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CAC CUM TU VIET TAT

Ccv
LAN
ODA
O&M
PLOC

QMS
SEAWUN

SOP
WWM

GIAI THICH TU NG
D3 duoec thiét 1ap:
P34 duwoc lap ho so:

Pa duwoc thwe hién:

Duy tri:

Diéu kién dwoc kiém soat:

Cac hoat dong:

sau kiém duyét

So yéu li lich

Mang ndi bd

H& tro Phat trién Chinh thirc

Van hanh & Bao duwdng

Lap ké hoach, Lanh dao, Té chirc, Kiém soat

Hé thdng Quan ly chat lvong
Mang lu&i cac co quan nwéc Dong Nam A

Quy trinh tac nghiép chuén

Quan ly nwéc thai

M6t quy trinh/quy dinh/ké hoach v.v... da dwoc xay dung va
duwoc ban lanh dao/giam déc cong ty phé duyét.

Céc van ban vé chinh sach, quy trinh chuén, chi dan thwc hién
cbng viéc, bao cao theo ddi v.v...

Coéng ty thwc hién theo théa thuan néi bé.

Cap nhat mét quy trinh/quy dinh/ké hoach/v.v... theo nhu cau
va quy trinh d& théng nhét.

thwe hién theo cac quy trinh chuén, do lwéng, theo ddi, danh
gia, ap dung bién phap khéc phuc.

Cung cép dich vu hay sa&n phadm sau khi da dwoc kiém

tra chat lwong béi ngudi co6 thdm quyén.
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ABBREVIATIONS
Ccv

LAN

ODA

O&M

PLOC

QMS

SEAWUN

SOP

WWM
DEFINITIONS
Established:
Documented:
Implemented:
Maintaining:

Controlled conditions:

Release activities:

Curriculum Vitae

Local Area Network

Overseas Development Assistance
Operation & Maintenance

Planning, Leading, Organizing, Control
Quality Management System

South East Asia Water Utility Network
Standard Operation Procedure

Wastewater Management

A procedure / rule / plan /etc. has been developed and
approved by the management/director of the company.

Written evidence of a policy, standard operation procedure
(SOP), work instruction, record, etc.

Company acts in according to an internal agreement.

Updating of a procedure / rule / plan /etc. in accordance to
needs and agreed procedure.

Working with documented processes (SOPs), measuring,
recording, evaluation, corrective action.

Provision of services or products after quality control by
qualified personal.
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Danh gia Hiéu qua DPao tao — Tai liéu Sb xxx

Hwéng dan Quan ly Tai san - Tai liéu S6

Sb tay Hwéng dan Van hanh & Bao duwéng (bao gdm cac quy trinh quan ly va quy trinh ky
thuat lién quan)

Quy trinh 1ap k& hoach ngan sach hang ndm cho céng tac VH&BD — Quy trinh S xxxx
Quy trinh Bao dwéng mang ndi bd va may chi - Quy trinh Sé xxx

Quy trinh Bao dwdng may tinh ca nhan, may in, may vé dd thi, may quét va cac thiét bj dién
t&r khac — Quy trinh Sé xxx
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Quy trinh Hiéu chinh thiét bj - Quy trinh S& xxx
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QMS RELATED DOCUMENTS

Document Control — Procedure No. xxx

Record Control — Procedure No. xxx

QMS Policy — Document No xxx

QMS Management Review - Procedure No xxx

Staff Data Base — Document No. xxx

Staff Recruitment Procedure - SOP No. xxx

Job Descriptions Format — Document No. xxx

CV Format - Document No. xxx

Salary and Bonus System — Document No. xxx

Staff Performance Appraisal and Training Needs — Document No. xxx
Evaluation of Effectiveness of Training — Document No. xxx
Asset Management Guideline — Document No. xxx

Operation and Maintenance (O&M) Manual (including all relevant administrative and
technical SOPs)

Annual Budget Planning Procedure for O&M works - SOP No. xxx
Procedure on Maintenance of the LAN network and the server — SOP No. xxx

Procedure on Maintenance of PC, Printer, Plotter, Scanner and other electronic equipment —
SOP No. xxx

Procedure on the Operation and Maintenance of the Company’s vehicles and heavy
equipment — SOP No. xxx

Procedure on the Operation and Maintenance of the Company’s mechanical and electrical
workshop — SOP No. xxx

Procedure on Work Safety — SOP No. xxx
Procedure on Customer Communication Etiquette - Document No. xxx
Procedure on Customer Complaints — SOP No. xxx

Procedure on Calibration of Equipment — SOP No. xxx
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S6 Tay Hwéng Dan Hé Théng Quan Ly Chat Lwong

Pham vi ap dung:
Sb tay hwéng dan nay dé cap cac yéu cau clia mot hé théng quan ly chat (QMS).

Hé thdng quan Iy chét lwgng nham muc dich: (a) cung cap cac dich vu clia cong ty QLNT
dap ng theo yéu cau cua khach hang, (b) ap dung cac quy dinh hién hanh, va (c) nang cao
mirc do hai long cla khach hang.

Céc dich vu do ¢c6ng ty quan ly nwéc thai cung cip bao gbm (a) thu gom nwéc muwa va nwdc
thai, (b) x&r ly nwéc mwa va nwdce thai, (c) xa nwdc muwa va nudc thai ra cac nguon tiép nhan
theo tiéu chuan quy dinh.

$6 tay hwéng dan nay cé tham khao cac tai ligu ciia T6 chivc Tiéu chudn Quéc té (ISO)
Geneva — Thuy si, bao gom:

ISO 9000:2000
ISO 9001:2000
ISO 9004:2000
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Quality Management System Manual

Scope:
This manual addresses the requirements of a quality management system (QMS).

QMS is aiming to: (a) provide WWM company’s services that meet customer expectations,
(b) apply the prevailing regulatory requirements, and (c) enhance customer satisfaction.

Services that are provided by the WWM Company comprise (a) the collection of storm water
and wastewater, (b) its treatment and (c) discharge into the receiving water bodies in
accordance to relevant government standards.

This manual is referring to the following documents of the International Standard
Organization (ISO) Geneva - Switzerland:

ISO 9000:2000
ISO 9001:2000
ISO 9004:2000
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QUAN LY CHAT LUQNG
YSTEM MANUAL

1 GIOI THIEU

Muc tiéu cta Cong ty Quan ly nwdce thai thiét lap
va thuc hién Hé thong Quan ly chat lvong la nham
cai tién tiéu chuan quan ly ndi bd va chat luvgng
cung cap dich vu cdng ich.

S6 tay huwong dan nay mé ta cac yéu t6 co ban
cua Hé thong QLCL ma theo d6 tirng cong ty
QLNT phai tuan tha theo nhw mét yéu cau co ban.
Hé théng QLCL dwa trén bay nguyén tac quan ly
chat lwgng co ban, bao gom:

Hwéng téi khach hang

Nguwe&i dirng dau

Sw tham gia cla ngudi dan / can bd cong ty
Phuwong phép tiép can theo qua trinh va dinh
hwéng theo qua trinh

Phuong phap tiép can tong thé trong cong
tdc quan ly (cac qua trinh co lién quan dén
nhau)

Cai tién lién tuc

Phuong phap tiép can theo muc tiéu ¢é dua
ra quyet dinh

Cong ty QLNT sé ap dung phwong phép tiép can
theo qua trinh dé& xay dwng, thuc hién va nang cao
hiéu qué cta Hé théng Quan ly Chét lwgng. Toan
bd cac qua trinh lién quan dén chét lwong va moi
twong tac gitra cac qua trinh can dwoc xac dinh va
mo ta trong cac quy trinh lién quan.

Y twéng co ban vé Hé théng Quan ly Chét luong
theo qua trinh va co hoi cai tién dwoc thé hién
trong so d6i 1 dudi day.

Continual Improvement of the Qua
Cai tien lién tuc Hé thong Q

Responsibili

quan ly

Resource
Management/
Quan ly
Nguén luc

&

Customer
Requirements/ N
Cac yéu cau
cta khach hang

Realization,
Cung cép
San pham/
Dich vu

Management

Trach nhiém

1 INTRODUCTION

The aim of establishing and implementing a QMS by the
WWM Company is to improve their internal management
standards and the quality of their public services provisions.

This manual describes the basic elements of the QMS that
should be implemented by each WWM Company as a
preliminary requirement.

The QMS is based on seven fundamental
management principles, comprising:

quality

Customer focus

Leadership

Involvement of people / employees
Process approach and process orientation

Integrated  system  approach to management
(interrelated processes)

Continual improvement
Objective oriented approach for decision making.

The WWM Company is using the process approach when
developing, implementing and improving the effectiveness of
this QMS.  All quality relevant processes and their
interactions need to be identified and to be described in
related procedures.

The basic idea of the process-based QMS and improvement
opportunities is illustrated in the figure 1.

lity Management System/
uan ly chat lwong

ty/

Measurement
Analysis &
Improvement/
DPo lwong,
Phan tich &
Cai tién

Customer
Satisfaction/
Sw hai long

cuta khach hang

Product Service

Products/
Services
San pham/
Dich vu

/
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2 HE THONG QUAN LY CHAT LUQNG
2.1 Cac yéu cau chung

Cong ty QLNT d4 thiét lap, 1ap ho so, thwc hién va
duy tri hé théng quan ly chat lvong (QMS). Duai
day la cac yéu cau chung vé Hé théng Quan ly
chét lwong:

e Can x&c dinh cac quy trinh ndi bo, lien quan
dén Hé théng QLCL, bao gdm trinh tw va méi
twong tac gilra cac hoat dong va nhirng
nguwoi the hién cac hoat dong doé. Can xac
dinh toan bd cac bwédc cla quy trinh, cé lién
quan dén viéc dam bao chét lwong (vi du nhw
san pham, cung cap dich vu cho khach hang,
quan hé khach hang, do lwong v.v....) (tbt
nhat cAn dwoc thé hién trén so dd lubng) va
lap thanh hd so tai liéu quy trinh tac nghiép
chuan.

e Can xac dinh céc tiéu chi va phwong phap dé
dam bao c6 thé do lwong va kiém soat dwoc
hiéu qua cla cac qua trinh nay.

e Can dam bao cac ngudn lyc va thong tin
nham hd tro viéc thwc hién va theo ddi toan
bd cac qua trinh/quy trinh chuan da duoc
thdng nhat.

e Can xac dinh, theo déi va kiém soat cac qua
trinh thué bén ngoai cé &nh hwéng dén chat
lwong dich vu cla coéng ty theo Hé théng
QLCL

2.2 Cac yéu cau vé hé théng tai liéu

221 Khaiquat

Tai ligu lién quan dén Hé thong Quan ly chat

lwgng ctia Cong ty QLNT bao gom céc tai liéu sau:

e Chinh sach chét lwong

e Sbtay hwong dan Hé théng QLCL nay

e Cac tai liéu theo yéu cau cla Sb tay huwéng
dan Hé thong QLCL va/hodc cac tai liéu can
thiét d& dam bao cong tac lap k& hoach, chi
dao, van hanh va kiém soat cac qua trinh mot
cach hiéu qua (PLOC).

e Céc bao céo theo yéu cau cta Sb tay hwdng
dan Hé théng QLCL va/hodc cac bao céo can
thiét cho cbng tac lap ké hoach, chi dao, van
hanh va kiém soat cac qua trinh.

Tai liéu c6 thé bao gdm tai liéu ban in hoac tai liéu

dwdi dang file dién ter.

2.2.2 Sbtay Chatlwong

Sb tay Hé théng Quan ly chat lwong nay bao gdbm
cac ndi dung sau:

e Quy mé ctia Hé thdng Quan ly chat lvong,
gom toan bd cac thanh phan yéu cau cua Hé
thdng quan ly chat lwgng, va.

e Tham khdo céac quy trinh d& duwojc lap trong

2 QUALITY MANAGEMET SYSTEM

2.1 General Requirements

The WWM Company has established, documented,
implemented, and maintains a quality management system
(QMS). The following is a listing of general QMS
requirements:

. Internal procedures, relevant for the QMS, are
identified and illustrate sequences and interaction of
involved activities and actors. All procedural steps,
which are relevant for quality assurance (e.g. products,
customer provision, customer relation, measurements,
etc.) are identified (preferable in flow diagrams) and
documented in standardized procedures/SOPs.

. Criteria and methods are defined ensuring that the

effectiveness of such procedures can be measured
and controlled.

. Availability of adequate resources and information are
ensured to support the implementation and monitoring
of all agreed procedures/SOPs.

. Internal processes are monitored, measured and
analyzed and (corrective) actions necessary to achieve
planned results are performed.

. Outsourced or external processes that affect the
quality of the WWM Company’s services are identified,
monitored and controlled in accordance to this QMS.

2.2 Document Requirements
2.2.1 General

QMS related documentation of a WWM Company includes
the following:

. A Quality Policy.

. This QMS Manual.

. Documents required by this QMS Manual and/or such
documents needed to ensure effective planning,
leading, operation and control (PLOC) of the
processes.

. Records required by this QMS Manual and/or such
records necessary for planning, leading, operation and
control of processes.

Documentation includes commonly hard copy documents
and soft copy/digital documents.

2.2.2  Quality Manual
This QMS Manual includes:

. Scope of the QMS, which are all elements required of
this QMS, and

. Reference to the documented procedures established
under this QMS.
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Hé thédng Quan ly chat lwgng nay.

2.2.3 Kiém soat tai ligu

Can tién hanh kiém soat cac tai liéu yéu cau cla
Hé théng Quan ly chét lwgng. D& dam bao viéc
kiém soat cac phién ban chinh stra méi nhét cla
tai liéu co s&n tai noi lam viéc, can ghi rd sb tai
liéu, s6 14n chinh stra, ngay chinh stra dbi v&i toan
bod céc tai liéu dwoc dang ky bao gébm ca noi tai
liéu dwoc phan phat téi. Kiém soat tai lieu dwoc
xac dinh trong “Quy trinh Kiém soat tai liéu — Quy
trinh S xxxx”.

224 Kiém soat hd so lwu triy

Phai thiét 1ap va duy tri cac hd so lwu trir G cung
cap bang ching ve sy tuan thu cac yéu cau (vi du
tiéu chuan 1SO 9001, cac yéu ciu vé& nudc thai
v.v...), bang chirng vé& viéc ap dung va van hanh
mot cach hiéu qua Hé thdng Quan ly Chét lwong
trong Cong ty QLNT.

Cac quy dinh chi tiét vé kiém soat bao cdo theo dbi
duoc néu trong “ Quy trinh Kiém soat Bao céo
theo ddi - Quy trinh sO xxxx:.

3 TRACH NHIEM CUA LANH BAO

3.1 Cam két cta lanh dao

Lanh dao cao nhét trong Cong ty QLNT phai thé
hién sw cam két cia minh déi v&i viéc xay dung
va thwc hién Hé thong Quan ly chét lwgng va cai
tién lién tuc hiéu qua cta hé théng d6 bang cach:

e Truyén dat cho can bd nhan vién trong Cong
ty QLNT vé& tdm quan trong cuia viéc dap tng
cac yéu cau khach hang ciing nhw tuan tha
cac yéu ciu phap luat va dinh ché,

e Thiét lap chinh sach chét lwong,

e Thiét lap va duy tri mot hé thdng quan ly chét
lwong ndi bo,

e Tién hanh cong tac danh gia dinh ky cla lanh
dao, va

e Dam bzo sy sdn co cia cac ngudn lyc can
thiét.

3.2 Pinh hwéng theo khach hang

L&nh dao cao nhéat trong céng ty QLNT phai dam
bdo cac yéu cau ctia khach hang dwoc xac dinh
va dwoc dap (’ng nham nang cao sy hai long cla
khach hang.

3.3 Chinh sach chét lwong
Chinh sach chét lwong ctia Coéng ty QLNT phai:

e Phu hgp véi s¢ ménh va muc dich clda cong
ty QLNT,

e Bao gbm viéc cam két dap (rng cac yéu cau
cua Hé thong QLCL va lién tuc cai tién hiéu
qua cla Hé thong Quan ly Chat lwgng,

2.2.3 Control of Documents

Documents required by this QMS are controlled. To ensure
that always the actual revision of documents will be at the
workplace all documents are uniquely defined by a number,
revision number, and date and the all documents are
registered including their place of distribution. The document
control is defined in “Document Control — Procedure No.

”

XXX,

2.2.4 Control of Records

Records are established and maintained to provide
evidence of conformity to requirements (e.g. standard ISO
9001, effluent requirements, etc.) and of the effective
application and operation of the QMS within the WWM
Company.

The details of record control are described in “Record
Control — Procedure No. xxx”.
(to be developed)

3 MANAGEMENT RESPONSIBILITY

3.1  Management Commitment

The top management of the WWM Company provides
evidence of its commitment to the development and
implementation of the QMS and the continually improvement
of its effectiveness by:

. Communicating to the employees of the WWM
Company the importance of fulfilling customer
requirements as well as statutory and regulatory
requirements,

. Establishing a quality policy,

. Establishing and maintaining an internal QMS,

. Conducting periodic management reviews, and

. Ensuring the availability of all required resources.

3.2 Customer Focus

The top management of the WWM Company ensures that
customer requirements are determined and are met with the
aim of enhancing customer satisfaction.

3.3 Quality Policy

The quality policy of the WWM Company includes the
following aspects:

. is appropriate and in line with the mission and the
purpose of the WWM Company,

. includes a commitment to comply with QMS
requirements and to continually improve the
effectiveness of the QMS,
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e duwoc truyén dat dén can bo cong ty dé ho
nhan thirc va hieu ré vé chinh sach, va

e dwoc dinh ky xem xét dé stra dbi cho phu hop

Chinh sach chéat lIch_rng duwgc soan théo thanh
“Chinh sach Hé thong QLCL - Tai liéu SO xxxxxx”.

3.4 Lap ké hoach

3.4.1 Lap ké hoach Hé théng Quan ly Chét
lwgng

Can lap ké hoach Hé théng Quan ly chéat lwong dé

dap &ng 5 yéu cau mé ta trong muc 2.1.

3.5 Trach nhiém, Quyén han va trao doi
thong tin

3.5.1 Trach nhiém va Quyén han

Lanh dao cao nhét cla cong ty QLNT phai dam
bao cac trach nhiém va quyén han dwoc xac dinh
trong “ban mo ta cong viéc:, “quy trinh tac nghiép
chuan”, va co cau td chirc cong ty, va dwoc thong
bao t¢i toan bd can bd trong céng ty QLNT. (tham
khao: So dd td chirc - Tai liéu s6 xxxx).

3.5.2 Pai dién Quan ly chat lwgng

Lanh dao cao nhét trong cong ty da chi dinh mot
thanh vién cha chét trong ban lanh dao lam Pai
dién Quan ly chét lwong. Ngoai cac trach nhiém
khac, dai dién quan ly chét lwgng con phai co
trach nhiém va quyén han sau day:

e Dam bao viéc thiét lap, thyc hién va duy tri Hé
thdng Quan ly chat lwgng

 Dinh ky bdo cdo vai giam dbc vé két qua hoat
dong clia Hé thong Quan ly chat lwgng, va

e Dam bao nang cao nhan thirc vé& cac yéu cau
cla khach hang trong toan bd cong ty.

Trach nhiém va quyén han cta Dai dién Quan ly
Chat lwvgng dwgc mod ta chi tiet trong ban mo ta
cong viéc trong H6 so Banh gia cla lanh dao.

3.6 banh gia cua lanh dao

3.6.1  Khai quat

Lanh dao cao nhéat trong cong ty phai dinh ky danh
gia hé théng quan ly chat lwong d& dadm bao hé
théng ludn thich hop, thda dang va hiéu qua. Viéc
xem xét nay bao gdm danh gia cac co hdi cai tién
va nhu cau thay dbi déi véi hé théng quan ly chat
lwong, bao gébm ca chinh sach chét lwong.

Théng tin chi tiét vé& cong tac danh gia cla ban
I&nh dao dworc trinh bay trong “Quy trinh Banh gia
ctia ban lanh dao — Quy trinh Sé xxx”.

. is communicated, understood and appreciated among
the WWM Company’s employees, and

. is reviewed periodically for appropriateness and
suitability.

The quality policy is established in “QMS Policy — Document
No xxx”.

4.1 Planning
3.4.1 Quality Management System Planning

The QMS is planned in order to meet the 5 requirements
described under chapter 2.1.

35 Responsibility, Authority and Communication

351 Responsibility and Authority

The top management of the WWM Company ensures that
the responsibilities and authorities are defined in the
respective  ‘job  descriptions”,  “standard  operation
procedures” (SOP), and the WWM Company’s
organizational chart and communicated within the WWM
Company to all employees. (see: Organizational Chart -
Document No xxx).

3.5.2  Quality Management Representative

The top management of the WWM Company has appointed
a key staff member of the management as the Quality
Management Representative, who, irrespective of other
duties, has the responsibility and authority to:

. Ensure that the QMS is established, implemented and
maintained,

. Regularly reports to the managing director on the
performance of the QMS, and

. Ensure the promotion of awareness on customer
requirements throughout the WWM Company.

The responsibilities and authorities of the Quality
Management Representative are defined in detail in the job
description of the QMR.

3.6 Management Review

3.6.1 General

Top management of the WWM Company conducts periodic
reviews on the established QMS ensuring its suitability,
appropriateness and effectiveness. These reviews include
the assessment of opportunities for improvements of the
QMS and the need for changes of the QMS, including the
quality policy.

The details of the management review are defined in “QMS
Management Review - Procedure No xxx”.
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4 QUAN LY NGUON LUC

4.1 Cung cap cac ngudn lyc

Lanh dao cao nhét cua Cong ty da xac dinh va
cung cp tat ca cac ngudn luc can thiét dé:

e thyc hién Hé thong Quan ly chét lwong va lién
tuc cai tién hiéu qua cua hé théng,

e nang cao sy hai long cua khach hang bang
cach dap &ng cac yéu cau clia khach hang.

4.2 Nguén nhan lwc

421 Khaiquat

Nhirng can bd trong cdng ty QLNT thwc hién cac
cong viéc co6 anh hwcmg trc tlep ho&c gian tiép
dén chét lwong san pham cua cong ty phai la
nhitng ngwdi co6 nang lwc vé trinh d6 phu hop,
dwoc dao tao, co ky nang va kinh nghiém. Do vay,
Cong ty QLNT cb géng thué tuyén va phat trién
nhan sy c6 nang lwc va tan tuy véi cong viéc. Cac
tai liéu lién quan dén Quan ly Ngudn nhan lyc nam
trong “Hé théng Théng tin Quan ly Nhan sy’ cla
Cong ty, bao gébm cac tai liéu sau:

e Co s& di liéu nhan vién — Tai lidu S6 xxx

e Quy trinh tuyén dung nhan vién — QT Sé xxxx

e MAau mé ta cdng viéc — Tai liéu Sé xxx

e Mau So yéu ly lich — Tai liéu S& xxxx

e Hé théng lvong thudng — Tai liéu S6 xxx

e Danh gia két qua hoan thanh cong viéc cla
nhan vién v? Théa thuan Phat trién nhan vién
— Tai liéu S6 xxx

e  Danh gia Hiéu qua dao tao — Tai lidu S xxxx

4.2.2 Nang lwc, Nhan thirc va Bao tao

Dé phat trién nhan vién, Cong ty QLNT:

e  Xac dinh nang lyc can thiét ctia nhitng can bo
thyc hién cong viéc c6 anh hwéng truc tiep
hoac gian tiép dén chat lwgng san ph&dm hodc
dich vu cla cong ty.

e T6 chirc dao tao va ap dung bién phap thich
hop khac dé théa man nhu cau cta nhan vién.

e DPanh gia hiéu qua cla cac bién phap ap dung,
va

e Duy tri hd so vé trinh d hoc van, dao tao
ciing nhw hd so thé hién cac k§ nang va kinh
nghiém cda nhan vién.

Céac van dé nay duoc xac dinh chi tiét trong cac tai

liéu:

e Danh gia nhu cdu dao tao va két qua hoan
thanh cbéng viéc, va

e Hb so lwu trir théng tin ca nhan (Hé théng
Thoéng tin Quéan ly nhan sw)

4 RESOURCE MANAGEMENT
4.1 Provision of Resources

The top management of the WWM Company has
determined and provides all resources, which are needed to:

. implement the QMS and continually improve its
effectiveness, and

. enhance customer satisfaction by meeting customer
requirements.

4.2 Human Resources

4.2.1 General

WWM Company’s personnel that are performing works
which are directly or indirectly affecting the quality of the
Company’s products and/or services shall be competent on
the basis of appropriate education, training, skills and
experiences. Hence, the WWM Company strives to employ
and develop competent and committed personnel. The
relevant HRM related documents are included in the WWM
Company’s “Personnel Information System” (PMIS), which
is including:

. Staff Data Base — Document No. xxx

. Staff Recruitment Procedure - SOP No. xxx

. Job Descriptions Format — Document No. xxx
. CV Format - Document No. xxx

. Salary and Bonus System — Document No. xxx

. Staff Performance Appraisal and Staff Development
Agreement — Document No. xxx

. Evaluation of Effectiveness of Training — Document
No. xxx

4.2.2  Competence, Awareness and Training

With regard to staff development the WWM Company:

. determines the necessary competence for personnel
performing work which is directly or indirectly affecting
the quality of the WWM Company’s products and/or
services,

. provides training or other appropriate action to satisfy
the personnel’s’ needs,

. evaluates the effectiveness of actions taken, and

. maintains appropriate records of education and
training measures as well as skills and experiences of
its personnel.

These issues are defined in more detail in the documents:

. Training needs assessment and performance, and
. Recording of personal data (PMIS)
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4.3 Moi trwong lam viéc

Cong ty QLNT xac dinh va quan ly méi treong lam
viéc cla can bo nhén ‘vién theo nhu cau nham
thda man cac yéu cau vé san pham va dich vu.

e Quy trinh Bdo dwdng mang ndi bo va may
cht - Quy trinh SO xxxx

e Quy trinh Bao dudng may tinh ca nhan, May
in, May vé do thi, May quét va cac thiét bi
dién tlr khac — Quy trinh S6 xxxx

3 Quy trinh Van hanh va Bao dch"y,ng xe cO va
thiét bi ctia cong ty — Quy trinh S6 xxx

e Quy trinh Van hanh va Bao duéng xwéng co
dién clia cong ty — Quy trinh S xxxx

e Quy trinh vé An toan Lao déng — Quy trinh Sé
XXX

5 CUNG CAP SAN PHAM/DICH VU
5.1 Cac qua trinh lién quan dén khach hang

5.1.1  Xac dinh cac yéu cau lién quan dén san

pham va dich vy

Coéng ty QLNT xac dinh:

e Cé&c yéu cau va tiéu chuan cta san pham va
dich vu dwoc quy dinh trong van ban phap luat
va quy dinh cua chinh phd hoac trong Hop
dong Quan ly cia Coéng ty.

e Céac yéu va tiéu chuan vé san pham va dich vy
néu trong hgp dong khach hang.

e Cac yéu cau va tiéu chuan cla san pham va
dich vu can thiét d& cung cap san phdm va
dich vu cta Cong ty.

e Moiyéu cau va tiéu chuan khac lién quan dén
san pham va dich vy ctia Cong ty.

Céc yéu cau va tiéu chuén lién quan dén san
phdm va dich vy cta Cong ty dwoc 1ap thanh ho
s “Yéu cau va Tiéu chuén San pham va Dich vy -
Tai liéu SO xxxx”.

5.1.2 Trao di théng tin v&i khach hang

Lanh dao cao nhét clia Cong ty QLNT can xac

dinh, giao tiep va thong bao véi khach hang ve

san pham va dich vy, cac yéu cau cltia khach hang

va cc}ng dong, hgp dong dich vu va phan

nan/khi€u nai cua khach hang. Cac quy trinh lién

quan bao gom:

e  Chinh sach vé Trao dbi thong tin toi khach
hang — Tai liéu SO xxx

e Quy trinh v& Nghi thirc giao tiép voi khach
hang — Tai liéu SO xxx

e Quy trinh vé phan nan khiéu nai cd khach
hang — Quy trinh SO xxxx.

4.3 Working Environment

The WWM Company determines and manages the work
environment of office employees and field workers alike, in
accordance to the needs to achieve conformity with product
and service requirements.

. Procedure on Maintenance of the LAN network and
the server — SOP No. xxx

. Procedure on Maintenance of PCs, Printer, Plotter,
Scanner and other electronic equipment — SOP No.
XXX

. Procedure on the Operation and Maintenance of the
Company’s vehicles and heavy equipment — SOP No.
XXX

. Procedure on the Operation and Maintenance of the
Company’s mechanical and electrical workshop — SOP
No. xxx

. Procedure on Work Safety — SOP No. xx

5 PRODUCT/SERVICE REALIZATION
5.1 Customer-Related Processes

5.1.1 Determination of Requirements Related to
Products and Services

The WWM Company determines:

. Product and Service requirements and standards
specified by law, government regulations or the
Company’s Management Contract

. Product and Service requirements and standards
stated in the customer’s contract

. Product and Service requirements and standards
necessary for the provision of the WWM Company’s
products and services

. Any additional requirements and standards relevant to
the WWM Company’s products and services.

The requirements and standards related the WWM
Company’s products and services are documented in
“Requirements and Standards of Products and Services -
Document No. xxx”.

5.1.2 Customer Communication

The top management of the WWM Company determines
and implements comprehensive communication and
information with the customer in relation to products and
services, customer and community enquiries, service
contracts, and customer complaints. Related procedures
include:

. Policy on Customer Information — Document No. xxx

. Procedure on Customer Communication Etiquette -
Document No. xxx

. Procedure on Customer Complaints — SOP No. xxx
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5.2 Co s& ha tang

Lanh dao cao nhat ciia Cong ty QLNT x&c dinh,
cung cap va duy tri cac cong trinh co s& ha tang
can thiét d& cung cép san pham va dich vu phu
hop véi str ménh va muyc dich clia Cong ty QLNT.

Co s& ha tang bao gom tai san Iwu dong, tai san
cO dinh nhw cdng trinh thpét ng’éfc, ’nhé clra,
phong lam viéc, cac trang thiét bi can thiét cho cac
qua trinh thye hién (ca phan cirng va phan mem),
va cac dich vu ho trg (van chuyép va théng tin lién
lac). Cac tai liéu lién quan bao gom:

e Hwdng dan Quan ly Tai san — Tai liéu S6 xxx

e  S6 tay Hudng dan Van hanh va Bao dudng
(VH&BD) (gom toan bd cac Quy trinh quan ly
va quy trinh ky thuat)

e Quy trinh vé CAu tric D liéu, Thu thap va
Quan ly D ligu Tai san Co dinh cta Cong ty
QLNT- Quy trinh S6 xxx

e Quy trinh v& Céu truc D@ liéu, Thu thap va
Quan ly D@ liéu vé cac hoat dﬁ)ng VH&BD
clia Cong ty QLNT — Quy trinh SO xxx

e Quy trinh Lap ké& hoach Ngan sach ‘hang nam
cho céng tac VH&BD — Quy trinh SO xxx

5.3 San xuét va Cung cap Dich vu

Cong ty QLNT xac dinh va thwe hién cac qua trinh

lién quan dén chat lvgng san pham va dich vu

phai thyc hién trong dieu kién dwoc kiém soat.

Cac dieu kién kiém soat bao gom:

e Sy san co cla tai liéu mo ta loai hinh va dic
diém clia san phdm va dich vu cla cong ty
quan ly nwéc thai,

e Suw s8n c6 clha cac tai liéu nhu thi tuc, quy
trinh tac nghiép chuan, chi dan cong viéc dé
can bd cong ty ap dung.

e Sy sén cd, van hanh dang chtrc nang va st
dung dung chung loai thiét bi de dap tng toan
bd cac yéu cau va tiéu chuan vé san pham va
dich vu.

e Sw sén c6, van hanh dung chlrc nang va st
dung dung cac phuong tién theo déi va do
lwong.

e Thuec hién cong tac theo doi va do lvong theo
céac quy trinh da dwoc thong nhat.

Dé cung cap san pham va dich vu mét cach thich

hop, cong ty QLNT tham khao céc quy trinh sau:

e Quy trinh Khao sat va Giao tiép vo&i khach
hang — Tai liéu sO xxxx

e Quy trinh Bang ky va Théng ké khach hang —
Quy trinh S6 xxxx

e Quy trinh Mua s&m hang héa tiéu thu hang
ngay, tai san lwu dong va tai san co dinh —
Quy trinh s6 xxx

e Quy trinh v& Co ciu va Ap dung Hé théng

5.2 Infrastructure

The top management of the WWM Company determines,
provides and maintains the infrastructure needed to achieve
products and services in conformity with the WWM
Company’s mission and purpose.

Infrastructure includes mobile and fixed assets, such as:
wastewater and drainage facilities, buildings, workspace and
associated utilities, equipment necessary for the processes
(both hardware and software), and supporting services (e.g.
transport and communication). Related documents are:

. Asset Management Guideline — Document No. xxx

. Operation and Maintenance (O&M) Manual (including
all relevant administrative and technical SOPs)

. Procedure on Data Structure, Data Acquisition and
Data Management of the WWM Company’s fixed
Assets — SOP No. xxx

. Procedure on Data Structure, Data Acquisition and
Data Management of the WWM Company’s O&M
Activities — SOP No. xxx

. Annual Budget Planning Procedure for O&M works -
SOP No. xxx

5.3 Production and Service Provision

The WWM Company determines and implements
procedures relevant for the achievements of the quality of
products and services, which are performed under
controlled conditions, including:

. the availability of documented information that
describes the type and characteristics of the WWM
Company’s products and services,

. the availability of documents as procedures, standard
operating procedures, work instructions, made
available to all Company staff,

. the availability, proper functioning and use of suitability
equipments required for the achievement of all product
and service requirements and standards,

. the availability, proper functioning and use of
monitoring and measuring devices,

. the implementation of monitoring and measurement in
accordance to agreed procedures,

For the purpose of proper product and service delivery the
WWM Company refers to the following procedures:

. Procedure on Customer and Communication Surveys -
Document No. xxx

. Procedure on Customer Registration and Inventory -
SOP No. xxx

. Procedure on Purchase of Consumables and
Procurement of Mobile Assets and Fixed Assets - SOP
No. xxx

. Procedure on the Structure and Application of an
Internal Management Information System (MIS) - SOP
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Théng tin Quan ly néi bd - Quy trinh Sé xxx
e Toan bd cac quy trinh k¥ thuat, theo yéu cau.

6 DO LUONG, PHAN TiCH VA CAI TIEN

6.1 Kiém soat cac Cong cu Theo dai va bo
lwong (theo tiéu chuén ISO 9001-Phan
7.6)

Coéng ty QLNT can xac dinh cac phwong phap
theo déi va do lwdng can thiét, bao gdbm toan bo
cac phuong tién lien quan d& cung cap béng
chirng vé& sy phu hop cia san phdm va dich vu
theo cac yéu cau quy dinh trong “Danh sach cac
phwong tién va thiét bj do lwong -Tai liéu sb xxx” .

Can phai dwoc hiéu chinh va st dung tat ca cac
phuong tién do lwong theo “Quy trinh Hiéu chinh
va St dung thiét bj do lwdng — Quy trinh SO xxx”.

6.2 Khai quat

Cong ty QLNT cén 1ap ké hoach va thuc hién quy

trinh theo dbi, do lwdng, phén tich va cai tién can

thiét gé:

e ching minh sy phu hop cda san phadm va
dich vu theo yéu cau va tiéu chuan hién hanh,

e dam bao sy phu hop cua Hé thédng Quan ly
Chat lwvong,

e lién tuc cai tién chat lwgng san phdm va dich
vy clia cong ty QLNT,

e lién tuc néng cao hiéu qua cta hé théng quan
ly chat lwong.

Diéu nay bao gém ca viéc xac dinh cac phuong
phap ap dung, ké cd cac ky thuat thong ké va
pham vi ap dung chung.

6.3 Theo do6i va bo lwéng
6.3.1  Su hai long clia khach hang

Cong ty QLNT can dinh ky danh gia m&c do hai
long cla khach hang dé dam bao coéng ty sé dap
ng dwoc cac yéu cau cta khach hang. Quy trinh
va cac yéu cAu vé danh gia va khao sat sy hai
long cla khach hang dwoc mo ta trong “Quy trinh
khao sat sy hai long cia khach hang — Tai liéu S6
XXX.

6.3.2 Theo ddi va bBo lwvong cac Qua trinh

Cong ty can ap dung cac phwong phéap thich hop
dé theo dai, khi c6 thé, do lweng cac qua trinh cla
hé théng quan ly chat lwong nhdm ching t6 sw
phu hgp. Cac phwong phap nay phai chirng té kha
ndng phu hop clia cac qua trinh nham dat duoc
cac két qua dy kién, sw phu hop vé chat lvong
san pham va dich vu.

Khi khéng dat dwoc cac két qua du kién hodc chét
lwong sadn phdm va dich vy, can 4p dung bién
phéap khéc phuc va phong ngira nhdm dam bao sw
phu hop vé yéu cdu va tiéu chudn cia san pham

No. xxx
. All technical procedures, as required.

6 MEASUREMENT, ANALYSIS AND
IMPROVEMENT
6.1 Control of Monitoring and Measuring Tools (in

accordance to ISO 9001 — Part 7.6)

The WWM Company determines necessary monitoring and
measurements, including all related devices to provide
evidence with regard to conformity of products and services
with specified requirements and standards, which is
documented in ‘“List of Measurements and Equipment —
Document No. xxx”.

All measurement devices are calibrated and used as
necessary in accordance to “Procedure on Calibration and
Use of Measuring Equipment — SOP No. xxx”.

6.2 General

The WWM Company plans and implements the monitoring,
measurement, analysis and improvement processes
required:

. to demonstrate conformity of the products and services
with the prevailing requirements and standards,

. to ensure conformity with the QMS,

. to continually improve the quality of the WWM
Company’s products and services, and

. to continually improve the effectiveness of the quality
management system.

This includes determination of applicable methods, including
statistical techniques, and the extent of their use.

6.4 Monitoring and Measurement
6.3.1 Customer Satisfaction

The WWM Company monitors periodically customer
satisfaction to ensure that perceptions and expectations of
the WWM Company’s customers are met over a period of
time. The processes and requirements regarding customer
satisfaction monitoring and surveys are described in the
manual “Customer Satisfaction Survey — Document No.
xxx”.

6.3.2  Monitoring and Measurement of Processes

The WWM Company applies suitable methods for
monitoring and, where applicable, measurement of the
quality management system (QMS) processes to
demonstrate it appropriateness for achieving planned results
and the quality of products and services.

When planned results and/or the quality of products and
services are not achieved, correction and corrective action
are enforced to ensure the conformity of requirements and
standards of products and services, as described in Section
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va dich vu GLu’c_rc quy dinh trong Muc 6.6 cua Sh)
tay hwdng dan nay.

6.3.3 Theo dbi va Do lwéng San pham va Dich
vy

Cong ty QLNT phai theo déi va do lwong loai hinh,
d&c diém, va chat lwong cta san phdm va dich vu
dé xac nhan réng cac yéu cau va tiéu chuan lién
quan dén san pham va dich vu déu dwoc dap &ng.
Viéc nay phai dwoc tién hanh tai nhirng giai doan
thich hop ctia qua trinh tao san pham/dich vu.

Can duy tri bang chirng vé sw phu hop véi cac
tiéu chi ap dung. Hd so phai quy dinh ngudi cé
quyén han trong viéc kiém duyét san pham/dich vu
theo “Quy trinh Dam bao Chéat lwong — Quy trinh
s6 xxx”.

Chi dwoc chao ban san phdm va cung cép dich vu

vu khi da dap wng dwoc cac yéu cau va tiéu chun

quy dinh vé san phdm va dich vu. Viéc nay c6 thé

dwoc thyc hién trong ndi bd cpng ty, hoac khi co

sy phé duyét cla nguoi co tham quyén hodc cla

khach hang.

6.3.4 Kiém soat ndi bd

Cong ty can tién hanh kiém soat ndi b téi thiéu

moi r]ém mét 1an dé xac dinh xem hé thong quan

ly chat lwong cé:

e phl hop voi cac ké hoach dat ra, cac yéu cau
trong sO tay huo’ng dan nay va cac yéu cau

cua hé théng quan ly chéat lwong do cong ty
thiét 1ap, va

e Co dugc thyc hién, duy tri va lap hd so mot
cach hiéu qua khong.

Qua tr]nh danh gia ndi bd du’o’c, mo ta trong “Tai
liéu Kiém soat Noi bo - Tai liéu SO xxx”

6.4 Phan tich sé liéu

Cong ty phai xac dinh, thu thap va phan tich sb
lieu aé chirng minh sy phu hgp va tinh hiéu qua
cta hé théng quéan ly chét lwong va danh gia
nhdm tim kién co hoi cai tién lién tuc hiéu qua cla
hé théng quan ly chét lwong. Sé liéu dwoc phan
tich bao gém sb liéu thu dwoc tir viéc theo dbi va
do lwdng va tlr cac ngudn khac/cac bén th ba,
nhw cac hoat déng clia dw an ODA, Héi Cép thoat
nwédc Viét Nam, Hé théng tiéu chi danh gia hiéu
qua hoat déng ctia SEAWUN, va cac ngudn thdng
tin khac.

Viéc phan tich cac dir liéu nay sé cung cép cho
lanh dao cao nhat cua Cong ty QLNT céac thong tin
lién quan dén:

e Hiéu quéa cua viéc cung cap san pham va dich
vu

e Mc dd hai long cta khach hang
e Murc d6 phu hop véi cac yéu cau vé san pham

Viéc phan tich di¥ liéu dwoc trinh bay chi tiét trong
cac quy trinh lién quan “Phan tich D liéu — Quy

6.6 of this manual.

6.3.3  Monitoring and Measurement of Product and
Services

The WWM Company monitors and measures the type,
characteristics, and quality of their products and services to
verify that their products and services requirements and
standards have been met. This is carried out at appropriate
stages of the product/service realization process.

Evidence of conformity with the applicable criteria needs to
be maintained. Records indicate the person(s) authorizing
the release of the products/services, in accordance to
“Quality Assurance Procedure - SOP No. xxx”.

Product release and service delivery does not proceed until
agreed requirements and standards have been satisfactorily
completed. This can be performed internally, by relevant
certified external authority, or by the customer.

6.3.4 Internal Audit

The WWM Company conducts periodic internal audits, at
least once a year, to determine whether the quality
management system:

. conforms to the planned and agreed arrangements, in
line with the requirements of this manual and the
generally accepted QMS requirements, established by
the WWM Company, and

. is effectively  implemented,
documented.

maintained  and

The internal audit process is described in procedure
“Internal Audit — Document No. xxx”.

6.4  Analysis of Data

The WWM Company determines, collects and analyzes
appropriate data to demonstrate the suitability and
effectiveness of the quality management system (QMS) and
evaluates to seek opportunities for continual improvement of
the effectiveness of the QMS. This includes data generated
as a result of monitoring and measurement from other
sources/third parties, such as ODA Project Activities,
Vietnamese Water and Sewerage Association, SEAWUN
Benchmarking, and others.

The analysis of such data provides the top management of
the WWM Company with information relating:

. Efficiency of product and service delivery
. Level of customer satisfaction

. Decree of conformity to product and service
requirements and standards

The analysis of data is described in detail in the related
procedures “Data Analysis - SOP No. xxx”.
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trinh S& xxx”.
6.5 Cai tién
6.5.1 Caitién lién tuc

Cong ty QLNT phai lién tuc nang cao hiéu qua cla
Hé théng Quan ly Chéat lwong théng qua viéc ap
dung chinh sach chét lwgng, muc tiéu chéat lwong,
két qua danh gia, phan tich di liéu, cac bién phap
khac phuc va phong ngira va sy danh gia cta lanh
dao.

6.5.2 Bién phap khac phuc

Cong ty phai 4p dung cac bién phap nham loai triv
nguyén nhan cla sw khéng phu hop dé ngén
ngtra sy tai dién chét lwong thap ctia san phadm va
dich vu. Bién phap khac phuc duoc ap dung phai
phi hgp nham x6a bd hodc gidm bdt sy khéng
phu hop, theo dung “Quy trinh ap dung céac bién
phap khéc phuc — Tai liéu Sé xxx”.

6.5.3 Bién phap phong ngtra

Cong ty QLNT phai xac dinh bién phap/hanh dong
phong nglra dé loai bé cac nguyén nhan dan dén
sw khéng phu hgp theo “Quy trinh ap dung cac
bién phap phong ngtra — Tai liéu S xxx”.

6.5 Improvement
6.5.1 Continual Improvement

The WWM Company improves continually the effectiveness
of the QMS through the continuous application of the quality
policy, internal and external audit results, analysis of data,
corrective and preventive actions and management reviews.

6.5.2 Correction Action

The WWM Company plans and takes suitable actions to
eliminate the cause of non-conformities in order to prevent
recurrence of inferior product and/or service quality.
Corrective actions performed must be appropriate to
eliminate or reduce any non-conformities encountered, in
accordance to “Procedures on Corrective Actions -
Document No. xxx”.

6.5.3 Prevention Action

The WWM Company determines preventive actions to
eliminate the possible causes and/or occurrence of potential
nonconformities, in accordance to “Procedure on Preventive
Actions — Document No. xxx”.
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