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Introduction
The establishment of the UNESCO National Commission of the Philippines (UNACOM)
Quality Management System (QMS) is in compliance with the Administrative 161, s.
2006 and Executive Order 605, s. 2007, directing all department and agencies of the
executive branch including all government-owned and/or controlled corporations
and government financial institutions to institutionalize a Quality Management
System to enhance and standardize the quality of public service delivery to become
consistent with the International Organization Standardization (ISO).
UNACOM recognizes the QMS as a management tool to improve its overall
performance and its effectiveness in accordance with the requirement of ISO 90012008. It shall give emphasis to the agency background, organization, quality policy
and objectives, business processes, and procedures.
Revision/Amendment or Changes
Should there be changes in the scope of the QMS as well as in the UNACOM systems,
processes and structure, the current QMS Manual and its accompanying procedures
will be amended with corresponding communication/coordination with the Quality
Management Representative (QMR) to ensure that amendments or revisions are
incorporated in the manual.
Distribution
The QMS Records and Documentation Control Team Head is responsible for ensuring
that controlled copies of the QMS manual are issued to the document custodians of
respective units within UNACOM. As such, he or she will distribute and keep a list of
authorized holders of the QMS, which may be issued either as controlled or
uncontrolled copy. All uncontrolled copy shall be marked with “Uncontrolled” and
shall not be updated. Uncontrolled copy of the QMS manual may be distributed to
stakeholders or other entities upon approval or when demanded as a contract
requirement.

II.

Context of the Organization
2.1 UNACOM Profile
Ten years before UNESCO was organized, a high level of governmental body
known as the National Council of Education was created by President Manuel L.
Quezon by virtue of Executive Order No. 19 dated 19 February 1935. This Council
was an advisory body to the President on general educational policy, particularly
on matters of developing an educational system that would be responsive to the

2
QUALITY MANAGEMENT SERVICE
MANUAL
Document Code: UNACOM-QM-001

Page No.
Revision No.
Effectivity

needs of the Filipino people as they changed in political status from a dependency
of the United States of America to an autonomous commonwealth and finally, to
an independent republic.
The Council, headed first by Rafael Palma and later by Camilo Osias, Francisco
Benitez and Gabriel Manalac, assumed the responsibility of implementing
UNESCO’s programs in this country when it became a member of UNESCO in 1946.
However, it was abolished by Executive Order No. 94 issued by President Manuel
Roxas to give way to the establishment of the National Commission on
Educational, Scientific and Cultural Matters in 1947.
In the proper discharge of its obligation as a Member State, the First Philippine
Congress passed the Republic Act No. 176, authored by Proceso Sebastian, and
approved it on 20 June 1947 creating the NACESCUM. NACESCUM served as
liaison between UNESCO and the Philippine Government. Besides assuming this
and other UNESCO functions on the national level, it continued to give advisory
service to the President of the Philippines. It was, however, abolished by Executive
Order No. 392 issued by President Elpidio Quirino. Its functions which it assumed
for three-and-half years were relegated to the Department of Foreign Affairs on
January 1951.
To intensively endorse UNESCO’s targets on educational, scientific and cultural
development in the country, the Congress of the Philippines enacted Republic Act
No. 621 on 26 May 1951, authored by Senator Geronima T. Pecson which
established the UNESCO National Commission of the Philippines on 12 December
1951.
The National Commission served as an autonomous body attached for
administrative purposes to the Ministry of Foreign Affairs pursuant to the
explanatory note accompanying Senate Bill No. 262 which later became R.A. No.
621. A year and a half later, the National Commission was transferred to the Office
of the President on June 1953 in accordance with the provision of Republic Act No.
892 which amended R.A. 621. It began to function in January 1953 when it acquired
personnel for its secretariat working as a separate group headed by the Executive
Secretary.
In 1973, the Integrated Reorganization of the Government provided that all
secretariat or administrative staffs of the United Nations Committees in the
Philippines were abolished and their functions were transferred to the Office of the
United Nations Affairs, which would serve as the central secretariat of all United
Nations matters, However, in recognition of the unique character of the National
Commission and the effect of the Plan in its effective autonomous machinery,
President Ferdinand E. Marcos, passed a Presidential Decree 221 on 20 June 1973,
declaring that the National Commission be attached to the Ministry of Foreign
Affairs, and it shall coordinate with the Office of the United Nations and other
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International Organizations, of the Department of Foreign Affairs, and that the
Secretary of Foreign Affairs shall be its Chairman. The UNESCO National
Commission of the Philippines was transferred to the Department of Foreign Affairs
in 1976. Executive Order No. 850 dated 01 December 1982 governing the
reorganization of the Ministry of Foreign Affairs tasked the Ministry to “exercise
administrative supervision” over the UNESCO National Commission of the
Philippines.
The UNESCO National Commission of the Philippines (referred to as UNACOM)
was established by law (R.A. 621 in 1951) as amended by R.A. 892 in 1953 and R.A.
3849 in 1964) to honor the Philippines international commitment as a Member
State of the United Nations Educational, Scientific and Cultural Organization
(UNESCO).
Over the years and in view of the ever-changing contexts of national, regional and
international affairs, the role of the UNACOM, not unexpectedly, has evolved and
expanded to meet new and increasing complex needs and challenges. Hence,
beyond its advisory and liaison functions, the tasks of UNACOM grew to include a
more active role in the dissemination of public information on UNESCO’s
programmes and activities as well as in executing these; and pursuing its own
initiatives/activities to advance and operationalize nationally UNESCO’s mission
and mandate.
Today, UNACOM focuses its programs and activities along UNESCO’s five (5) fields
(also known as sectors) of competence, namely education, science, social and
human sciences, culture and communication and information.
UNACOM, which is chaired by the Secretary of the Department of Foreign Affairs,
is composed of appointive and ex-officio members. Its 45 members are appointed
by the Philippine President. The Chairman of the Committee on Education, Senate
and the Chairman of the Committee on Education, House of Representatives, serve
as ex-officio officials. The Chairperson and Commissioners are supported by a
Secretariat, headed by a Secretary General (also a Presidential appointee).
UNACOM works closely with the Permanent Delegate to UNESCO in Paris (also the
PH Ambassador Extraordinary and Plenipotentiary to France and Monaco) and with
the United Nations and International Organizations (UNIO).
UNACOM (1) provides invaluable service by strengthening the soft power already
being wielded by the DFA; (2) catalyzes local, national, regional and international
linkages and initiatives; (3) preserves nation’s heritage for generations to come;
and (4) promotes the nation’s role in the betterment of human life and its
environment.
Sectors

Education. UNESCO’s goals in the field of education are to help countries provide
quality, inclusive, and gender-fair education to their citizens from early childhood
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to higher and post graduate education; develop creative, responsible and engaged
global citizens; and promote lifelong learning. UNACOM, through its Education
Committee, brings together education stakeholders to ensure the confluence
between the country’s education agenda and the new global goals for education
as embodied in Sustainable Development Goal 4 (SDG-4) and the Education 2030
Framework for Action. It also pursues the ratification and implementation of
UNESCO’s normative instruments in education, participated in discussions on
quality assurance of technical vocational education and training qualification
processes, and supported the activities of the South East Asia Center of Lifelong
Learning and Sustainable Development. UNACOM supports the Associated
Schools Project Network (ASPNet) and the National Association of UNESCO Clubs
in the Philippines (NAUCP). It also maintains its linkage with various youth
organizations.

Natural Sciences. In the field of natural sciences, UNESCO’s aim is to instigate the
generation and application of scientific knowledge and to foster scientific
cooperation among member-states to create a culture of peace, address
sustainable development challenges, and eradicate poverty. UNACOM helps local
government units and Filipino scientists access UNESCO’s ongoing international
programmes in the sciences, such as the Man and the Biosphere Programme,
Intergovernmental Oceanographic Commission or IOC, and International
Geoscience and Geoparks Programme. In the International Oceanographic
Commission’s Executive Council, PH won a seat in June 2017 and will have a two
year term. The Executive Council identifies options for enhancing the role of IOC in
terms of institutional arrangements, financial resources, and relations with other
intergovernmental and international organizations. It also takes stock of the
achievements of the IOC as well as current and future needs in terms of ocean
science, observations and capacity-building.

Social and Human Sciences. UNESCO set the following goals for the social and
human sciences sector: promote research and intellectual cooperation as well as
develop international standards to engender social transformation based on the
values of justice, freedom and human dignity. With UNESCO’s global priorities in
mind, UNACOM, led by its Social and Human Committee, supports projects that
advocate the teaching of and adherence to ethical principles; raise the level of
engagement of the Filipino youth; and promote the dissemination of social science
research and intellectual exchanges. The major undertaking under SHS is the
Management of Social Transformation (MOST) Programme.

Culture. As the sole UN agency directly responsible for cultural concerns, UNESCO
has made it its mission to encourage countries to incorporate culture in their
development strategies; nurture people’s creativity and support creative industries;
promote cultural and linguistic diversity; and facilitate the preservation of cultural
heritage. UNACOM’s Culture Committee spearheads these efforts to equip
stakeholders with necessary skills to manage current world heritage sites while
pursuing the inscription of more world heritage sites in the country. UNACOM, in
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partnership with key PH agencies, continue to honor state party commitments to
UNESCO conventions on culture. The Philippines won a seat in
the Intergovernmental Committee for the Safeguarding of the Intangible Cultural
Heritage (ICH) during the 6th Session of the General Assembly of States Parties to
the 2003 Convention for the Safeguarding of the ICH at UNESCO Headquarters.
The Philippines will serve a 4-year term until 2020. PH had a very pro-active and
productive term in the World Heritage Committee from 2014 to July 2017.

Communication and Information. Freedom of expression, access to knowledge
and information, and media development—considered the building blocks of a
knowledge society—constitute the main advocacies of UNESCO under
communication and information. UNACOM’s Communication and Information
Committee pursues local initiatives that are aligned with UNESCO’s global
advocacies, specifically the Memory of the World Programme and Information for
All Programme .
2.2 Relationship of UNACOM with other Bodies/Agencies /Institutions/Partners
National Commissions and Partnerships
It is the constitutional obligation of each Member State to set up a National
Commission, the principal objective of which ought to be the involvement of
various ministries, agencies, institutions, universities, NGOs and individuals in the
work of the Organization. Established by their respective governments, National
Commissions should act as “meeting places” and “connecting bridges” between
national authorities and a broad range of national bodies and experts in UNESCO’s
fields of competence. While the realization of UNESCO’s goals is primarily
entrusted to governments, the National Commissions are expected to function as
an indispensible platform where national interests, ideas and cultures are
represented and interact.
Local Partners at the Governmental Level
UNESCO is the only organization in the United Nations system to possess National
Commissions. They cooperate with all UNESCO actors, in particular with the
Organization’s working on development projects in the field, and they help to
implement UNESCO’s programme in close cooperation with the Secretariat and
field offices. It’s Constitution invests National Commissions with a pivotal role in
the system of educational and cultural cooperation it establishes. UNESCO makes
every effort to ensure the development of partnerships in close collaboration with
the National Commissions concerned and in keeping with the values and goals the
Organization has set itself.
UNESCO encourages National Commissions to cooperate with national and
international partners, which stimulate their thinking and facilitate the achievement
of the Organization‘s objectives.
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“Partnerships, alliances and other linkages and mechanisms are powerful
instruments for addressing global issues, supported by a growing
internationalization of civil society and the private sector”.
Cooperation with a wide range of actors, partners and correspondents
(governmental and non-governmental) is part of the remit of the National
Commissions. It is vital to the effectiveness of its action to address global
challenges. It is enriched by the widely differing concerns and sensibilities of the
partners (local and national actors at the governmental and nongovernmental
level) involved in the thinking and activities of the National Commissions.
The Commission, given its status and its structure, is in close contact with the
governmental authorities, which participate in UNESCO’s work. Its principal
governmental correspondents are: Ministries/Departments/National Government
Agencies. In accordance with the Charter of National Commissions, each
Commission includes representatives of the ministerial departments that serve as
the Commission’s supervisory authorities. In some cases, the Commission is
integrated in the ministerial structure and operates as a department of the ministry
concerned. In other cases, the administrative departments responsible for
international cooperation are directly involved in the work of the Commission and
cooperate with the Organization. The departments primarily concerned with
UNESCO’s work are those responsible for education, culture, communication, and
science and technology, together with the departments responsible for foreign
affairs, the status of women, action in favour of youth, etc.
Permanent Delegation to UNESCO
Most Member States are represented by a Permanent Delegation to UNESCO in
Paris. This delegation ensures a permanent liaison between the Member State and
the UNESCO Secretariat. The Permanent Delegate is frequently an ex officio
member of his/her country’s National Commission, with which he/she maintains
close relations, in particular by informing it of ongoing developments at UNESCO.
Active cooperation by the National Commission with these potential partners
serves to strengthen considerably UNESCO’s action at the local level.
Local Partners at the Non-Governmental Level
Partners of the National Commissions at the non-governmental level are very
varied. Some contribute directly to the impact of UNESCO in the country, while
others may be concerned by particular activities.
a.

Partners linked to UNESCO’s mission and created under its auspices.
UNESCO Clubs, Centres and Associations. The National Commission has
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a particular responsibility with regard to the policies and action pursued
by UNESCO Clubs, Centres and Associations. Invested with the task of
helping to promote international solidarity, these clubs are generally
organized autonomously in a national federation. The National
Commission must ensure in particular that these clubs respect the ethical
stance of UNESCO, being especially vigilant concerning the use of
UNESCO’s acronym and logo.
Partners concerned with UNESCO’s mission
Local government units
National and local NGOs
The media. To perform its information function effectively, the National
Com- mission should cooperate with the media and involve them in its
main projects in order to give the latter greater public visibility
Civil Society. Improving relations with civil society constitutes an
important element in the reform programme of the UN, of which UNESCO
is one of the Specialized Agencies.
The private sector: private enterprises, foundations and other similar
bodies. The private sector acts as a partner in UNESCO’s priority
programmes. The National Commission can play an important role in
persuading private enter- prises to contribute financially to UNESCO’s
programme. It is also encouraged to involve them in its own activities.

International Partners (governmental and non-governmental)
The National Commissions cooperate with UNESCO’s international partners and
sometimes involve them directly in their work (e.g. United Nations Development
Programme). A distinction may be drawn between three types of partners at the
international level, whose action is relevant to the Sustainable Development
Goals:




United Nations system;
Other intergovernmental organizations, international (IGOs) or regional;
International non-governmental organizations (NGOs)

The National Commissions form a network that gears itself to UNESCO’s mission
and programme to undertake activities, whether in the form of meetings or
projects of com- mon interest, liable to receive the Organization‘s support.
Membership/Seats in UNESCO Bodies
The Philippines is a member of the UNESCO Executive Board (2017-2020). The
Executive Board is one of the three constitutional organs of UNESCO (the others
being the General Conference and the Secretariat) and it is elected by the General
Conference. The Board examines the programme of work for UNESCO and
determines/reviews the corresponding budget. It consists of 58 Member States
each with a four-year term of office. Other memberships are in the following:
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Intangible Cultural Heritage body, International Oceanographic Commission (IOC),
and Information for All Programme (IFAP).

2.3 Vision, Mission, Core Values
Vision
To be the primary enabling agency in maximizing Philippine engagement in
UNESCO and in advancing UNESCO programs in the country.
Mission
To serve as a consultative and liaison body that would bridge the work and
programs of the Philippine government with UNESCO’s own work in
education, the sciences, culture and communication.
To ensure that UNESCO’s mandates and programmes are promoted and
implemented in the Philippines through close partnerships or projects at the
national and local levels, with the UNESCO Secretariat at the Headquarters and
in the field, and other national commissions.
Core Values
Patriotism, Integrity, Professionalism, Excellence, Service

2.4 Organizational Structure
The UNACOM is chaired by the Secretary of Foreign Affairs. The Chairman provides
leadership and policy direction to the Commission. He/she also serves as the
Presiding Officer of the Commission and the Head ex-officio of the Executive
Committee. It has a Secretariat is headed by a Secretary-General (Executive
Director).
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2.5 Tenure of Office and Duties and Responsibilities of Officers
The members of UNACOM serve in honorary capacity for a term of three years.
Pursuant to R.A 3849, one-third of the Members appointed serve for one year, onethird for two years and one-third for three years. Members receive no
compensation or renumeration except per diems, for each day of actual attendance
in the sessions of UNACOM, its committees, or sub-committees. If the place of any
member shall be vacated before the end of his term, it shall be filled only for the
unexpired portion of the term.
UNACOM is chaired by the Secretary of Foreign Affairs and has the following key
duties/powers (which can be delegated as authorized by the Chair):
a. To call meetings of the UNESCO NatCom and authorize meetings of
committees and sub-committees;
b. To appoint members of committees, sub-committees and work parties
authorized by the UNACOM;
c. To settle obligations incurred by UNACOM when duly authorized.
The Vice-Chairperson is elected by the Commission from among its members and
shall serve for three years without the right to hold over and may be elected for a
second term only. The Vice-Chair performs Chairman’s duties and functions in the
absence or incapacity of the latter.
UNACOM Commissioners are appointed by the President of the Philippines.
a. Twenty-seven members designated by the President of the Philippines
through the UNACOM upon recommendation of organizations
interested in education, scientific, and cultural matters affiliated and duly
registered with the UNACOM;
b. Twelve members representing educational, scientific and cultural
agencies of the government; and
c. Four members designated at the discretion of the President.
The Commissioners (within the five sectors) powers and duties include, among
others:
a. Meet at least once a year on such date and place as it might designate;
b. Promulgate rules and regulations for the conduct of its own affairs;
c. Provide advice to the Government of the Philippines on matters relating
to the UNESCO and on the best ways and means by which educational,
scientific and cultural development could be best taken advantage of the
Philippines;
d. Serve as a liaison agency between the Government of the Philippines and
the UNESCO; and
e. Associate the principal bodies in the Philippines actually interested in
educational, scientific and cultural matters with the work of the UNESCO.
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2.6 Secretariat’s Key Officers and Responsibilities
The Secretary-General (Executive Director). The Secretary-General is the chief
operations officer of the Commission. He/she provides leadership in all aspects of
UNACOM activities and day-to-day overall management, supervision and direction
to the operation of the Commission. He/she recommends, implements, and
enforces policies, decisions/resolutions, orders, rules and regulations approved
and adopted by the Executive Committee and other government instrumentalities.
He/she provides advice and technical support to the Commission to carry out
efficiently the programmes of activities and projects of the UNESCO and
cooperative activities of other National Commissions.
He/she also leads the preparation of the yearly budget of the Commission and
defend said budget in the DBM and in both Houses and Congress. He/she
represents the Commission and participate in meetings, seminars, training and
conferences.
The Deputy Executive Director. The Deputy Executive Director supports the
Executive Director (Secretary-General) in the overall administration and
management of UNACOM’s operations as well as programmes and activities, by
conceptualizing and implementing policies that are aligned with the UNACOM’s
mandate, vision, mission and function. He/she shall also continuously improve the
general administration and support services policies and programs for effective
and efficient administrative operations of the Commission. With authority from the
head of agency, he or she represents the Commission and participate in meetings,
seminars, training and conferences. The Deputy Executive Director serves as the
Office-in-Charge in the absence of the Secretary General.
Development Management Officers. The Development Management Officers
(DMOs) are the technical staff assigned to each five (5) Sectoral Committees
namely, Education Committee; Science and Technology Committee; Social and
Human Sciences Committee; Culture Committee; and Communication and
Information Committee to assist in the management, monitoring and evaluation
of the Committee programs and projects, and facilitates Philippine participation in
regional/international meetings and conferences, consultations and scholarship
programs relevant to the assigned Committee/Sector and to which the country as
Member State is requested to attend. He/she responds to all questions regarding
the Sector and its programs and prepares all communications and briefing
materials on the Sector as well as the annual report for the Sector and other articles
for inclusion in the UNACOM publications and year-end report. With authority
from the Head of Agency (or the Deputy in case the head of agency is not
available), DMOs represent the Commission and participate in meetings, seminars,
training and conferences.
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2.7 UNACOM Quality Policy

The UNESCO National Commission of the Philippines
is the prime agency of the government committed to contributing
to peace and security by promoting collaboration among nations or
institutions through education, sciences, communication and information,
and culture, in pursuit of quality education, lifelong learning, heritage
and biodiversity protection and conservation, universal respect
for social justice, human rights and fundamental freedom
of all peoples.

LILA RAMOS SHAHANI
Secretary-General

13
QUALITY MANAGEMENT SERVICE
MANUAL
Document Code: UNACOM-QM-001

2.8

Page No.
Revision No.
Effectivity

Risk Assessment and Management (Internal and External Issues)

The following external and internal factors/issues are considered to affect the
efficient delivery of its services in accordance with the UNACOM’s mandate:
Political
 Political intervention
 Change in Administration
 Tenure of Appointees and
Affliliations

Economic
 Availability of Funds/Budget
Appropriation
 International and National
Policies

Social
 Health and Wellness of
Personnel
 Networks and Linkages
 Community

Technological
 IT System
 Cybersecurity
 Communication system
 Use of more advance
equipment to improve
efficiency

Legal
 Contracts and MOAs
 Intellectual Property
 Relevant civil service, audit,
and accounting laws, rules and
regulations
 Establishment of relevant
mechanisms with appropriate
legal basis (e.g. grievance,
internal audit, organizational
development)
 Adherence to international
conventions and agreements
(state commitment)

Environmental
 Adequate Office Space
 Establishment of system for
minimizing carbon footprint
and practicing reuse and
recycle
 Natural and Manmade
Calamities
 Manmade Calamities
 Accessibility/Location

Risks arising from these factors/issues as well as the corresponding action plans
are contained in ANNEX I. : Risk Analysis (Risks and Opportunity Registry,
which is monitored and updated as needed.
2.9

UNACOM QMS Scope
The ISO 9001:2015 Quality Management System applies to the UNACOM-QMS.

This covers the promotion of UNESCO programmes through the implementation
of UNACOM projects and activities. Included as well is the processing of request
for endorsement for tax and duty exemption, which is located the Ground Floor
of the Department of Foreign Affairs Bldg., 2330 Roxas Blvd., Pasay City.
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2.10 Relevant Interested Parties
The implementation of each project/activity is accomplished by forging formal
partnerships between UNACOM and implementing agency/body/organization/
individual (from public and private sector). Status and final reports are also
submitted to UNACOM. The partnership instrument and the reports serve as the
monitoring tools of UNACOM.
Members of the concerned UNACOM Committees are provided with a copy of
the reports for its information and evaluation. Evaluation of projects/activities is
discussed during the regular Committee meetings. Project/Activity reports can
also
be
downloaded
at
the
UNACOM
website,
for
public
information/dissemination.
There are instances where UNACOM implements projects / activities in
compliance with Philippines’ commitment to a particular convention/agreement.
Status reports are periodically submitted to UNESCO. These reports are
evaluated by UNESCO to check the country’s fulfillment of its obligations to a
particular convention/agreement.
UNESCO gives its findings and
recommendations to UNACOM based on the reports submitted. UNESCO also
conducts monitoring missions to the country if needed.
Currently, UNACOM is developing a knowledge management tool that would
serve as an information database and tracker of all projects and activities being
undertaken by the Office.
Interested Parties
UNESCO Headquarters,
Regional/Field Offices and
National Commissions

Needs

Expectations

Reports under the
different UNESCO
programmes

Timely submission

Inputs to questionnaires,
surveys

Time submission and
Substantive inputs

Nomination of
Timely submission
participants to meetings,
conferences, seminar,
workshops organized by
UNESCO and its partners
and other Member States
Nomination of qualified
applicants to various
fellowships, grants,
prozes and awards

Timely submission
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offered by UNESCO and
its partners and other
Member States
Dissemiantion of
information to the
various agencies and
institutions
Reports, inputs on
pertinent Permdel
matters

Disseminated the info to
concerned agencies/offices

Dissemination of
information to the
various agencies and
institutions

Timely dissemination of the
required information

DFA and its Concerned
Offices

Reports, inputs on
UNESCO matters

Timely submission of
substantive inputs

Minisries/Departments/
National Government
Agencies

Reports, information/
data

Timely submission of
substantive inputs

Local and International
Partner Agencies (e.g.
LGUs, UNESCO Clubs,
Centres, Media, NGOs,
iNGOs, CSOs, UN system

Information, data,
guidance, technical and
financial assistance

Appropriate information/
data, guidance, technical
and financial assistance

Supplier, Travel Agencies

Terms of Reference/
Contract

Timely release of payment
Transparency
Open communication

Top Management

Feedback
Accomplishment Report

Efficient personnel
Commitment to the service
Solutions to issues

Oversight Agencies ( CSC,
DBM, COA)

Reports
Regulatory Compliance

Applicants/Clients

Endorsement for tax and
duty exemption of
shipment under the
UNESCO Florence
Agreement

Provision of services
Compliance to
requirements
Approval of request

Permanent Delegation to
UNESCO

Timely submission of inputs
and comments
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2.11 Quality Management System and its Process

Management
Process

Core Process
Support
Process

• Strategic Planning
• Operations Management
• Performance Monitoring and Assessment

• Plan/program/project preparation, development and
finalization
• Coordination and communication
• Implementation
• Risk Management
• Research and Development
• Policy and Program Recommendation
• Promotion
• Feedback Generation
• Monitoring and Evaluation
•
•
•
•
•
•
•
•
•

Human Resources
Knowledge management and Information technology
Work Environment
Infrastructure and facility management
Legal Services
Accounting and FInance/Internal audit
Prcurement
Documentations and recording
General services

Programs and Project Aligned with UNESCO thrusts

Programs and Project
Development or Promotion

Feedback, Monitoring and
Evaluation

Consultation
with/Generation of inputs of
stakeholders and concerned
authorities

Coordination and
Implementation

Cost-Benefit analysis

Forging agreements or
formalizing engagement

Program/project Approval
and Inclusion in the Annual
Procurement Plan
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Promotion of UNESCO Programs/Projects/Activities

UNESCO
Program/Project/
Activity (PPA)

Forging of
partnerships or
collaboration

Project
implementation

UNACOM
Planning
session

Procurement
Process

Monitoring
and
evaluation

Presentation to
Commissioners
or Head of
Agency

Approval of
P/P/A

Feedback to
UNESCO, sharing
and cascading of
reports

Processing of Request for Endorsement of Tax and Duty-Free Exemption
Under the UNESCO Florence Agreement
Submission of Letter-Request
(e.g. Bill of Lading/Airway Bill, Invoice or Packing
List, and Postal Registry Notice if shipment
is thru Post Office);

Processing
based on the UNESCO Florence Agreement

Releasing of Endorsement
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III. Leadership and Governance
3.1 Responsibilities and Authorities of the QMS Team
The QMS structure facilitates the effective and efficient management of the
UNACOM-QMS at all levels of the organization. Functions and responsibilities are
defined as follows:
a. Top Management










Set direction and targets;
Ensures effectiveness of the QMS through risk-based thinking;
Establishes and communicates the Quality Policy;
Communicates the importance of meeting customer requirements
and other statutory and regulatory requirements, as well as the
effectiveness of the quality management system;
Responsible for the maintenance and continual improvement of the
QMS;
Provides resources and necessary logistics;
Determines and provides necessary resources and ensures their
adequate availability; and
Conducts Management Review meetings.

b. Quality Management Representative (QMR)







Oversees the overall management of the UNACOM-QMS;
Ensures the processes needed are established, implemented,
maintained and continually improved;
Ensures the conduct of Management Review at all levels;
Provides feedback/update to the top management on the status of
the QMS performance;
Ensures that the quality policy and quality objectives are relevant,
properly disseminated and understood; and
Reports QMS to top management for review and continual
improvement.

c. QMS Knowledge Management Team (QMT)



Ensures proper documentation of changes and revisions in
documents;
Ensures availability of relevant versions of applicable documents at
points of use;
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Ensures documents remain legible and readily identifiable and
retrievable;
Prevents the unintended use of obsolete documents; and
Ensures controls are established for identification, storage,
protection, retrieval, retention time and disposition of records.

d. Risk Management Team (RMT)




Performs oversight function in ensuring that the established risk
controls and related activities are consistently implemented;
Plans and coordinates effective and efficient use of risk control tools;
and
Ensures that risk-related information are maintained and retained.

e. Quality Workplace Team




Ensures a conducive work environment necessary in achieving
conformity to service requirements;
Ensures consistent implementation of the 5s program (sort,
systematize, sweep, standardize and self-discipline); and
Monitors and assess workplace cleanliness, orderliness, and safety.

f. Training and Advocacy Team





Provides administrative support in terms of training and advocacy in
the successful implementation and sustenance of the QMS;
Plans and coordinates effective deployment and efficient use of
resources of the project, in-line with training and advocacy activities;
and
Plans and coordinates echoing/cascading sessions on QMS-related
training.

g. QMS Internal Audit Team




Monitors whether the QMS is effectively implemented and
maintained;
Provides input to management review regarding the results of audits;
and,
Keeps tract of the implementation of the corrective and preventive
actions for nonconformance raised during audits

h. QMS Secretariat
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Provides administrative and technical support to successfully
implement the QMS, from systems development to third party
certification;
Facilitate the delivery of specific outputs with the QMS; and,
Plans and coordinates effective deployment and efficient use of
human, financial, and other physical resources for the QMS.

3.2 Top Management
The top management, composed of the Chairman, Secretary-General and the
Deputy Executive Director is responsible for establishing the policies, guidelines,
and processes and procedures in conducting the activities and operations of the
UNACOM.
Top Management ensures that the QMS processes are planned, implemented, and
monitored to meet the organization’s quality plan and objectives (QPOs) and the
ISO 9001:2015 requirements. The integrity of the QMS is maintained when changes
to improve the QMS are planned and implemented.
The UNACOM top management ensures that the QPOs, established through the
UNACOM, are consistent with the quality policy, meet the requirements for
processes and services, and improve the quality system and quality performance
of the agency.
The UNACOM’s established QPOs are measurable and reviewed annually against
performance goals.

IV. Core Processes
4.1
4.2
4.3
4.4
4.5
4.6
4.7
4.8
4.9
V.

Plan/program/project preparation, development and finalization
Coordination and communication
Implementation
Risk Management
Research and Development
Policy and Program Recommendation
Promotion/Information and Education Campaign
Feedback Generation
Monitoring and Evaluation

Support Process
5.1 Provision of Resources
UNACOM determines and ensures provision of appropriate resources needed in
the operation of the Commission based on approved UNACOM plans. Resources
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include among others, the provision of personnel; infrastructure/facilities;
workspaces; equipment and logistics; and finance requirements.
5.2 Human Resources
a. Personnel Management
The Personnel Management is tasked to implement programs relating to
selection, recruitment, examination, appointment, promotion, retirement,
separation from the service of personnel and formulates policies, standards,
rules and regulations for proper implementation of such programs.
Information on vacancies is disseminated through job postings on the
UNACOM website and advertisements in local newspapers. The recruitment
process involves written exams and interviews with HR and the top
management. Practical tests may be administered if necessary for the vacant
position.
b. Competency Development
Competency profiling is implemented to determine competency requirements,
as well as the current competencies and competency gaps. Actions to address
competency gaps are implemented through any of the following:






Formal trainings/on site study/field training
Workshops or seminars
Coaching and mentoring
Self-study and study groups
Job rotations

5.2 Infrastructure Management
The UNACOM QMS are at the Ground Floor of the Department of Foreign Affairs
(DFA) Main Office at 2330 Roxas Blvd., Pasay City. UNACOM premises are equipped
with equipment, facilities, and support service facilities that are managed by DFA
building management team and assisted by outsourced personnel.
As an attached agency, the UNACOM can use the facilities provided by DFA within
its premises such as auditorium, covered court, lobby and parking plaza, as well
as its building equipment such as among others, elevator, air-conditioning/
cooling, emergency power, plumbing, sewerage treatment plant (STP), lighting,
and fire-fighting systems.
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5.3 Work Environment
UNACOM promotes the well-being, satisfaction and motivation of its officers and
staff by providing them a work environment that is conducive for working and
learning. It has defined work stations and established quality workplace standards
that would uplift the working areas; foster teamwork; and establish a quality worklife to enable them to work more effectively and efficiently.
5.4 Legal Services
The legal officer provides correct and timely legal services, advice, and opinion to
UNACOM by reviewing contracts, agreements, and other legal documents, as well
as in drafting the Commission’s regulations and policies. UNACOM also consults
with the Office of Legal Affairs of DFA for advice concerning UNESCO conventions,
agreements and treaties.
5.6 Financial Management
The Financial Management Services is responsible in safeguarding the financial
resources of UNACOM through judicious utilization of government fund. It
supervises activities relating to budget preparation and management, accounting
and cash custodianship, prepares UNACOM’s annual budget requirements in
accordance with the DBM budget guidelines and installs and implements an
effective and effective budget management, monitoring and control system
including verification of financial transactions of the UNACOM, and provides the
management with the accurate, reliable and timely Financial Reports.


Accounting/Auditing - includes pre-audit that processes valid and legal
claims of external and internal creditors in line with government auditing
rules and regulations; and the financial unit, which provides efficient and
effective general accounting services involving UNACOM’s accounts
through the systematic recording of financial transactions, maintenance of
general ledger and preparation of related financial reports in accordance
with existing accounting and auditing rules.



Budgeting – facilitates the preparation and submission of the UNACOM
budget proposal, allocates funds within the approved budget and
monitors availability of funds.



Cashiering - formulates and implements systems and procedures to
ensure effective management, banking, control and recording of
collections received as well as the disbursement of UNACOM’s funds in
accordance with set government rules and procedures, geared towards
UNACOM’s targets.
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5.7 Procurement Management
The procurement procedure of UNACOM follows the provision under Republic Act
(R.A.) 9184, otherwise known as the Government Procurement Reform Act. All
procurement activities are within the approved budget of the procuring entity and
is in accordance with an approved Annual Procurement Plan (APP).
5.8 General Services
For an effective and efficient and management of resources, UNACOM is provided
with the following services:







Transportation services
Communication services
Internet services
Photocopying services
Housekeeping services to maintain sanitation and cleanliness
Subscription services

5.9 Documents and Records Management
a. Documentation Structure
The UNACOM-QMS implementation is documented/recorded in three levels.

Policies

Manual

Files/Records





Level 1 – Policies. UNACOM adopts the rules based on its charters and
relevant issuances and government rules and procedures.
Level 2 – Manual. The UNACOM Quality Manual, communicated through an
Office Order, serves as the primary systems manual for function-specific
processes and procedures in the UNACOM. It consist of the UNACOM
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Quality Policy, hierarchy of systems, and monitoring measures, as well as
practices and approaches that guide personnel in the conduct of processes.
UNACOM and UNESCO Manual of Operations serve as guide for streamlined
and harmonized operations of the Commission.
 Level 3 – Files/Records. UNACOM has a record database and filling system
for all its accomplished forms, incoming and outgoing communications,
reports, and briefing papers, among others.
b. Control for Documented Information
UNACOM implements a procedure for the creation, revision, approval, and
issuance of documented information. The guidelines for this procedure
defines the process for:







Drafting of documents for the approval of the signatory;
Routing and reviewing through qualified persons and approving of
documents prior to release;
Ensuring that relevant versions of applicable documents are available
at points of use;
Ensuring that documents remain legible and easily identifiable;
Ensuring that documents of external origin are identified and their
distribution controlled; and
Preventing the unitended use of obsolete documents and applying
suitable identification to them if they are retained for any purpose.

The UNACOM implements a procedure for the identification, collection,
indexing, access, filing, storage, maintenance, disposition of documented
information. The guidelines for this procedure defines the process for ensuring
that:







Records are indexed and grouped to facilitate their retrieval;
Cabinets, folders, computer discs, and other storage media
containing records are clearly labeld with identification of their
content;
Records are normally stored by the same office that initially
established them;
Records are stored in secured, dry and clean areas and cabinets are
provided;
Electronic records regularly backed up. Records and documents are
stored only in authorized computer drives and designated locations;
and
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Records are retained and/or disposed in compliance with the
Implementing Rules and Regulation of the Republic Act 9470, also
known as The National Archives of the Philippines Act of 2007.

c. Managing Internal and External Communication
The top management ensures that appropriate communication processes are
established within UNACOM and the communication takes place regarding the
effectiveness of the QMS.
Communication in the agency is facilitated through, but not limited to, the
following:
 UNACOM issuances, such as Officer Orders, memoranda and internal
routing slips;
 Notice for meetings;
 Designated emails for UNACOM personnel;
 Bulletin board and website postings;
 Availability of telephone lines; and
 General assemblies.
d. Client Communication
To effectively communicate with clients of the UNACOM, the methods, means,
and venues are as follows:





Public advisories on changes in requirements, documents, schedule, abd
other information through the UNACOM website;
Client feedback through a customer satisfaction survey;
Information, education, and communication materials; and
Social media platform – Facebook.

e. Control of Externally Provided Processes, Products and Services
Outsourced Services
Outsourced
Process/Product

Photocopying
Services

Service
Provider/
Supplier
Technical
Service
Provider

Controls

Contract
Quarterly
Compliance
Report

Responsible

Administrative/
Finance Unit

26
QUALITY MANAGEMENT SERVICE
MANUAL
Document Code: UNACOM-QM-001

Utilities

Technical
Service
Provider

Office supplies

DBM- PS
Suppliers

Contract
Billing
Statement
Contract

Page No.
Revision No.
Effectivity

Administrative/Finance
Unit

Administrative/Finance
Unit

Billing
statement
f. Performance Evaluation of Suppliers and Service Providers
The performance of outsourced service providers is monitored through client
feedback surveys, periodic compliance reports, and annual review of terms in
contracts. The outputs of evaluations are reflected in service agreements and
performance reports.

VI. OPERATION
Control of Externally Provided Processes, Products and Services
Outsourced Services
Outsourced
Process/Product
Photocopying
Services

Utilities

Office supplies

Professional
services

Service Provider/
Supplier
Technical
Provider

Technical
Provider

Controls

Service Contract
Quarterly
Compliance Report
Service Contract

DBM- PS
Suppliers
Professional pool

Billing Statement
Contract
Billing statement
Contract
Billing Statement
Performance
evaluation

Responsible

Administrative/
Finance Unit

Administrative
/Finance Unit
Administrative
/Finance Unit
Management team
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Administrative
/Finance Unit

Billing Statement
Performance
evaluation

ICT infrastructure

Technical
provider

User
feedback
generation
service Contract
Administrative
/Finance Unit
Billing Statement
Performance
evaluation

Web hosting and Technical
email services
providers

User
feedback
generation
service Contract
Administrative
/Finance Unit
Billing Statement
Performance
evaluation

Subscriptions

Publications

Notarial
and Technical
courier services
provider

Catering services

Food
provider

User
feedback
generation
Contract
Administrative
/Finance Unit
Billing Statement
User
feedback
generation
service Contract
Administrative
/Finance Unit
Billing Statement

service Contract
Billing Statement
Feedback
generation

Administrative
/Finance Unit
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PERFORMANCE EVALUATION
UNACOM performs monitoring, measurement, analysis, and improvement to
demonstrate and ensure conformity of the QMS and continuously improve its
effectiveness:
a. Stakeholders’ Satisfaction. UNACOM monitors the service outcomes in
terms of meeting the stakeholders’ requirements and expectations before,
during and after delivery of services. Periodic gathering of stakeholders’
feedback and perception are conducted through: Focus Group Discussion,
Transactional Feedback Management, UNACOM website and personal
appearance to UNACOM office.
b. Clients’ Satisfaction Surveys/Feedback thru various Communication
channels
c. Compliance Audit. The Commission on Audit (COA) examines, audits, and
settles all accounts pertaining to the revenue, and receipts of, and
expenditures or uses of funds and property, owned or held in trust by, or
pertaining to, the Government. The UNACOM’s Accountant does the
comprehensive pre-audit of the Commission’s operations, in accordance
with the Government Accounting Manual.
d. Internal Audit. UNACOM maintains an Internal Quality Audit (IQA)
procedure to verify whether quality activities and related results conform to
the measures and standards to determine the effectiveness of the QMS.
e. Process Monitoring. UNACOM monitors its processes through status and
accomplishment reports as well as compliance to required forms and
templates on a regular basis. In this manner, non-compliance could be easily
detected and immediately addressed.
f. Management Review. UNACOM conducts quarterly management review
which includes assessment of annual procurement plan and year end
assessments. The UNACOM team reviews the quality management system
at least once a year, to ensure its continuing suitability, adequacy and
effectiveness. The review includes assessing opportunities for improvement
and the need for changes to the quality management system, including the
quality policy and quality objectives.
The inputs to management review include information on, but not limited,
to:



Status of Action from previous Management Review;
Changes in the external and internal issues that are relevant to the
QMS;
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Customer Feedback/Satisfaction Data Results and Analysis;
Feedback from relevant interested parties;
Status of Performance vis-à-vis Quality Plan and Objectives;
Relevant needs related to operational processes;
Nonconformities and corrective actions via Requests for Action (RFA)
and RFA Registries;
Performance of external providers (Job Contracts, Consultants,
Resource Person, Suppliers, Service Provider, Experts and Service
Providers);
Resource issues/needs and status;
Risk and Opportunities’
Effectiveness of actions to identify risks via Risk Opportunities
Registry;
Suitability of the Quality Policy;
Changes affecting the QMS; and
Recommendations for Improvement.

The outputs to management review include actions related, but not limited,
to:




Opportunities for Improvement;
Need for changes to the QMS, if any; and
Client and Resource needs.

The Management documents the improvement as Action Plans. QMS
Secretary retains notes and other reports as management review records.
g. Analysis and Evaluation. UNACOM collects and analyses data to
demonstrate the suitability and effectiveness of the QMS and to identify
improvements that can be made. Data are analyzed to provide information
on: stakeholders satisfaction, characteristics of processes, trends and
services, supplier performance evaluation, and annual audited performance.
VIII. IMPROVEMENT
8.1

Control of Nonconforming Outputs
The UNACOM ensures that services provided which do not meet requirements
are identified and controlled to prevent unintended release of documents to
the clients and corrected it is has been delivered.
Records of the nature of nonconformities and any subsequent actions taken,
including concessions obtained, shall be maintained.
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Corrective Action
The UNACOM determines corrective actions to eliminate the causes/possible
causes of a detected non-conformity or other undesirable situation to prevent
recurrence.
The documented procedure includes:
a. Effective handling of client’s complaints;
b. Use of information such as clients’s comments/feedback, audit reports,
quality records, service reports and others to detect, analyze, and
eliminate causes of non-conformities;
c. Identifying nonconformities and its causes;
d. Determining controls to be applied to ensure effective implementation
of corrective actions;
e. Recording changes in procedures that result from corrective actions and
immediately disseminating these to concerned Officer; and
f. Recording and reviewing the effectiveness of the corrective actions taken
for submission to management.

8.3 Continual Improvement
The UNACOM continually improves the effectiveness of the quality
management system through the use of the Quality Policy, Quality Plan and
Objectives, audit results, analyzed data, corrective actions, and Management
Review.
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