management
■ System efficiency
■ Risk management *v

] :•

]

] During the strategic planning activity, the Work and Financial Plan (WFP) for the 
succeeding year will be determined, while the implementation plans/strategies on 
how to achieve the targets set in the Office Performance Commitment and 
Review (OPCR) for the current year shall be reviewed and finalized. Thereafter, 
the corresponding policy instructions shall be issued to all concerned units to 
achieve the WFP and Major Final Output (MFO) targets.

J
1
I Quality objectives aligned with strategic thrusts are set at relevant levels with 

corresponding action plans.
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Executive Order Nos. 1, 2, 14 and 14-A, Series of 1986 
Executive Order No. 323, Series of 2000
DOJ Circulars on Planning, Programming and Budgeting System
DBM Circulars on Annual Budget Call
General Appropriations Act (GAA) of previous fiscal year
National Expenditure Program (NEP) for succeeding fiscal year
Republic Act (RA) No. 9184
COA Rules and Regulations
Annual Accomplishment Reports
Strategic Performance Management System (SPMS)
Civil Service Rules

References:

]
]
]
]
] 3. Management Review •

Periodic review of the Quality Management System is an essential part of our 
approach to continual improvement of its effectiveness and efficiency with the 
objective of enhancing stakeholders’ satisfaction.

3 Review of the Quality Management System’s suitability, adequacy and 
effectiveness are carried out at least on a semestral management review 
meetings. This method evaluates the need for changes to our QMS including the 
Quality Policy, targets as well as the assessment of improvement opportunities 
based on the review and analysis of performance trends.

3
3

Effective review requires the collation of meaningful performance data: 
performance of programs, services, processes and personnel that would allow a 
factual based decision making. The review includes information on the following:

■ Results, of internal and external audits
■ Stakeholders feedback
■ Review of the office performance through Office Performance Commitment
■ Review (OPCR)/degree to which the quality objectives are met
■ Status of actions from previous management reviews
■ Changes in external and internal issues that are relevant to the quality 

management system
■ Status of nonconformities and corrective actions
■ Performance of external providers
■ Adequacy of resources
■ Proposed improvements

3
3
3
3
3
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■ Changes in the QMS (e.g. updates on originated/revised policies, change 
in organizational structure, etc.)

The outputs of the management review shall include decisions/resolutions and 
actions related to:

■ Opportunities for improvement
■ Any need for changes to the quality management system
■ Resource needs

The Commission shall retain documented information as evidence of the results 
of management review.

4. Performance Review and Internal Quality Audit

The PCGG conducts monitoring and measurement activities to gauge the 
effectiveness of the system. These include monitoring customers and 
stakeholders’ perceptions of the degree to which their needs and expectations 
have been fulfilled.

The PCGG analyzes and evaluates appropriate data and information arising from 
monitoring and measurement.

A. Improvement Management

■ Nonconformity and Corrective Action

The PCGG adopted related procedures with their corresponding purposes, to
vW

wit:
*

a. Corrective Action Procedures - aims to ensure that causes of detected 
nonconformities are eliminated in order to prevent recurrence.

b. Control of Nonconforming Outputs - intends to ensure that products and 
services that do not conform to the requirements are controlled to prevent 
their unintended use or delivery, or if delivered to ensure that appropriate 
remedies are effectively taken.

C-1

n
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■ Improvement

The PCGG improves the suitability, adequacy and effectiveness of the quality 
management system. It considers the outputs of analysis and evaluation and 
the outputs frorti management review to confirm if there are areas of 
underperformance or opportunities that shall be addressed as part of 
continual improvement. Where applicable, it selects and utilizes applicable 
tools and methodologies for investigation of the causes of underperformance 
and for supporting continual improvement.

tm

B. Internal Quality Audit

The PCGG conducts Internal Quality Audit at least once in a 12-month period, 
unless the need for special audit arises, to identified audit area to determine the 
effectiveness of the Quality Management System arid its conformity with the 
planned arrangements.

The PCGG implements and maintains Internal Quality Audit procedure in 
accordance with the requirements of the ISO 900T.2015.

The members of the IQA Team are identified and trained to ensure that they are 
capable to conduct and carryout the audit. The composition of the IQA Team is 
selected to ensure objectivity and impartiality of the audit process. Auditors 
cannot audit the processes within their respective units.

The results of the audits are recorded and reported in accordance with the 
documented Internal Quality Audit procedure.

1

i

"11

]
]
•n

The Internal Quality Audit (IQA) Team shall ensure that the PCGG Quality! iSfllbpK 
Management System meets the quality policies and objectives set by the agency I 
as well as the requirements of ISO 9001 Standard. In performing this function, j 

the IQA Team'Shall:

J

J

HfraaMBB
■ prepare the annual QMS plan, setting out the internal quality audit 

schedule on a quarterly basis;
■ conduct the internal quality audit of the core, support and 

management processes of the agency in accordance with the audit 
plan; institutionalized controls and actions taken to address the risk 
and opportunities are likewise audited for continual improvement.

■ prepare an audit report which contains details of the following:
o nonconformities found during the audit
o corrections and corrective actions including committed dates of

THIS DOCUMENTED INFORMATION WHEN PRINTED is an UNCONTROLLED COPY. ENSURE that the printed copy being 
used is the current version by checking the effectivity date of the CONTROLLED COPY in the PCGG website.
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completion without undue delay
■ deliberate and report the results to the relevant department head of 

the agency and to management its audit findings
■ regularly monitor and verify the implementation of all corrective 

actions for nonconformities raised during the audit, and report the 
results to relevant department head and to management

■ ensure audits are conducted as planned

]

]

]

] C. Feedback Management

FEEDBACK AND COMPLAINTS MECHANISM

] For external clientsFeedback Submission

] Pen and Paper Method

• Accomplish the CCSS Form at the 
Ground Floor, IRC Building, No. 82 
EDSA, Mandaluyong City.

• Telephone no.: (+632) 8725-6874; 
email address:
lady.sharmaine.mangente(5) pcgE.gov. ph

]

]

] Online Method 0m mm

• Accomplish the CCSS Form online 
either by:
a. scanning the QR Code at the 

lobby which will redirect the 
client to an online CCSS Form;

]

m
] l

ior
b. visiting the PCGG Website for 

the online CCSS Form.
I .. .. m *sm3
ifi^iFor internal clients3

Pen and Paper Method

1 • Accomplish Request Form by the 
client.

• Submit Request Form to the 
responsible department.

• CCSS Form to be accomplished by

1
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the client relative to his/her request. 
• Accomplished CCSS Form to be 

deposited by the client to the 
feedback box.m

Online Method
m

• Accomplish Online Request Form 
by the client.

• Submit Online Request Form 
accordingly.

• CCSS Form to be accomplished by 
the client relative to his/her request
by:
a. Scanning the OR Code which 

will redfrect the client to an 
online request form; or

b. Visiting the PCGG portal to 
access the online request form.

• Every Friday, feedback is collected 
from all feedback boxes located in 
each office by the Feedback and 
Communications Committee - 
QMS Core Team.

Feedback Processing

3^...Jf:

€
atsm i• Feedback with specific concerns or 

requires answers shall be 
forwarded to the concerned 
offices and shall be responded 
within three (3) working days of 
the receipt of the feedback.

n
m

stSSSS
Wmmmm

4

For external clients

] • The response from the concerned 
office shall be forwarded to the 
public. VA1

i

For internal clients

• The response from the concerned

] THIS DOCUMENTED INFORMATION WHEN PRINTED is an UNCONTROLLED COPY. ENSURE that the printed copy being 
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office shall be forwarded to the 
concerned department.

• For inquiries and follow-ups, the 
public may contact the telephone 
no.: (+632) 8725-6874; email 
address:
ladv.sharmaine.mangente(5>pcgg.gov.ph

For external clientsComplaint Filing

Pen and Paper Methodm

• Accomplish the complaint form at 
the Ground»Floor, IRC Building, No. 
82 EDSA, Mandaluyong City.

m. • Kindly provide the following 
information:
a. Name of person being 

complained
b. Incident
c. Evidence

] ,5* IgS&JSs,
" caSs

Online Method

€3^1 • Accomplish the complaint form 
online by:
a. scanning the QR Code; or
b. visiting the PCGG website

J SUIT*;s;:"
IS ■

] ft
• Kindly provide the following 

information:
a. Name of person being 

complained
b. Incident
c. Evidence

■1 I
iJ

]
1 For internal clients

Pen and Paper Method1
• Accomplish the complaint form and
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