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NARRATIVE REPORT OF ACCOMPLISHMENTS 

SY 2019-2020 

 
The Quality Management System Office (QMSO), with the help of ISO Consultants 

and External Auditors, spearheaded necessary activities in view of the preparation for a 
university-wide ISO 9001:2015 Certification of Leyte Normal University (LNU). The 
cooperation of the university officials and faculty led to the success of ISO 9001:2015 
Certification of the university.  Such preparations include consultancy visits, workshops/ 
trainings, pre-audit and post-audit meetings, and compliance of the needed documents in 
adherence to the ISO standards.  

 
 

I. ISO Consultancy Visits and Preparation Meetings for ISO 9001:2015 Audit Stage 
1 

 
The ISO consultancy visits were organized by the QMS Secretariat, headed and 

supervised by Dr. Janet P. Espada—the Quality Management System Director. The QMS staff 
also took part in accomplishing necessary logistics for these events (e.g. supplies, consultant’s 
meals and accommodation, reservation of venues). 

 
The first and second ISO Consultancy visits were held last August 13 to 16, 2019. 

During the first day of the visits, the Management committee together with the heads of each 
unit attended the opening program at the LNU Cafeteria. This was formally opened with a 
welcome message by Dr. Aguirre and followed by an Inspirational message by the University 
President, Dr. Jude A. Duarte. Dr. Janet Espada, then introduced the Consultants from CQL 
Business System Consulting who would play an immense role in the LNU’s great endeavor to 
be an ISO certified University. The three CQL consultants are ASEAN Engr. Dexter T. Chua 
(head consultant), Ms. Loremie A. Garrucha, and Ms. Kristian A. Sadia. Engr. Chua spoke 
about the overview requirements for the ISO Certification and oriented everyone about the 
path that we would be taking. 

With the strong encouragement of Dr. Clemelle Montallana, the Vice President for 
Administration and Finance (VPAF) at that time, the University officials affixed their signatures 
in the commitment wall as a symbol of pledge in embracing and accepting these challenges 
in change for a positive outcome—to develop a more systematic transaction, and efficient and 
effective deliverance of services to students and other customers. Trainings and sessions 
about Risk Management were conducted at the LNU House with the involvement of Risk 
Management Team/Heads and/or representatives per office.  

On the second and third day of the visit, Engr. Chua conducted a lecture session on 
the formulation of Needs assessment and requirements of Relevant Interested Parties 
(NRRIP), Stregnth, Weaknesses, Opportunities, and Threats (SWOT) Analysis, Risk and 
Opportunity Assessment, Communication Plan, Inventory of data to analyze and evaluate and 
lastly, IPCR/OPCR. The existing quality manuals and forms were checked for revisions by Ms. 
Garrucha. She also gave lecture regarding the proper documentation of University’s system. 
On the last day of the visit (August 16, 2019), a closing meeting was held; included in the 
agenda were the status report and the walk through to the next steps for ISO Certification. 
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Figure 1.During the first day of first and second visit: (A) Registration of the participants of the plenary 

session. (B) ASEAN Engr. Dexter Chua introducing the overview of the requirements of ISO 9001:2015 

Certification to the participants. (C) Dr. Evelyn and (D) Dr. Jude A. Duarte giving their welcome message 

and inspirational message, respectively, to the participants. 

A B

Figure 2. As a way of showing their support and commitment to ISO Certification, (A) Dr. Marife Daga—the 

chair of the IQAT, (B) together with the LNU faculty and staff, affixed their signatures on the commitment 

A B
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Figure 6. QMS director and secretariats with the ISO consultants, ASEAN Engr. Dexter 

Chua and Ms. Loriemei Garrucha, photo opt.

Figure  5.  (A) Ms.  Loreimie Garrucha  having  a  session with  the  (B) QMS  office  director, 

secretariats, and Internal Quality Auditors on how to document the University’s system. 

A B

Figure 3. A session with Engr. Dexter Chua on how to 

prepare  NRRIP,  SWOT  Analysis,  Risk/Opportunity 

Assessment, Communication Plan, Inventory of Data 

to  Analyze and Evaluate,  and OPCR/IPCR  to  all  the 

participants. 

Figure 4. Post conference meeting with QMS director 

(on the most left) and QMS secretariats on the first 

day of the sessions.
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The third ISO Consultancy visit was held last September 25 to 27, 2019. The 

consultants focused on guiding, coaching, and assisting LNU for the ISO certification. During 
the first and second day of the visit, each consultant conducted an audit in every office to 
check the quality manuals, forms, and the implementation of policies and procedures. 

 
 

 
 
 
 
 

A B

Figure 7. Ms. Loreimie Garrachu checking the manuals and documents (A) BAC Office, (B) HRM Office, 

(C) Reseach Development Office, (D) MIS Office, (E) Supply and Property Management Office, and (F) 

Community Extension Office 

E 

C D

F

A 



Republic of the Philippines 
LEYTE NORMAL UNIVERSITY 

OFFICE OF QUALITY MANAGEMENT SYSTEM 
Tacloban City 

 

Page 5 of 8 
 

 
 
 Meanwhile, the members of the QMS Secretariat assisted the consultants as they visit 

each office. On the third day, the members of the Internal Quality Audit (IQA) Team as well as 
the QMS Secretariat gathered at the Quality Assurance Evaluation Room for the IQA 
Workshop headed by Engr. Chua; he conducted a discussion on the creation of checklist for 
the audit. The IQA and Secretariat team answered a test prepared by Engr. Chua relative to 
his discussion on conducting an Internal Quality Audit. After the workshop, the Management 
Review Meeting was conducted. During the meeting, Engr. Chua gave updates regarding the 
results of their audit in each office during the first and second day of their visit. He announced 
the percentage of accomplishments of the respective offices and gave reminders to prepare 
the university for the upcoming 1st external audit visit this November, 2019. He also gave a 
run-down of the progress of the ISO consultancies. 

 
 

 
 

 During the fourth consultancy visit, which was held last October 28-30, 2019, the 
CQL consultants continued their guidance and support to the university’s quest towards ISO 
Certification. The purpose of the visit focused on the finalization of the QMS documents that 
is needed to be accomplished by every office in the University; these documents include the(1) 
NRRIP, (2) SWOT Analysis, (3) Risk Assessment Plan, (4) Opportunity Assessment Plan, (5) 
Opportunity Plan, (6) Communication Plan, (7) Inventory of Data to Analyze and Evaluate, (8) 
Master List of Forms, (9) List of References, (10) Filing Chart, (11) OPCR/DPCR, including 
specimen forms of all offices. The quality manuals were also reviewed for improvement. 
Furthermore, Engr. Chua led the preparation of the IQA checklists and records in coordination 
with the Internal Quality Auditors headed by Dr. Marife N. Daga—the IQAT chair. On the 
second day  the LNU faculty and staff were gathered at the LNU HRDC Gymnasium for a 
general assembly concerning ISO updates. The program was hosted by CME faculty and Ms. 
Mary Christine E. De Luna—a QMS Secretariat Member. During the assembly, Engr. Chua 
shared necessary ISO updates and reminders to prepare the university in the upcoming ISO 

Figure 8. Closing Meeting with the consultants and participants 
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9001:2015 Stage 1 Audit. He gave a run-down of the progress of the ISO consultations. Such 
as the proper and systematic labelling of records, finalization of OPCR, conduct OF IQA and 
Management Review. The Management Review was conducted during the last day of the visit. 

 

 

Prior to the fifth consultancy visit, Dr. Espada conducted a meeting with the QMS 
Secretariat on November 14, 2019 at the QMSO in order ensure a smooth flow of the 
upcoming ISO-related activities. The agenda include the assigning of tasks among the QMS 
Secretariat members for the submission, editing proofreading and monitoring of office 
compliance, preparation of terminal reports and minutes during QMS activities, creation of 
committees for upcoming consultation visit and stages 1 and 2 audits 

 The fifth consultancy visit was held at the Quality Assurance Evaluation Room on 
November 28 to 30, 2019. During this three-day visit, the CQL consultants focused on the 
completion of IQA Records and QMS Documents including the quality manuals and those with 
pending items of the concerned process owners. Furthermore,  Dr. Espada— the QMS Diretor 
and Miss Leonizza N. Dimatangal—the QMS Document Custodian, were re-oriented by Engr. 
Chua and Miss Sadia respectively, to refresh necessary knowledge and information  in terms 
of their respective functions in view for the upcoming ISO Stage 1 Audit . 

 

II. ISO 9001:2015 Audit Stage 1 
 
The ISO 9001:2015 Audit Stage 1 took place at the Quality Assurance Evaluation 

Room on December 17, 2019. The opening meeting started with a welcome message from 
Dr. Duarte—the University President. Dr. Espada introduced Ms. Mary Grace Balobalo and 
Mr. Rolando Remitar— the External Auditors from TUV Rheinland. The main goal of this audit 
was to review the university’s readiness for the stage 2 audit. Specifically, the auditors looked 
into the QMS Scope of Application, Contract details (e.g. number of employees, exclusions, 
and shifts), quality policy, quality objectives/targets, management review results and 
applicable statutory and regulatory requirements of the university. 

Figure 9. (A) General Assembly initiated by the university president, Dr. Jude A. Duarte, which involved 

the  sharing  of  ISO  updates.  (B)  ASEAN  Engr.  Dexter  Chua  sharing  the  current  status  of  the  ISO 

accreditation  preparation  and  also  reminding  the  faculty  and  staff  the  things  that  are  yet  to  be 

accomplished. 

BA 
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 In the afternoon session, the external auditors focused on the review of management 

system documentation (e.g. roles, responsibility, and authority, HR/ Training Documentation, 
Internal Quality Audit) as well as the review of management system documentation (e.g. 
quality manuals/business process, quality plan, fundamental processes, organizational chart, 
internal audit, corrective actions, and risk management). At the end of the audit, the auditors 
presented the audit result. The stage 1 Audit revealed weaknesses which may be rated as 
nonconformities in the stage 2 audit. The auditors said that these weaknesses must be 
eliminated, so that the stage 2 audit can be carried out on time. Such weaknesses include the: 

 
1. Need of alignment of the Strategic Development Plan with the OPCR as well as 

further alignment of issues identified in the University wide environmental scanning 
during strategic planning with the current SWOT analysis of different department; 

2. Non-evident trainings/interventions, determining trainings/interventions and the 
implementation of training effectiveness evaluation;  

3. Need to align the number of years (retention) of documented information with the 
National Archive of the Philippines (NAP) and adequate protection and security of 
these documented information; 

4. Need to address the issues and the uncertainties of the needs and expectation of 
interested parties in the Risk Assessment (e.g. hectic schedule of stakeholders, 
changing preferences of students, lack of fund, lack of classroom, improper 
loading), as well as the need to identify the method in evaluating the effectiveness 
of actions taken on risks and opportunities; 

5. Need to formulate the action plans for the programs with no COPC and this will be 
checked next audit; and 

6. Review on coverage of the Control of Nonconforming Product/Service  (QSM 
11.03) which is limited on error in grades, non completion of topics, expired items, 
damaged equipment, customer complaints, inaccurate information and disputed 
billing as well as the issuance of CAR limited to noncompliances detected during 
audits and customer feedback as stated in Corrective Action procedure QSM 
11.04. 
 

After the presentation of results, the auditors informed the university officials the schedule of 
the next audit and the next steps and preparatory actions that needs to be taken. 

Figure  10. Ongoing  audit with  the  External  Auditors  and  the University 

officials. 
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III. ISO Consultancy Visits and Preparation Meetings for ISO 9001:2015 Audit 
Stage 2 

 
On January 10, 2020, a preparation meeting for ISO Audit Stage 2 was held at the 

LNU House with the participation of university officials, IQA Team, QMS Secretariat and Staff; 
the meeting was led by Dr. Espada. She presented the audit report of TUV Rheinland 
containing results of the ISO Audit Stage 1. The schedules of the upcoming consultancy visit 
and the ISO Audit Stage 2 were also presented. The Deadlines for completion and closure of 
Corrective Action Requests (CARs) and Opportunities for Improvement (OFIs) were set and 
agreed among the offices concerned. Suggestions and tips by Engr. Chua in formulating the 
Strategic Plan as well as the proposed service process were also presented during the 
meeting. 

 
On January 15, 2020, Dr. Espada conducted a separate meeting with the QMS 

Secretariat held at the QMS Office. The agenda include the assigning of tasks among the 
QMS Secretariat members for the upcoming consultancy visit and ISO Audit Stage 2.  

 
In order to address the possible existing nonconformities, the LNU Strategic Planning 

2020 was conducted. This two-day event took place at The Oriental Hotel from January 22-
23, 2020, which was organized by the Planning Office. The QMS Secretariat and staff also 
provided assistance in organizing the event. Two essential workshops were conducted with 
Engr. Chua—the resource speaker: (1) Review and Confirmation of Vision, Mission, and Key 
Result Areas (KRAs), and (2) Assessment of Institutional External and Internal Issues and 
Setting of OPCR, DPCR, and UPCR. On the last day, the Institutional SWOT, Strategic Plan, 
OPCR, DPCRs, and UPCRs were finalized. 

 
 
 

 
 

Figure 11. Engr. Chua discussing about the Mission and Key Result Areas (KRAs) during the first Workshop on 

Strategic Planning 2020 
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The sixth consultancy visit was held from January 30 to February 2, 2020. The main 

purpose of the visit was to conduct a mock audit to different offices and to re-orient for the last 
time the officials who were involved in the actual audit.  

IV. ISO 9001:2015 Audit Stage 2 
 
 The ISO 9001:2015 Audit Stage 2 was held on February 3 to 4, 2020. The opening 
meeting started with a welcome message from Dr. Duarte—the University President. Dr. 
Espada introduced Ms. Madilyn Plaza, Mr. Rolando Remitar, and Ms. Fronie Aligway— the 
External Auditors from TUV Rheinland. Within this two-day audit, the external auditors visited 
and audited all the offices of the University. They looked into the completeness and 
correctness of the quality manuals and other necessary documents of each office. They also 
conducted an ocular inspection in terms of proper filling, storage and documentation of records 
and documents. Mr. Remitar conducted a random classroom observation in the tertiary level.  
 After the audit, a closing meeting was conducted at the HRDC Gymnasium which was 
attended by the University officials, faculty and personnel. Miss Plaza presented the results of 
the audit. On the Audit Report, there were five positive observations from the auditors; these 
include: 

1. LNU’s performance on the board examination for Bachelor of Science  in 
Social Work (BSSW) and (Bachelor of Secondary Education) BSED; 

2. Student Publication Awards; 
3. High-commendable new dormitory facility and noteworthy evidence of its 

good record management; 
4. High-commendable  student tracer’s study by the Alumni Affairs; and 
5. Certificates of Recognition of LNU as Best Employer for CY 2018. 

 

Figure 12. Engr. Chua (most left) with the IQA Team during the Strategic 

Planning 2020 
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On the other hand, the ISO Stage 2 Audit revealed a total of twenty-nine (29) OFIs coming 
from the different offices and one (1) minor non-conformity. The audit concluded that LNU has 
established and maintains an effective system to ensure compliance with its policy and 
objectives. Therefore, the TUV Rheinland Auditors recommended the award of new ISO 
9001:2015 Certificate. Meanwhile, the non-conformity was promptly complied. LNU was 
officially ISO 9001:2015 Certified on February 18, 2020. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure  13.  Pictorial  with  Engr.  Engr  Chua,  Dr.  Espada,  Miss  de  Luna—QMS 
Secretariat member, and QMS Staff after a successful ISO Stage 2 Audit 
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V. Post-Audit Meeting in Preparation for ISO 9001:2015 Follow-Up Audit Year 2 
 
On February 5, 2020, a post-audit meeting with Engr. Chua was held at the Quality 

Assurance Evaluation Room. The assembly was attended by the University officials and office 
heads. The agenda include the discussions of plans and the next steps to undertake for 
compliance with CARs and OFIs in preparation for Year 2 Audit. 
 
 
A summary of activities with the involvement of QMS Office are shown in a timeline below: 

Date  Venue Activity Major Discussion and Outputs
August 13-16, 

2019 
LNU House and 
Cafeteria 

1st and 2nd 
Consultancy Visits 

 Introduction and overview requirements for ISO 
9001:2015 Certification by Engr. Dexter Chua 

Figure 14. The ISO 9001:2015 Certificate of LNU issued by the TUV Rheinland. 
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Date  Venue Activity Major Discussion and Outputs
 Affixation of signatures by the IQA and other 

LNU officials on the commitment wall 
 Thorough discussion and conduct of workshop 

in the construction of necessary documents for 
ISO certification 

 Conduct of session with regards to the proper 
documentation of University’s system 

 Assigning of tasks among the Internal Quality 
Audit (IQA) Team Members 

September 25- 
27, 2019 

Different offices of 
LNU (e.g. BAC 
Office, HRM Office, 
MIS Office, RDO 
Office, CES Office, 
Supply Office) 
Quality Assurance 
Evaluation Room 

3rd Consultancy Visit  Validation of manuals 
 Coaching and pre-audit of different 

Departments by the CQL Consultants 
 Conduct of IQA Workshop 
 Closing meeting with consultants and 

participants 

October 28-30, 
2019 

Quality Assurance 
Evaluation Room 
 
 
 
 
HRDC Gymnasium 

4th Consultancy Visit  Inventory, review, assistance, and finalization of 
QMS documents with all the offices 

 Review of the status of the ISO Certification 
preparations 

 Preparation of IQA Checklist to be 
accomplished 

 Facilitation of Management Review 
November 14, 
2019 

 5th Consultancy Visit 
Preparation with the 
QMS Secretariat 

 Assigning of tasks among the QMS Secretariat 
Members on editing proofreading and 
monitoring of office compliance, preparation of 
terminal reports and minutes during QMS 
activities, creation of committees for upcoming 
consultation visit and stages 1 and 2 audits 

November 28-30, 
2019 

Quality Assurance 
Evaluation Room 
 
 
 
 
Quality Assurance 
Evaluation Room 
 and QMS Office 

5th Consultancy Visit  Completion of Internal Quality Audit Records 
 Completion of QMS Documents including 

Manuals 
 Completion of QMS Documents for those with 

pending items 
 Drafting of Management Review Minutes/Re-

orientation of QMR/QMSD and Document 
Custodian 

December 17, 
2020 

Quality Assurance 
Evaluation Room 

ISO 9001:2015 
Certification Stage 1 

 Review of management system 
documentation and verification of 
management system implementation  

 Planning and preparation of audit plan for 
Stage 2 

January 10, 2020 LNU House  ISO 9001:2015 
Certification Stage 2 
Preparation Meeting 

 Conduct of Orientation for the schedule of  
Stage 2 Audit 

 Agreement on Completion/Closure of existing 
CARs and OFIs 

 Proposal of Revised Service Process 
 Lacking Documents 
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Date  Venue Activity Major Discussion and Outputs
January 15. 2020 QMS Office QMS Strategic and 

ISO Stage 2 
Preparation Meeting 

 Assigning and division of tasks among the 
QMS Secretariat 

January 22-23, 
2020 

The Oriental Hotel 
 

LNU Strategic 
Planning Workshop 

2020 

 Conduct of workshop on Review and 
Confirmation of Vision, Mission, and KRAs 

 Conduct of workshop on Assessment of 
Institutional External and Internal Issues and 
setting OPCR, DPCR, and UPCR 

 Finalization of Institutional SWOT, Strategic 
Plan, OPCR, DPCR, and UPCR 

January 31-
February 2, 2020 

Different offices 6th Consultancy Visit  Conduct of mock-audit by the ISO Consultants 
to different offices (including QMSO) 

 Finalization of all the QMS documents and 
manuals 

February 3-4, 
2020 

Different offices 
 
 
LNU HRDC 
Gymnasium 

ISO 9001:2015 
Certification Stage 2 

 Conduct of audit and inspection by TUV 
Rheinland Auditors on different offices I the 
university 

 Presentation of Audit Result in the Closing 
Meeting (1 minor non-conformity and 29 OFIs(1 
from the QMSO))  

 Orientation in preparation for the next ISO 
9001:2015 Year 2 Follow-Up Audit  

February 5, 2020 Quality Assurance 
Evaluation Room 

Post Audit Meeting  Discussion of plans in preparation for the next 
ISO 9001:2015 Year 2 Follow-Up Audit 

On-going tasks to be accomplished  Revision of IPCR 
 Formulation of University—wide NRRIP 
 Update of Risk Assessment according to the new 

SWOT analysis 
 
 
 
 

 
 
 


