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Section 0.0   Scope

Contact Details of DPDC
	SL.
	Particulars
	Information

	A
	Name of the Organization
	Dhaka Power Distribution Company Ltd.

	B
	Address
	1, Abdul Gani Road, Dhaka Bangladesh.

	C
	Contact Person
	Managing Director

	D
	Contact no
	Mobile- 01730335000

 : 88-02-9563520

	E
	E-mail
	cs@dpdc.org.bd

	F
	Website
	www.dpdc.org.bd


Declaration

This manual is the property of Dhaka Power Distribution Company Ltd. (DPDC). No part of this manual shall be copied without the prior permission of the Managing Director, DPDC or Authorized Official. The Management Representative (MR) may distribute uncontrolled copies to the customer representatives, donor agencies, relevant government officials, third party auditors, and internal auditors or to any other person  after obtaining prior permission of the Managing Director, DPDC with proper seal and declaration like: Not for Official Use / Not Controlled.

The manual defines Quality Management System (QMS) of DPDC to be followed within the organization.
Amendment 

All amendments to this manual shall be made according to the procedure for the Control of Documents. The amendment sheet, which identifies the nature of changes in the document, shall be updated whenever any change takes place. All copies of the manual shall have the updated amendment sheet with version mentioned.

Whenever a page of the manual is changed, the issue number of the corresponding page shall be updated and shall be recorded in the amendment sheet as shown below.

Whenever several pages are changed, the issue number / version shall be increased by 1 (one) and the revision number of all pages shall also be increased.

MR shall initial all pages of the manual and the subsequent amendments with the approval from the Managing Director.
	Page
	Sec/Para
	Description of Amendment
	Reason for Change
	Initiated/ Approved

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Distributions
Controlled copies of this Manual are distributed to the following persons:

	SL.
	Receipt
	Copy No.

	01.
	Chairman, DPDC Board of directors  
	01

	02.
	Managing Director, DPDC  
	02

	03.
	Executive Directors ( 4 Nos.)
	03 to 06

	04.
	Company Secretary/Chief Engineer/ General Manager (13 Nos.)
	07 to 19

	05.
	SE/DGM/CMO (47 Nos.)
	20 to 66

	06.
	MR
	Master document


The master copy is held by the MR and does not have any copy number. The master copy will be stamped "Master Document" on the reverse of the pages and other copy stamped “Controlled Copy”

The MR is authorized to issue uncontrolled copies.

About Dhaka Power Distribution Company Limited
Dhaka Power Distribution Company Limited (DPDC) is one of the largest power distribution companies in Bangladesh. It had been incorporated on 25th October, 2005 under the Companies’ Act 1994 with an authorized share capital of Tk. 10,000 (Ten thousand) crore divided into 100( One hundred ) crore Ordinary share of Tk. 100 each.

The company was granted permission to commence business from 25th October, 2005 and started its function from 14th May 2007. The company started its commercial operation on 1st July of 2008 by taking over all assets and liabilities from the then DESA. As on June 30,2014, a total number of customers have reached at 9,25,437.
Geographically DPDC’s operational area encompasses Mohammadpur, Sher-e-Banglanagor, Tejgaon Industrial area, Rampura TV Center & Banasri in the north and the river Burigonga in the south. The boundary of DPDC in the east is marked by the Shitolaksha river and in the west by the river Turaj. Total area of DPDC is 350 sq.km. Set-up manpower of DPDC is 5225.
DPDC has decided to replace the traditional meters to prepaid metering system.  DPDC has installed 10,000 (Ten thousand) Pre-payment meter at NOCS Azimpur area. All the single phase and three phase meters will be replaced by Pre-payment meter .
At present, DPDC’s system capacity at 33kV level is 1892 MW/2365 MVA . DPDC has a plan to increase its capacity at 33 kV level to 6858 MW by 2025. As on June 30, 2014, the total electricity lines have reached at 4266 kilometers. 
To enhance customers’ care and satisfaction, DPDC has developed and implemented the Computerized Complaint Management System for tracking and monitoring the customer complaints at its Dhanmondi and Adabor offices. Now DPDC is going to establish a Complaint  Management System for all customers. 

The Board OF Directors is the ultimate authority for the overall management of the company within the framework of the prevailing law. The Board comprises 12(Twelve) Directors nominated by the Government. Under the guidelines of the Board OF Directors, DPDC’s strategic functions are run by a management team headed by the Managing Director and five Executive Directors i.e. Executive Directors(Tec.), Operation, Executive Directors(Tec.), Engineering, Executive Directors(Tec./ICT), ICT & Procurement,. Executive Directors (Finance), & Executive Directors (Admin.& HR). The DPDC  Board has the following listed office bearers:

a) Chairman
b) Directors
c) Secretary

The functions of the DPDC Board are :

            Subject to the provisions of the Act without prejudice to the general power conferred by these Articles, the Board shall have the powers:

(a)
To make, vary and repeal from time to time be laws for the regulation of the business of the Company its officers and servants.

(b)
To pay and charge to the capital account of the Company any interest lawfully payable thereat under the provisions of the Act.

(c)
To purchase, take on lease or otherwise acquire for Company property, rights or privileges which the Company is authorized to acquire at such price and generally on such terms and conditions as they think fit.

(d)
To pay for any property or rights acquired by or services rendered     to the Company, either wholly etc. or partially in case or in shares, bonds, debentures, debenture stock or in shares that may be issued either as fully paid up or with such amount credited as paid up thereon as may be agreed upon, any such bonds and business debenture stock or other securities may be either specifically charged upon or any part of the property of the Company and its uncalled capital or not so charged.

(e)
To secure the fulfillment of any contracts or engagements entered into the Company by mortgage or charge of all or any of the property of the Company and its unpaid capital for the time being or in such other manner as they think fit.

(f)
To refer any claim or demand by or against the Company to arbitration and observe and perform the awards.

(g)
To invest in the Bangladesh Bank or in such securities as may be approved by GOB and deal with any of the moneys of the Company upon such investment authorized by the Memorandum of Association (not being shares in the Company) and in such manner as they think fit and from time to time to vary realize such investments.
(h)
To provide for the welfare of employees or ex-employees of the Company or of its predecessors in business and the wives, widows and families of the dependants or connections of such employees or ex-employees by building or contributing to building of houses, dwelling or by grants of money allowances, bonuses, profit sharing bonuses or benefit or any other kind or by creating and from time to time subscribing or contributing to provident and other association instructions funds, profit sharing or other schemes or trusts or by providing or subscribing or contributing towards places of instructions and recreation hospitals and dispensaries, medical and other attendance and any other form of assistance welfare or relief as the Directors shall thinks fit.

(i)
To subscribe or otherwise to assist or to guarantee money to scientific institutions or objects.

(j)
To set aside before recommending any dividend out of the profit of the Company such sums as they may think proper of depreciation or to depreciation fund Reserve or Reserve fund to meet contingencies or to repay Redeemable dividends and for repairing replacements improving extending and maintaining any part to the properties of the Company and for such other purpose (including their purposes refereed to in the sub-clause (i)  as the Director may in their absolute discretion think conducive to the interests of the Company and to invest the several sums so set aside or so much thereof as required to be invested upon such investments (subject to restrictions imposed by the Act) as the directors may thinks fit; and from time to time to deal with the very such investments and dispose of and apply and expend all or any part thereof for the benefit of the Company in such manner and for such purposes as the Directors (subject to such restrictions as aforesaid) in their absolute discretion think conducive to the assets of the Company notwithstanding that the matters to which the Director apply or upon which they expend the same or any paid thereof, may be matters to or upon which the capital moneys of the Company might rightly be applied or expended and to divide the Reserve Fund into such special funds as the Directors may think fit to employ the assets constituting all or any of the above funds, including the Depreciation Fund in the business of the Company or in the purchase or repayment of Redeemable Preference Shares and that without being bound to keep the business of the Company or in the purchase or repayment of Redeemable Preference Shares and that without being bound to keep the same separate from the other assets and without being bound to pay or allow interests on the same with power however to the Directors at their discretion to pay or allow to credit such fund interest at the rate as the Director may think proper, not exceeding 6% per annum.   

(k)
To create such posts, other than those to which appointment is made by the GOB as they may consider necessary for the efficient conduct of the Company’s affairs and to determine the scale of pay and other terms thereof.

(l)
To appoint and at their discretion remove or suspend such Managers, Secretaries, Officers, Clerks, Agents and Servants from permanent temporary or special service as they may from time to time think fit and to determine their powers and duties and  fix their salaries or emoluments and require security in such instances and such amounts as they may think fit and also without prejudice as aforesaid from time to time to provide for the management and transaction of the affairs of the Company in specified locality in Bangladesh in such manner as they think fit.

(m)
Subject to Section of the Act, to sub-delegate all or any of the powers authorities and discretion for the time-being vested in the Directors, subject however, to the ultimate control and authority being retained by them.

(n)
Any such delegate or attorney as aforesaid may be authorized by the Directors to sub-delegate all or any of the powers authorities and discretion for the time being vested in them.

(o)
To advance money to subsidiaries and associated organizations on such terms and conditions as they may consider desirable.

 The board has constituted three sub-committee to oversee and guide specific activities of DPDC. They are Audit Committee, Procurement Review Committee and Recruitment and Promotion Committee. 
DPDC has been taking many nation building activities. BPDC is playing an important role in the national economy by contributing significantly to the national exchequer through regular payment of Custom Duty, VAT, and AIT.    
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Fig 1: Organizational Structure Of DPDC
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Fig 2: Brief Organogram Of DPDC
[image: image3.png]Continuous improvement of the

quality management system \

:

Management
responsibility

uonorysIes

—
£

Measurement.
8 Resource analysis ’ ~
n
= management i o
S 1mprovement

Product N
input realization output |

sjuowaInboy

Product

\

JowoIsn))





Fig 3 : Process Model Followed  in DPDC
Instructions Flow Chart
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Fig 4 : Main Process Flow Chart of DPDC
Section 1.0   Scope

Organization (DPDC) Profile

Our scope of work is

“Electricity Distribution Management”

1.1 General 

Dhaka Power Distribution Company Limited (DPDC) has adopted the Quality Management System (QMS) described in this manual to demonstrate its capability to consistently provide services which meet quality standards and applicable regulatory requirements, therefore operating with increased effectiveness and efficiency with the overall aim of enhancing customer satisfaction. Our QMS utilizes the process, approach and quality management principles contained in the international standards: ISO 9000,ISO 9001 and ISO 9004 to enhance our ability to continually improve.  

Dhaka Power Distribution Company Limited (DPDC) has been providing electricity to the people of Dhaka city and Narayangonj urban area for 7 years. Continued support from the Government of Bangladesh, the donor community, business community and customers will help this program continue to expand, providing the gift of electricity to: 


Domestic


Agriculture

Small Industries

Non Residential Light and Pump

Commercial

Medium Voltage
Extra High Voltage

High Voltage
Street Light and Pump

1.2 
Application
Our QMS complies with all applicable requirements contained in ISO 9001:2008, covers the design and provision of all company services, and encompasses all. The following table identifies ISO 9001:2008 requirements not applicable to this organization and provides a brief narration justifying their exclusion from the scope of this QMS:
	Exclusion Table
For ISO 9001:2008 requirements

	Clause or Sub-clause
	Exclusion
	Justification

	7.5.2(Validation of    process)
	Yes
	It is not applicable for our organization because we supply electricity to our consumers in single and 3 phase connections where we have internationally recognized equipment to check the following: and we maintain records. Voltage, Current, Power, Energy Measurement (KWH), Power Factor. Related records are maintained in this regards.   

	7.5.4 (Customer Property)
	Yes
	We do not use customer property.


Table 1:  Exclusion Table
Section 2.0
 Reference Documents
The following external documents contain provisions which, through reference in this manual, constitute provisions of the QMS:

Bangladesh Electricity Act 1910

Bangladesh Electricity Rules 1937

Public Procurement Act 2006

Public Procurement Regulation 2008

Income tax Ordinance, 1984

VAT Act, 1991

Custom Act, 

Companies’ Act  1994
DESA repeal
 Electricity Tariff Rules 1989

ISO 9000 Quality management systems – Fundamentals and vocabulary  

ISO 9001 Quality management systems – Requirements

ISO 9004 Quality management systems – Guidelines for performance improvements

ISO 19011 : 2011 Guidelines for Auditing

Section 3.0
 Terms and Definitions

Clauses refer to ISO 9000: 2005

3.1.1

quality

degree to which a set of inherent characteristics  fulfils requirements 

3.1.2

requirement

need or expectation that is stated, generally implied or obligatory

3.1.4

customer satisfaction

customer's perception of the degree to which the customer's requirements (3.1.2) have been fulfilled

3.2.3

quality management system

management system (3.2.2) to direct and control an organization (3.3.1) with regard to quality (3.1.1)

3.2.4

quality policy

overall intentions and direction of an organization (3.3.1) related to quality (3.1.1) as formally expressed by

top management (3.2.7)

3.2.5

quality objective

something sought, or aimed for, related to quality (3.1.1)

3.2.7

top management

person or group of people who directs and controls an organization (3.3.1) at the highest level

3.2.10

quality control

part of quality management (3.2.8) focused on fulfilling quality requirements

3.2.11

quality assurance

part of quality management (3.2.8) focused on providing confidence that quality requirements will be fulfilled

3.2.12

quality improvement

part of quality management (3.2.8) focused on increasing the ability to fulfil quality requirements

3.2.13

continual improvement

recurring activity to increase the ability to fulfil requirements (3.1.2)

3.3.1

organization

group of people and facilities with an arrangement of responsibilities, authorities and relationships

3.4.1

process

set of interrelated or interacting activities which transforms inputs into outputs

3.4.2

product

result of a process (3.4.1)

3.4.5

procedure

specified way to carry out an activity or a process (3.4.1)

3.5.1

characteristic

distinguishing feature

3.5.4

traceability

ability to trace the history, application or location of that which is under consideration

3.6.1

conformity

fulfillment of a requirement (3.1.2)

3.6.2

nonconformity

non-fulfillment of a requirement (3.1.2)

3.6.3

defect

non-fulfillment of a requirement (3.1.2) related to an intended or specified use

3.6.4

preventive action

action to eliminate the cause of a potential nonconformity (3.6.2) or other undesirable potential situation

3.6.5

corrective action

action to eliminate the cause of a detected nonconformity (3.6.2) or other undesirable situation

3.6.6

correction

action to eliminate a detected nonconformity (3.6.2)

3.6.10

scrap

action on a nonconforming product (3.4.2) to preclude its originally intended use

3.6.11

concession

permission to use or release a product (3.4.2) that does not conform to specified requirements (3.1.2)

3.6.12

deviation permit

permission to depart from the originally specified requirements (3.1.2) of a product (3.4.2) prior to realization

3.6.13

release

permission to proceed to the next stage of a process (3.4.1)

3.7.1

information

meaningful data

3.7.2

document

information (3.7.1) and its supporting medium

3.7.3

specification

document (3.7.2) stating requirements (3.1.2)

3.7.4

quality manual

document (3.7.2) specifying the quality management system (3.2.3) of an organization (3.3.1)

3.7.5

quality plan

document (3.7.2) specifying which procedures (3.4.5) and associated resources shall be applied by whom

and when to a specific project (3.4.3), product (3.4.2), process (3.4.1) or contract

3.7.6

record

document (3.7.2) stating results achieved or providing evidence of activities performed

3.8.1

objective evidence

data supporting the existence or verity of something

3.8.2

inspection

conformity evaluation by observation and judgement accompanied as appropriate by measurement, testing or

gauging

3.8.3

test

determination of one or more characteristics (3.5.1) according to a procedure (3.4.5)

3.8.4

verification

confirmation, through the provision of objective evidence (3.8.1), that specified requirements (3.1.2) have

been fulfilled

3.8.5

validation

confirmation, through the provision of objective evidence (3.8.1), that the requirements (3.1.2) for a specific

intended use or application have been fulfilled

3.8.7

review

activity undertaken to determine the suitability, adequacy and effectiveness (3.2.14) of the subject matter to

achieve established objectives

3.9.1

audit

systematic, independent and documented process (3.4.1) for obtaining audit evidence (3.9.4) and evaluating

it objectively to determine the extent to which audit criteria (3.9.3) are fulfilled

3.9.3

audit criteria

set of policies, procedures (3.4.5) or requirements (3.1.2)

3.9.4

audit evidence

records (3.7.6), statements of fact or other information (3.7.1) which are relevant to the audit criteria (3.9.3)

and verifiable

3.9.5

audit findings

results of the evaluation of the collected audit evidence (3.9.4) against audit criteria (3.9.3)

3.9.6

audit conclusion

outcome of an audit (3.9.1) provided by the audit team (3.9.10) after consideration of the audit objectives and

all audit findings (3.9.5)

3.9.9

auditor

person with the demonstrated personal attributes and competence (3.1.6 and 3.9.14) to conduct an audit
3.9.11

technical expert

〈audit〉 person who provides specific knowledge or expertise to the audit team (3.9.10)

3.9.13

audit scope

extent and boundaries of an audit (3.9.1)

3.9.14

competence

demonstrated personal attributes and demonstrated ability to apply knowledge and skills

3.10.4

measuring equipment

measuring instrument, software, measurement standard, reference material or auxiliary apparatus or

combination thereof necessary to realize a measurement process (3.10.2)

Abbreviations

	AA
	 :   
	Assistant Accountant/ Accounts Assistant

	ABS
	 :   
	 Air Break Switch

	ACCT
	 :   
	Accountant

	ACR
	 :   
	Automatic Circuit Recloser

	ADP
	 :   
	Annual Development Program

	AE
	 :   
	Assistant Engineer

	AM
	 :   
	Assistant Manager

	APP
	 :   
	Annual Procurement plan

	BD
	 :   
	Bangladesh

	BOD
	 :   
	Board of Director

	BPDC
	 :   
	Bangladesh Power Development Board

	BS
	 :   
	Bill Supervisor/ Bill Server

	CAR
	 :   
	Corrective Action Request 

	CC
	 :   
	Complain Center

	CCO
	 :   
	Chief Co-ordination Officer

	CE
	 :   
	Chief Engineer

	CJ
	 :   
	Cable Jointer

	CO 
	 :   
	Computer Operator

	C&P                  
	 :   
	Contract & Procurement

	CPL&PA
	 :   
	Central Payment, Loan & Project Accounting

	CR
	 :   
	Collection Report

	CMO
	 :   
	Chief Medical officer

	CS
	 :   
	Company Secretary/Complain Supervisor

	CSA
	 :   
	Customer Service Attendent

	CSS
	 :   
	Commercial Support System

	CT
	 :   
	Current Transformer

	DC
	 :   
	Disconnection

	DEO
	 :   
	Data Entry Operator

	DGM
	 :   
	Deputy General Manager

	Div
	 :   
	Division 

	DM
	 :   
	Deputy Manager

	DMR
	 :   
	Deputy Management Representative

	DNP
	 :   
	Disconnection for Nonpayment

	DPS&D
	 :   
	Design, Policy, Standard & Document

	DPDC
	 :   
	Dhaka Power Distribution Company

	DPM
	 :   
	Direct Procurement Method

	DSS
	 :   
	Distribution Support Service

	ED

	 :   
	Executive Director

	E&T                 
	 :   
	Estate and Transport

	ER&D

	 :   
	Employee Relations & Discipline

	ERC

	 :   
	Equipment Record Card

	ED

	 :   
	Executive Director

	E&T                    :
	 :   
	Estate and Transport

	F&B                
	 :   
	Fund & Banking

	FM&A             
	 :   
	Financial Management & Accounting

	GM
	 :   
	General Manager

	GOB
	 :   
	Government of Bangladesh

	GIS
	 :   
	Geographical Information System

	G&RA
	 :   
	Government & Revenue Audit

	HT
	 :   
	High Tension

	HR
	 :   
	Human Resource

	IAC&C              
	 :   
	Internal Audit, Control & Compliance

	ICT
	 :   
	Information and Communication Technology

	IEC
	 :   
	International Electro Technical Commission

	ISO
	 :   
	International Organization for Standardization

	JAM                
	 :   
	Junior Assistant Manager            

	JV
	 :   
	Journal Voucher

	JD
	 :   
	Job Description

	KPI
	 :   
	Key Point Installation / Key performance Indicator

	KVA
	 :   
	Kilo Volt Ampere

	KWH
	 :   
	Kilo Watt Hour 

	LM
	 :   
	Lineman Mate

	LT
	 :   
	Low Tension

	LTI
	 :   
	Low Tension Industry 

	LTM
	 :   
	Limited Tender Method

	MA                   
	 :   
	Medical Assistant

	MD                 
	 :   
	Managing Director

	MO                 
	 :   
	Medical Officer

	MOD              
	 :   
	Monthly Operation Data

	MPEMR
	 :   
	Ministry of Power, Energy and Mineral Resources

	MR
	 :   
	Management Representative

	M.R
	 :   
	Meter Reader

	MT
	 :   
	Meter Tester

	MRM
	 :   
	Management Review Meeting

	MRC
	 :   
	Management Review Committee

	MVA
	 :   
	Mega Volt Ampere

	NC
	 :   
	Non Conformity 

	NOCS                  
	 :   
	Network Operation & Customer Service

	OA               
	 :   
	Office Assistant 

	OACO
	 :   
	Office Assistant Cum Computer Operator

	OTM
	 :   
	Open Tender Method

	O&M
	 :   
	Operation & Maintenance 

	OS
	 :   
	Office Supervisor

	PA         
	 :   
	Private Assistant

	PAR
	 :   
	Performance Appraisal Report

	PCM
	 :   
	 Peon-cum Messenger

	PD
	 :   
	Project Director

	PGCB                      
	 :   
	Power Grid Company of Bangladesh

	P&D                        
	 :   
	Planning & Development

	PPR
	 :   
	Public Procurement Rules 

	PS
	 :   
	Personal Secretary

	PSR
	 :   
	Primary Survey Report

	PSS&E
	 :   
	Procurement, Store & Environment

	PV                  
	 :   
	Payment Voucher

	QB
	 :   
	Quality Objective

	QMS
	 :   
	Quality Management System

	QP
	 :   
	Quality Policy

	QB
	 :   
	Quality Objective

	QMS
	 :   
	Quality Management System

	QP
	 :   
	Quality Policy

	RA                    
	 :   
	Regulatory Affairs

	RC
	 :   
	Reconnection

	RR
	 :   
	Receiving Report 

	RTO
	 :   
	Receptionist Cum Telephone Operator

	RTO
	 :   
	Receptionist Cum Telephone Operator

	SA
	 :   
	System Analyst

	SAA
	 :   
	Senior Accounts Assistant

	SAIDI
	 :   
	System Average interruption Duration Index

	SAIFI
	 :   
	System Average interruption Frequency index

	SBA                  
	 :   
	Switch Board Attendant

	SCADA 
	 :   
	Supervisory Control & Data Acquisition

	SDE                 
	 :   
	Sub Divisional Engineer

	S&E                 
	 :   
	Safety & Environment

	SE
	 :   
	Superintending Engineer

	SG
	 :   
	Security Guard          
   

	SK
	 :   
	Store Keeper

	SM                          
	 :   
	Store Mate               

	SMO
	 :   
	Senior Medical Officer

	SOP
	 :   
	Standard Operating Procedure

	SP&S               
	 :   
	System Protection & Services

	SS
	 :   
	Security Supervisor

	SUB        
	 :   
	Sub Assistant Engineer

	TC
	 :   
	Technical Committee

	T&D                  
	 :   
	Training & Development

	T&EA
	 :   
	Tariff & Energy Audit

	TEC
	 :   
	Tender Evaluation committee

	TOC
	 :   
	Tender Opening Committee 

	TS                  
	 :   
	Transport Supervisor

	TSC
	 :   
	Technical Sub Committee 

	TSR
	 :   
	Technical Survey Report

	TQS
	 :   
	Technical Quality System

	TC
	 :   
	Technical Committee

	T&D                  
	 :   
	Training & Development

	T&EA
	 :   
	Tariff & Energy Audit

	TEC
	 :   
	Tender Evaluation committee

	TOC
	 :   
	 Tender Opening Committee 

	TS                  
	 :   
	Transport Supervisor

	TSC
	 :   
	Technical Sub Committee 

	TSR
	 :   
	Technical Survey Report

	TQS
	 :   
	Technical Quality System

	WI
	 :   
	 Wiring Inspector

	XEN
	 :   
	Executive Engineer

	X-F
	 :   
	Transformer


Section 4.0 Quality Management System

4.1
General Requirements 

Dhaka Power Distribution Company Limited (DPDC) has established, implemented and maintained a Quality Management System (QMS) with a provision for continually improving its effectiveness in accordance with ISO 9001:2008 standards

a) Except the above mentioned exclusion, all requirements defined in ISO 9001:2008 standard are fulfilled in this quality management system of Dhaka Power Distribution Company Limited (DPDC).
b) DPDC determines sequences and interaction of the processes which are defined in Section 3 of this manual 

c) To ensure that both operation and control of processes are effective, criteria and methods have been determined and defined in quality system procedures, monitoring and measurement procedures and standard operating procedures (SOP).

d) Dhaka Power Distribution Company Limited (DPDC) on the basis of organizational development plan ensures availability of resources and information required supporting operation and monitoring of the processes. Current customer demand, technological changes and customer requirements               

e) Measurement and monitoring of the processes and analysis of data are carried out to ensure that the planned results are obtained and any opportunity for improvements acted upon. Outsource processes having impact on service conformity requirements are controlled in accordance with purchasing procedure.

f) Processes of Interaction:

g) DPDC ensures and controls the activities of Outsourced  Services i.e. Customer Support Services(CSS), Distribution Support Services(DSS), Anser and Security Guard etc.
Main functions of Inter Department in DPDC HQ

Any work of this system is team work. The contribution of various departments finally presents a complete work (output). Managing Director, Executive Directors &  all Departments Communicate with each other (i.e, Vice –Versa). 

The functions of planning, design, procurement, commercial & operational activity, grid maintenance, project implementation, are treated as Technical work. They also provide reliable, quality & uninterrupted electric supply and load management.

The functions of cash management, accounts & budget preparation, project- related payments are treated as Finance work. They also provide all financial support, company tax &vat and all kinds of accounting

The functions of administration, Employee Relations, Training & Development, Estate & Transport department are treated as HR work. They also provide all logistic support, training & recruitment.
The functions of organizing board meeting, preparing & circulating its minutes, providing assistance to the Managing Director in internal & external communications, legal (Statutory and regulatory reporting) and compliance matters are treated as Company Secretary work. The office of the Company Secretary ensures maintenance of good corporate governance through monitoring, advice and reporting.
The main functions of Planning department (SE, Distribution Planning Circle) are the management of all technical planning activities for achieving company objective and targets with emphasis on cost, time & budget.
The main functions of Design department (SE, Design Circle) are the management of all project planning, system planning & policy standardization activities with emphasis on cost, time & budget.
The main functions of Procurement department (SE, Contract & Procurement Circle) are to procure goods with high standard of probity and good practice.
The main functions of Accounting department (DGM, Financial Management & Accounting Office) are to collect relevant financial data and prepare accurate financial information, to prepare annual budget and to make payment of corporate tax.  
The main functions of Banking department (DGM, Fund & Banking Office) are  fund management and investment.
The main functions of Administration department (DGM, Employee Management Office) are to prepare and gain approval for staffing levels, selection & recruitment policy and procedure, reward management, performance management, maintenance of personal records.

The main functions of DGM, Employee Relations & Discipline Office are to ensure the smooth and efficient functioning between the Management, employees, trade unions (if any) and dealing with disciplinary and welfare issues.
The main functions of DGM, Estate & Transport Office are to ensure the smooth and efficient functioning of administrative system- dealing with vehicles , housing, estates and related matters of DPDC.
The main functions of Public Relation department (DGM, Public Relation Office) are to plan, manage and execute the corporate communications processes internally and externally and to develop the company’s image.

The main functions of Regulatory Affairs department ( DGM, Regulatory Affairs Office) are to lead DPDC’s regulatory affairs, build and maintain effective relationship with regulatory agencies and policy matters; prepare annual schedule of statutory and regulatory reporting and compliance matters.
The main functions of the Office of Chief Medical Officer are to ensure the health services of DPDC’s all employees, their families and their dependents.

Process Flow Chart of Financial Management & Accounting Office:
       ‡Kv¤úvbxi ‰Î-gvwmK (1g, 2q I 3q)/evwl©K wnmve I Avw_©K weeibx Aby‡gv`‡bi Flow Chart:

















                                                                               Flow Chart-01

Cost Centre mg~n KZ…©K Avq I e¨q Accounting Software System G †cvwós Gi ci wdb¨vwÝqvj g¨v‡bR‡g›U GÛ GKvDw›Us `ßi KZ…©K †cvwósK…Z Avq I e¨q cix¶v c~e©K LvZIqvix LiP GwKf~Z K‡i wWwcwWwmÕi ‰Î-gvwmK (1g, 2q I 3q) / evwl©K wnmve I Avw_©K weeibx cÖ¯‘Z Kiv nq| cÖ¯‘ZK…Z ‰Î-gvwmK (1g, 2q I 3q) / evwl©K wnmve I Avw_©K weeibx cix¶v Ges Zvi Dci gZvgZ I mycvwik cÖ`v‡bi Rb¨ wWwcwWwmÕi †evW© AwWU KwgwUi wbKU `vwLj Kiv nq|

1g, 2q I 3q ‰Î-gvwmK wnmv‡ei †¶‡Î AwWU KwgwUi mycvwikmn Lmov wnmve I Avw_©K weeibx Aby‡gv`‡bi Rb¨ †ev‡W© Dc¯’vcbc~e©K Aby‡gv`b MÖnY Kiv nq| D‡j­L¨, ‰Î-gvwmK wnmve I Avw_©K weeibx ewnt wbix¶K KZ…©K wbix¶v Kivi eva¨evaKZv †bB|

evwl©K wnmve I Avw_©K weeiYx AwWU KwgwUi mycvwik g‡Z Aby‡gv`b I ewnt wbix¶‡Ki wbKU †cÖi‡Yi wm×v‡š—i Rb¨ †evW© mfvq Dc¯’vcb Kiv nq| ewnt wbix¶K KZ…©K evwl©K wnmve I Avw_©K weeiYx wbix¶v‡š— wbixw¶Z Avw_©K cÖwZ‡e`b cÖ`vb Kiv nq|ewnt wbix¶K KZ…©K Dc¯’vwcZ wbixw¶Z Avw_©K cÖwZ‡e`b Aby‡gv`b I Authentication Gi Rb¨ †evW© mfvq Dc¯’vcb Kiv nq|  ‡evW© KZ…©K evwl©K wnmve I Avw_©K weeibx Aby‡gvw`Z nIqvi ci Annual Reoort cÖ¯‘Z I evwl©K mvaviY mfvq (AGM) Aby‡gv`‡bi Rb¨ †Kv¤úvbx mwPevj‡q †cÖiY Kiv nq|
‡Kv¤úvbxi PjwZ A_© eQ‡ii ms‡kvwaZ ev‡RU Ges cieZx© A_© eQ‡ii cÖv°wjZ ev‡RU Aby‡gv`‡bi Flow Chart:
















                                                                                                Flow Chart-02

PjwZ A_© eQ‡ii ms‡kvwaZ Pvwn`v Ges cieZx© A_© eQ‡ii cÖv°wjZ Pvwn`v wbw`©ó Zvwi‡Li g‡a¨ Accounting Software System Gi wba©vwiZ di‡gU-G †cvwós K‡i nvW© Kwc wdb¨vwÝqvj g¨v‡bR‡g›U GÛ GKvDw›Us `ß‡i †cÖi‡Yi Rb¨ cÎ cÖ`vb Kiv nq| Cost Centre mg~n PjwZ A_© eQ‡ii ms‡kvwaZ Pvwn`v Ges cieZx© A_© eQ‡ii cÖv°wjZ Pvwn`v LvZIqvix Accounting Software System G †cvwós cÖ`vb K‡i|  Cost Centre Gi Pvwn`vi †hŠw³KZv hvPvB Gi Rb¨ wdb¨vwÝqvj g¨v‡bR‡g›U GÛ GKvDw›Us `ß‡ii mv‡_ mswk­ó `ß‡ii Av‡jvPbvi gva¨‡g m¤¢ve¨ Pvwn`v wbi“cb Kiv nq| mKj Cost Centre Gi Pvwn`v GKwÎZ K‡i wWwcwWwmi PjwZ A_© eQ‡ii ms‡kvwaZ ev‡RU I cieZx© A_© eQ‡ii cÖv°wjZ ev‡RU Ges ev‡R‡UW Avq e¨q weeibx cÖ¯‘Z Kiv nq| cÖ¯‘ZK…Z PjwZ A_© eQ‡ii ms‡kvwaZ ev‡RU I cieZx© A_© eQ‡ii cÖv°wjZ ev‡RU cix¶v I gZvgZ cÖ`v‡bi Rb¨ †evW© AwWU KwgwUi wbKU Dc¯’vcb Kiv nq| AwWU KwgwUi mycvwik/gZvg‡Zi Av‡jv‡K PjwZ A_© eQ‡ii ms‡kvwaZ Ges cieZx© A_© eQ‡ii cÖv°wjZ ev‡RU Aby‡gv`‡bi Rb¨ †evW© mfvq Dc¯’vcb Kiv nq| †ev‡W©i Aby‡gv`b †gvZv‡eK  Cost Centre mg~‡ni Pvwn`v Abyhvqx/ms‡kvwaZ AvKv‡i wefvRb c~e©K e¨e¯’vcbv cwiPvjK g‡nv`‡qi Aby‡gv`bµ‡g wdb¨vwÝqvj g¨v‡bR‡g›U GÛ GKvDw›Us  `ßi ‡_‡K wewfbœ Cost Centre mg~‡ni AbyK~‡j ev‡RU wefvRb Kiv nq|  cieZ©x‡Z Cost Centre mg~‡ni Rb¨ eivÏK…Z ev‡RU Ri“ix KvR/µq Gi wfwË‡Z h_vh_ KZ…©c‡¶i Aby‡gv`b mv‡c‡¶ ev‡RU eivÏ ms‡kvab/ mgš^q/AwZwi³ eivÏ cÖ`vb Kiv nq| GKBfv‡e cieZx© A_© eQ‡ii Rb¨ cybivq ewY©Z Flow Chart Abyhvqx e¨e¯’v MÖnb Kiv n‡q _v‡K|
Process Flow Chart of Fund and Banking Office : 

Flow Chart of Revenue, SD and Misc. Funds
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+







Flow Chart -01
Electricity Bill issued by 36 NOCS offices is collected through Revenue Collection Bank Accounts . The collected amount is transferred to DPDC’s central revenue collection Bank Account. Fund and Banking office transfers fund against requisition to various pay offices’ Establishment Bank Account for salary and other payments.

Fund and Banking office also transfer fund to CPL &PA office for payment of PDP & PGCB bill and other third party bill.

Similarly Security Deposit and Miscellaneous bill issued by 36 NOCS offices are collected through bank accounts and transferred the same to the concerned central Bank Account.

 Fund and Banking office invests amount collected from Security Deposit and Miscellaneous collection accounts and the excess amount (if any) of Revenue Collection Bank Accounts with the  approval from the competent authority.   

Flow Chart of Development Fund




Flow Chart-02
Foreign Aided Projects:  DPDC has many Projects financed by the Government. Under ADP allocation, DPDC receives funds from the Government as 60% loan and 40% equity and deposits the said fund to the central Development Bank Account. When the procurement of Goods, Works and Services are commenced by the project offices and sent the bill to the CPL &PA office for payments, Fund and banking office makes fund placement to concerned offices against requisition.

Revenue Aided Projects (DPDC’s own fund):  DPDC has many Projects financed by DPDC’s own fund. When the procurement of Goods, Works and Services are commenced by the project offices and sent the bill to the CPL &PA office for payments, Fund and Banking office makes fund placement to concerned offices against requisition.  
Flow Chart of Development Fund














Flow Chart -03
Foreign Aided Projects:  DPDC has many Projects financed by the Government. Under ADP allocation, DPDC receives funds from the Government as 60% loan and 40% equity and deposits the said fund to the central Development Bank Account. When the procurement of Goods, Works and Services are commenced by the project offices and sent the bill to the CPL &PA office for payments, Fund and Banking office makes fund placement to concerned offices against requisition.

Revenue Aided Projects (DPDC’s own fund):  DPDC has many Projects financed by DPDC’s own fund. When the procurement of Goods, Works and Services are commenced by the project offices and sent the bill to the CPL &PA office for payments, Fund and Banking office makes fund placement to concerned offices against requisition. 
Flow Chart of Employee Management and Employee Relations & Discipline offices: 

	1. Receive file / letter/ document from Executive Director HR or MD.
	

	2. If it’s routine matter then it’s marked down to DGM (HR) EM or DGM (HR) ER&D depending on the relevance for processing / actions.
	

	3. If it’s not a routine matter and it needs discussion with Executive Director HR and or Managing Director then after necessary discussion the matter is processed or passed on with instructions to relevant DGM (HR).
	

	4. Receive file / letter/ document from internal offices (DPDC’s offices) or external offices (outside of DPDC) then it’s marked down to DGM (HR) EM or DGM (HR) ER&D depending on the relevance for processing / actions.
	

	5. If a proposal is prepared by GM HR then it’s put up to Executive Director for processing / approval.
	

	6. Directive/ instructions about functional tasks are conveyed to relevant DGM (HR) for processing.
	

	7. Processed file or document/ new file or proposal put up/ marked to from DGM (HR) EM or DGM (HR) ER&D for approval or processing is received.
	

	8. If the file / proposal is within the administrative or financial power of GM HR then it’s approved and sent back to the relevant office.
	

	9. If the file / proposal is not within the administrative or financial power of GM HR then it’s forwarded to Executive Director HR.
	

	10. Approve financial and administrative functions of the intra office proposals within the administrative and budgetary provisions.
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Flow Chart of Estate & Transport Office : 
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Flow Chart of Public Relations Office:
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Flow Chart of Distribution  Planning Office:
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Figure-01
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Figure-02
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Figure-03
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Figure-04
Flow Chart of Design Office:
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Figure-01
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Figure-03
4.2    Documentation Requirements

4.2.1     General

a) The Managing Director has defined the quality policy. The quality objectives have also been defined and have been reproduced in pages 45 of this manual

b) Quality manual is the integral part of the Dhaka Power Distribution Company Limited (DPDC) 's quality management system,

c) Quality System Procedures have been created for the elements or clauses where documented procedures are required by the International Standard as well as where it has been felt desirable to ensure effectiveness of the quality management system, 

d) Standard Operating Procedures have been created to ensure the effective planning, operation and control of the processes

e) To maintain objective evidence of activities being performed, records are maintained which include those required by the International Standard as well as those required by customers and the Dhaka Power Distribution Company Limited (DPDC). 
Ref :- 
Quality Manual, Quality policy, Quality objective, Relevant records, GOB Instruction/ Circular.

4.2 .2    Quality Manual

This manual describes the quality policy, the Dhaka Power Distribution Company Limited (DPDC) structure, the responsibilities and authority of the key personnel and the broad steps taken towards meeting the laid down requirements of ISO 9001: 2008 Quality management system including.

· The scope of Quality management system including details and justification for any exclusion.

· Reference to the documented procedures established for the Quality management system

· The interaction between the processes of the Quality management system.

4.2.3
    Control of Document

A system has been established to control all documents and data related to the system. These includes internal documents like quality system manual, quality system procedures, standard operating procedures, flow chart, specifications etc. external documents and data like published standards etc. These documents are numbered as per the documented procedure in order to ensure identification and control. The system also provides for the maintenance of a master list identifying latest status of all documents. The approving authority and issuing authority for each type of document have been defined. The methods of revision and reissue followed by changes are controlled as per the documented procedure.

Procedure is the rules and methods developed by the Management, usually in consultation with key members of his staff to perform particular work operations. 

Before issuing, management representative ensures that all documents are legible. The method of control on obsolete copies of the documents is also defined. 
External documents, such as published standards, customers supplied drawings etc. are controlled and each recipient maintains at concerned file.
Related documentation 

a)      The details of the system are documented in the Quality System Procedures for Control of Document and data control. MR/02/001

4.2.4.    Control of records

System has been developed for identification, indexing, access, filing, storage, maintenance, retention and disposition of quality records.

A quality record list is maintained by the MR that gives the name, number (where applicable), the retention period and the method of disposal. The MR maintains and exhibit file containing approved blank formats of records whenever records have structured formats. The exhibit file and the quality records list shall be used to control the format of the quality records.

Each quality record has its name clearly printed and numbered with a unique identification number. They are either filed or kept in register. The files/registers are indexed for quick retrieval and stored in suitable environment to prevent damage. The In-charge of the respective location is responsible for retrieval and control of records. Accessibility of records to customers is controlled depending upon the contractual requirements or with the approval of the Managing Director. The method of controlling electronic data and records is also defined in the procedure.

Related documentation Procedure: MR/02/002

The details of the system are documented, as the Quality System Procedure for Control of Records. 

Section 5.0    Management Responsibility

5.1    Management Commitment
The top management of Dhaka Power Distribution Company Limited (DPDC) is committed to develop and implement the quality management system and to ensure its continual effectiveness. To fulfill these commitments, steps are taken to communicate to all employees the importance of meeting customer as well as statutory and regulatory requirements through training programs and circulation of a booklet in Bengali/English. The quality policy and the quality objectives have been established. The quality policy is displaced advantage points and explained to all employees to ensure that it is understood. Regular management review is conducted and resources required for effective operation of the quality management system are ensured. 

5.2  Customer Focus

Managing Director ensures that customer requirements are determined through his Key staff aim of achieving customer satisfaction. To meet customer satisfaction, the Management has carried out load survey and future load demand. Based on this survey, the Management has taken varies projects to construct many sub-stations. As far as uninterrupted power supply is concerned, the Management also has taken many maintenance projects. Besides, the Management ensures supply of electricity bills to all customers in time and Bill Arrear Certificate and Bill Payment Certificate to all customers once in a year. The Management has set up many Control Rooms for attending complaints relating to electricity supply on 7x24 hour basis.
The Dhaka Power Distribution Company Limited (DPDC) has formed several Task-force Teams to solve customers’ complains relating to electricity bills, electricity connections etc .
5.3   Quality Policy
The goal of Dhaka Power Distribution Company Limited is to provide quality and reliable electricity supply to the people of Dhaka city and Narayangonj area for desired economic, social and human development of the country. The purpose of DPDC is to use electricity as a means of creating opportunities for industrial development, trade and commerce, education, culture and enhancing socio-economic development in areas, whereby there would be improvement in the standard of living and quality of life for the urban people.
In pursuit of this goal Dhaka Power Distribution company Limited has adopted the Quality Management System (QMS) as per the requirements of the ISO 9001: 2008 standard and complies with all applicable legal requirement of the country, including all the amendments and related rules, regulations, policies and instructions given from DPDC Board and the GOB from time to time.

Being a service oriented organization; Dhaka Power Distribution Company Limited places the most importance to the requirements of customers with maximum efficiency and effectiveness. In addition, DPDC will continually pursue to get cost effective equipment & tools for providing service with well trained manpower. Our organization has already adopted various computerized programs e.g. Computerized billing, Payment Automation, Computerized Complaint Management System, Online recruitment system, Online Application for New Connection, Interactive website, web-based accounting system to serve our valuable customers better and better. The DPDC has adopted rules and regulations for safety & security of employees and customers. 

DPDC has successfully adopted 15 no. Key Performance Indicators (KPI) set by Power Division of Ministry of Power, Energy and Mineral Resources for overall development of the organization and the society as a whole. In view of growing need of the customers, DPDC has taken various short-term, Mid-term and Long-term projects of construction of sub-stations, extension of underground and overhead distribution lines etc.

The Policy will be reviewed as and when required and all areas of QMS will be continually improved to achieve the goal and objectives of the organization effectively. The policy will be communicated and understood within Head quarter of DPDC.

5.4
  Planning
5.4.1     Quality Objectives

The objectives / guideline of DPDC i.e., Key Performance Indicators (KPI)  are given on yearly basis from the Power Division, Ministry of Power, Energy & Mineral Resources (MPEMR), GOB. A Memorandum of Understanding (MoU) is signed between Secretary, Power Division, Ministry of Power, Energy & Mineral Resources (MPEMR), GOB and Managing Director, DPDC on 15 no. Key Performance Indicators. Then, another Memorandum of Understanding (MoU) is signed between Managing Director, DPDC  and Executive Directors, DPDC on 15 no. Key Performance  Indicators. Subsequently, the KPI targets are allocated to to all departments. The quality objectives are defined at all functions in light of DPDC and Government Guidelines. The objectives are measurable and are monitored and reviewed for effectiveness and improvement of services to the customers. Overall KPI Targets/ Objectives / Guideline are given on yearly basis from the Power Division, Ministry of Power, Energy & Mineral Resources (MPEMR), GOB.  Every year by June, Power Division sets a target by discussing with DPDC management . DPDC Management allocates targets to all departments in light of the Targets set by the Power Division. Various policy instructions and Quality Policy with the aim of providing quality service to the customers & communicated with all the respective departments. The objectives are measurable, monitored and reviewed for effectiveness and improvement of services to the customers. 

 Ref:-KPI Target document.

5.4.2 
Quality Management System Planning


Consistent with the objectives set, DPDC Management has identified and planned the resources required to achieve them. In order to do this, the  Management has identified the quality management system processes and the interaction between the processes. The Dhaka Power Distribution Company Limited has also identified the measurement, analysis and review processes required for continual improvement and implemented necessary activities to promote improvement. For this purpose, the Managing Director, DPDC regularly meets with different department heads and other personnel on various issues.  
5.5   Responsibility, Authority and Communication
5.5.1     Responsibility and Authority

Responsibility and Authority have been defined within the rules & regulations of the Dhaka Power Distribution Company Limited. The Job Descriptions (JD) are available in Administration and Human Rescores department. Every employee working in DPDC  has been defined and is given a copy of his/her job description,apprised given during the initial orientation and other necessary  training.  Ref; Training  Calendar.
Responsibilities & Contribution Matrix

	DEPARTMENT

	A: Managing Director
	F:  Deputy General Manager
	K.MR

	B: Executive Directors 
	G:  Executive Engineer
	

	C: Chief Engineers
	H: Manager
	

	D:  General Manager
	I: SDE/DM
	

	E: Superintending     Engineer
	J: AE/AM
	


	ISO 9001: 2008 REQUIREMENT
	A
	B
	C
	D
	E
	F
	G
	H
	I
	J
	K

	4.1. General Requirements 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	4.2.1 General 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	4.2.2  Quality Manual
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	4.2.3 Control of documents 
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C
	R

	4.2.4 Control of quality records
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C
	R

	5.1 Management Commitment 
	R
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C

	5.2 Customer focus 
	R
	R
	R
	C
	R
	C
	R
	C
	C
	C
	C

	5.3 Quality Policy 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	5.4 Planning 
	R
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C

	5.4.1 Quality objectives / planning 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	5.5 Responsibility and authority, communication 
	R
	R
	R
	R
	R
	R
	C
	C
	C
	C
	C

	5.6 Managing review  
	R
	R
	R
	R
	C
	C
	C
	C
	C
	C
	C

	6.1/2 Provision of resources, Human resources 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	6.3 Infrastructure 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	6.4 Work Environment 
	R
	R
	R
	R
	R
	R
	C
	C
	C
	C
	C

	7.1 Planning of service realization 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	7.2. Requirements/review services requirements
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	7.2.2 Review of service requirements 
	R
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C

	7.2.3 Customer communication 
	R
	C
	C
	C
	R
	C
	R
	C
	C
	C
	C

	7.4 Purchasing 
	R
	C
	C
	R
	C
	C
	C
	C
	C
	C
	C

	7.5.1 Control of production and service provision 
	R
	R
	R
	C
	C
	C
	C
	C
	C
	C
	C

	7.5.2 Validation of process for production / service 
	
	
	
	
	
	
	
	
	
	
	

	7.5.3 Identification and traceability 
	R
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C

	7.5.4 Customer property 
	
	
	
	
	
	
	
	
	
	
	

	7.5.5 Preservation of Product  
	
	
	
	
	
	
	
	
	
	
	

	7.6 Control of measuring and monitoring devices
	R
	R
	R
	C
	C
	C
	C
	C
	C
	C
	C

	8.1 General 
	
	
	
	
	
	
	
	
	
	
	

	8.2.1 Customer Satisfaction 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	8.2.2 Internal Audit
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C
	R

	8.2.3 Monitoring and measurement of processes 
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C
	R

	8.2.4 Monitoring and measurement of service
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C
	R

	8.3 Control of nonconforming service
	R
	R
	R
	R
	C
	C
	C
	C
	C
	C
	C

	8.4 Analysis of data 
	C
	C
	C
	C
	R
	R
	C
	C
	C
	C
	R

	8.5.1 Continual improvement
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	C

	8.5.2 Corrective action 
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	R

	8.5.3 Preventive action  
	R
	C
	C
	C
	C
	C
	C
	C
	C
	C
	R


R = RESPONSIBILITY

C = CONTRIBUTION

Table 2 : Responsibilities & Contribution Matrix

5.5.2
     Management Representative 

The DGM (Finance), Regulatory Affairs has been appointed (memo no-DPDC/CS/ISO-9001:2008/2015/383, Date-14/10/2015) the Management Representative (MR) for establishing, implementing and maintaining the quality management system in line with ISO 9001:2008. He reports to Top Management, the Managing Director on the performance of the quality management system for review and a basis for improving the effectiveness of the quality management system.


The Office of the Internal Audit, Control & Compliance on the basis of a defined plan and procedure undertakes periodic internal audits. The DGM, Internal Audit, Control & Compliance is authorized to liaison with external agencies on matters related to quality management system.

5.5.3     Internal Communication 

The management ensures that adequate communication takes place regarding the processes and service performances, effectiveness and improvement of quality management system through management review. Coordination Meeting / quality awareness meetings held by the departmental heads on importance of achieving departmental quality objectives, customer as well as legal & regulatory requirements and improvement activities. through internal audit observations, corrective and preventive actions. In most of the cases, Management gives instructions on various issues through SMS. 

5.6   Management Review 

A management review committee has been formed with Managing Director as convener and MR as the Member Secretary. The committee is constituted comprising all Executive Directors and Chief Engineers/General Managers in where Managing Director as convener and MR as the Member Secretary. Management review meetings (MRM) held at least once in a year. Review input includes current agenda which are stated below:

a) Results of Audits

b) Customer Feedback

c) Process Performance and Product Conformity

d) Status of preventive and corrective actions

e) Follow-up actions from previous management reviews

f) Changes that could effect the quality management system and

g) Recommendation for improvement

h) Review of Quality policy

i) Any other QMS related topics

The review updates are recorded as minutes of the meeting and include improvements of effectiveness of the quality management system, improvement of process, improvements related to customer requirements and resources needed. The minutes are circulated to all departmental Head/Zonal Office of the meeting and maintained as quality records.

Procedure MR/02/003

Section 6.0   RESOURCE MANAGEMENT

6.1 Provision of Resources
Managing Director routinely consults with the Executive Directors, Chief Engineers and all Departmental Heads to evaluate the resources needed for implementing and improving the processes of quality management system and for fulfilling and enhancing customer satisfaction. In order to provide resources, the Management has to get approval from the DPDC’s Board of Directors. This also forms a review item for the management review committee.

 Human Resources

6.1.1     General

Dhaka Power Distribution Company Limited ensures that all personnel assigned responsibilities defined in the quality management system are competent based on 

· Education 

· Training 

· Skills 

· Experience

6.1.2     Competence, Awareness and Training 

Minimum competence requirements for personnel whose work affect service quality are determined and used for maintaining required level of competency. A system for identifying competency needs (TNA : Training Need Assessment) for all personnel performing work affecting quality has been established. On the basis of needs identified, training calendar is prepared and the trainings are organized accordingly by SE, Training & Development Circle. Competency needs for the internal auditors are also assessed by DGM, Internal Audit, Control & Compliance and further training is arranged whenever necessary. The training plan includes awareness and communication programs related to quality management system, on the job training to quality the personnel to perform specific jobs, specialized training like training or internal audit with the help of external faculties etc. In addition personnel are nominated to attend other institutional training or specialized training whenever opportunities occur.

Records of training, which include record of attendance, letter of nomination etc, and subsequent evaluation of training, are maintained by SE, Training & Development Circle . Results of evaluation are reviewed to decide the need for further training. Records of education, training, skill and experience are maintained by DGM, Employee Management (Administration). 
6.2 Infrastructure 

DPDC Management determines, provides and maintains the infrastructure needed to achieve conformity to product requirements. Mainly CE (Planning & Design), C E (Development) CE (Grid), GM (ICT), SE (Civil Works), SE (Store),DGM (Estate & Transport) and all  Head of departments ensure availability of appropriate:

· Building, workspace and associated utilities

· Process equipment

· Supporting services

· Workshop

· Substation

· Distribution Lines

· Repair, Maintenance & Testing Facilities

· Storages

· Computer Hardware & Software

6.3     Work Environment 

Arrangement for observing safety, health and environment requirements as applicable to different activities have been made. In particular, provisions of fire extinguishers are ensured , personnel are trained on the use of safety equipment by the Office of SE, Security, Safety & Environment. Emergency healthcare facilities are provided  and selected staff is trained on first aid procedures by the Office of Chief Medical Officer.

Housekeeping and sanitation are maintained under the supervision of Department Head. 
Section 7.0    Service Realization
7.1      Planning of Service Realization 

Dhaka Power Distribution Company Limited (DPDC) is delineates the functional activities of the organization into departments such as Technical (Operation) Directorate, Technical (Engineering) Directorate, Technical (ICT & Procurement) Directorate, Finance Directorate and Administration & Human Resources Directorate. The functions of each Directorate are further divided into different offices according to nature of work. (Ref: DPDC Organogram) .
7.2
 Customer Related Processes 

7.2.1
   Determination of Requirements related to the Service

DPDC determines 

a) Customer requirements  such as customer demand, quality power supply, easy bill payment system, quick resolve to customer complaints etc.
b) Future load growth, Prepayment meter system, Clearance Certificate for bill payments etc.  
c) Statutory and regulatory requirements e.g. tariff rate, tariff rules, govt. instructions etc.
d) Any additional requirements by the customer. 
7.2.2    Review of Requirements related to the Service
Customer requirements are reviewed prior to commitment to supply the service. The review includes determination whether the customer requirements have been adequately defined and documented. For example,  when customers want to increase load, electricity connections or conversion from one tariff category to another, their requirements are reviewed prior to commitment to supply additional load or new connections or conversion from one tariff category to another.
Whenever service requirements are changed, the relevant documentation is amended and the concerned personnel are informed of the changes. For example, when any change made by BERC in term of retail tariff rate, it is duly informed to the customers.

Records of the results of the review and action arising from the review are maintained by respective Network Operation and Customer Services office. 
7.2.3    Customer Communication
Network Operation and Customer Services (NOCS) offices communicate with customers relating to service information.

They also deal with all inquiries, contracts or order handling including amendments.

Network Operation and Customer Services offices also handle customer feedbacks, which include customer complaints and customer satisfaction assessment.  
7.3   Design and Development
 7.3.1 Design and development  planning 

All electrical transmission and distribution system design is carried out by the office of Chief Engineer, Planning & Design. The office of Chief Engineer, Development and the office of Chief Engineer, Grid implement the plan.
Each design and development work is duly reviewed, verified and validated when necessary.
The office of Chief Engineer, Planning & Design manages the interfaces between different groups involved in design and clear assignment of responsibility, planning output is updated, as appropriate, as the design and development progresses.

7.3.2 Design and development   inputs
DPDC receives power from BPDB at different 132kV, 33 kV and 11 kV sub-stations. Energy is measured by energy meter and recorded in meter reading book. This imported energy is reviewed monthly by the office of SE, Tariff & Energy Audit. This imported energy is distributed to customers through different distribution lines.
 7.3.3   Design and development outputs
Augmentation of existing sub-station, setting up new sub-station, feeder re-allocation, increases the number of transformer etc all are the part of design and development outputs.
DPDC management strives for better system for the measurement of energy sold to its customers. For this purpose, several techniques are adopted e.g. prepayment metering, meter reading through mobile phones, 
7.3.4   Design and development review

Systematic reviews of design and development is performed in accordance with planned arrangements to evaluate the ability of the results of design and development to meet requirements and to identify any problems and propose necessary actions.
7.3.5   Design and development   verification

Verification is performed in accordance with planned arrangements to ensure that the design and development outputs have met the design and development input requirements. Records  of the results of the verification and if any necessary actions is maintained.
7.3.6    Design and development  validation

Design and development validation is performed in accordance with planned arrangements to ensure that the resulting product/service is capable of meeting the requirements for the specific application or intended use, where known. Wherever practicable, validation is completed prior to the delivery or implementation of the product. Records of the results of the validation and if any necessary actions is maintained.

7.3.7   Control of design and development changes
Design and development changes are indentified and records maintained. The changes is reviewed, verified, as appropriate, and approved before implementation. The review of design and development changes includes evaluation of the effect of the changes on constituent parts and product already delivered. Records  of the results of the review of changes  and if any necessary actions is maintained.
7.4   Purchasing

7.4.1     Purchasing Process

A system has been established to control purchase activities to ensure that the purchased materials and services conform to specified requirements. This system is applicable to all materials, service and engineering spares etc. However, only those product and service, which have significant impact on the service quality, have been included. Annual Procurement Plan (APP) is prepared by SE, Contract and Procurement Circle and approved by DPDC Board.
7.4.2     Purchasing Information 
Purchasing accomplishes based on the Public Procurement Act- PPR-2006 and Public Procurement Regulation- PPR-2008. As per PPR 2008, we evaluate our suppliers technically and financially. In most of the cases we float tender. We have Tender Evaluation Committee (TEC) to evaluate the tenderers as per the Government guidelines and DPDC’s procurement guidelines. 

The Office of the SE Procurement is assigned for purchase of bulk quantity of material that are used in line and substation construction such as Distribution Transformer, Power Transformer, Meter, ACR, AVR, Pole, Conductor and various sectionalizing devices based on Annual Procurement Plan (APP).
7.4.3     Verification of Purchased Product

Inspection and Testing is made to DPDC Store or the supplier's premises is carried out as necessary.

7.5         Production and Service provision
7.5.1     Control of Service Provision
The processes are carried out under controlled conditions in the specific sequence and manner.

Documented procedures are provided which include all necessary information that describes the characteristics of the service.

Suitable equipment is provided and their continual suitability is ensured by planned maintenance.

Whenever necessary, process and service characteristics are monitored and measured for which appropriate monitoring and measuring devices are made available.

Services are released after relevant personnel have carried out necessary monitoring and measurement. 
7.5.2
     Validation of Processes for Service Provision

There is no process performed by the DPDC that requires validation. This requirement of ISO 9001:2008 does not apply.

7.5.2    Identification and Traceability
Identification methods and traceability requirements have been defined for the following category of services:

a) All incoming materials 

b) All operational process materials

c) Others  

Related document ref:  ERC, Meter record card, transformer record card.

7.5.4     Customer Property

We do not use the customers’ property. So this is exclusion for the Dhaka Power Distribution Company
7.5.5     Preservation of service related equipment

In order to ensure that material are not damaged and are suitable for the intended use, they are safeguarded and protected during and between the processes through to use.
There are five Store in DPDC where all sorts of procured materials are stored. 

The storage condition is checked at periodic intervals and appropriate actions are taken to ensure suitability.
Related Documentation

 Store manual and guide line. 
7.6     Control of Monitoring and Measuring Devices

A separate office(Metering Division) has been set up for connection and checking HT customers’ meters and the performance of the HT metering units. Whenever any faults or irregularities of HT metering unit found or reported, it is corrected by the office concerned with the help of Metering Division. Besides, whenever any faults or irregularities of LT and LTI meter found or reported, the concerned offices take necessary measure to correct it . DPDC has a testing Lab to provide necessary services. As most of the meters are digital meters, DPDC uses modern instruments to check meters and collect data by a good number of well-trained engineers. Distribution transformers are tested and refurbished by DPDC Workshop.
Section 8.0    Measurement, Analysis and Improvement
8.1     General 

Monitoring, measurement, and analysis activities needed to demonstrate conformity of the service and improvement are planned and implemented. These are done by measurement and monitoring of service processes, application of statistical techniques where appropriate. Conformity of the quality management system is measured by internal audits. To continually improve the effectiveness of quality management system, management review meetings, audit results, corrective and preventive actions and data from customer satisfaction assessment, service and process performances, suppliers' evaluation etc are used.

8.2   Monitoring and Measurement

8.2.1     Customer Satisfaction

Customer satisfaction assessment is carried out once a year to assess the level of satisfaction of customers. The data obtained are analyzed and actions are taken to remove the causes of dissatisfaction.

8.2.2      Internal Audit

A system has been designed for carrying out internal audits to verify whether quality activities and related results comply with planned arrangement and to determine the effectiveness of the quality management system, internal audits are carried out according to this system. The internal audits are conducted in all areas within the quality management system according to a plan that ensures that every area is audited at least once every year.

Trained personnel not directly connected with the area being audited undertake the audits. 

The nonconformities observed during the audit are recorded and used as a basis for corrective and preventive actions. The system, for internal audits also aims at ensuring that timely corrective and preventive actions are taken on the nonconformities, which are closed on the basis of objective evidence. Follow-up audit activities, verify the effectiveness of the corrective actions taken. The results of audits, the status of corrective and preventive actions taken and their effectiveness are reported to the management review meeting.

For Documented Procedure please refer to       :  MR/02/004

For Quality Record/Forms/Files please refer to :  MR/03/007

       MR/03/008
       MR/03/009

8.2.3      Monitoring and Measurement of Processes

In order to ensure conformity of the service and to achieve improvement of quality management system processes, the critical process measurements are identified, measured and monitored. These results are analyzed and corrective and preventive actions are taken to achieve fulfillment of requirements and to ensure continuing suitability of each process to satisfy its intended purpose. 
8.2.4
     Monitoring and Measurement of Service 

Arrangements have been made for verification of incoming materials, in process inspections at identified stages and final service release tests and activities. The results of all inspections are recorded. Personnel authorized for the purpose release services for subsequent operations.

8.3
     Control of Nonconforming Service  

All incoming services found nonconforming are marked and segregated (where possible) by location and returned or disposed off after written communication with suppliers. Services identified as nonconforming at intermediate and in process stages and segregated and disposed off after correction or used under concession or scraped.

Service found nonconforming at the final stage or not accepted by the customer is marked and segregated. They are reworked if possible and re-verified for conformity.

Consequence of non-conformities detected after delivery or use has started are accepted by the Dhaka Power Distribution Company and disposition action like giving discount, replacement or other concessions are decided by the concerned Authority.

For Documented Procedure please refer to: MR/02/005

8.4     Analysis of Data

System has been developed to determine the suitability and effectiveness of the quality management system and to identify improvement opportunities that can be made by collecting and analyzing appropriate data on:

· System Loss

· Accounts Receivable

· Bill Collection Ratio

· Collection Import Ratio

· Current Ratio

· Quick Ratio

· Debt Service Coverage Ratio

· Annual Average Power Factor 

· SAIDI

· SAIFI

· Average Training Hour Per Employee

· Implementation of Annual Development Program (Physical)

· Implementation of Annual Development Program (Financial)

· Installation Of Pre-Paid Meter
· Reduction Of Overloaded Transformer

· Customer growth 

· Conformity to service requirements

· Trend of process,  product and services

· Supplier performance

· Meter Report

· X- Former repair & upgrading

· Monthly  Outstanding-Private, Government & Semi- government
· DSL

· Store Inventory

· Line Inspection & Maintenance

· Voltage Drop Study
· Load Balancing
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8.5.1     Continual Improvement

Processes necessary for continual improvement of the quality management system are planned and managed. Quality policy and quality objectives are used for continual improvement along with Audit results, corrective and preventive actions, analysis of data and management review form key input for identifying opportunities for continual improvement.

8.5.2      Corrective Action

Concerned departmental heads and competent personnel review all service nonconformities (NCs), system nonconformance and customer complaints. Based on criticality impact of the problem, corrective action projects are undertaken which include investigating root causes, taking corrective actions to prevent recurrence and evaluation of the effectiveness of the action taken. Summaries of the nature of the service and process nonconformities, corrective actions taken, and review by management review committee. Records of corrective actions taken are maintained.

For Documented Procedure please refer to: MR/02/005

8.5.3 Preventive Action 

Records of process controls, monitoring yearly evaluation of suppliers, review of stores and inventory control, feedback from user departments, customer communication, various stakeholder reports etc. are used to identify potential nonconformities. Besides, there are several Taskforce Teams formed by Managing Director to investigate customers’ complaints. Investigation is carried out to find out the likelihood of the potential problems, determination and implementation of preventive actions required, review of adequacy and effectiveness of action taken and reporting to management review committee. Records of preventive actions taken are maintained.

For Documented Procedure please refer to: MR/02/005

For Records please refer to: MR/03/011
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AwWU KwgwUi mycvwik/gZvg‡Zi Av‡jv‡K PjwZ A_© eQ‡ii ms‡kvwaZ Ges cieZx© A_© eQ‡ii cÖv°wjZ ev‡RU Aby‡gv`‡bi Rb¨ †evW© mfvq Dc¯’vcb





mKj Cost Centre Gi Pvwn`v GKwÎZ K‡i wWwcwWwmi PjwZ A_© eQ‡ii ms‡kvwaZ ev‡RU I cieZx© A_© eQ‡ii cÖv°wjZ ev‡RU Ges ev‡R‡UW Avq e¨q weeibx cÖ¯‘Z 





Aby‡gv`b †gvZv‡eK  Cost Centre mg~‡ni Pvwn`v Abyhvqx / ms‡kvwaZ AvKv‡i wefvRb c~e©K e¨e¯’vcbv cwiPvjK g‡nv`‡qi Aby‡gv`b µ‡g AÎ  `ßi ‡_‡K wewfbœ Cost Centre mg~‡ni AbyK~‡j ev‡RU wefvRb





Fund Received from GOB as Grants, Equity & Loan and Deposited it to  Development Bank  Account  





Foreign Aided Project





Fund Received from Government (GOB)








Investment/Refunded to concern consumer                    (After approval)





Fund transfer to- cost centre of DPDC office, Establishment Bank Account for salaries and other payment





Cost Centre Gi Pvwn`vi †hŠw³KZv hvPvB K‡i  m¤¢ve¨ Pvwn`v wbi“cb





Cost Centre mg~n KZ…©K  Pvwn`v LvZIqvix Accounting Software System G †cvwós





Cost Centre mg~‡ni Rb¨ eivÏK…Z ev‡RU Ri“ix KvR/µq Gi wfwË‡Z h_vh_ KZ…©c‡¶i Aby‡gv`b mv‡c‡¶ ev‡RU eivÏ ms‡kvab/ mgš^q/AwZwi³ eivÏ cÖ`vb





PjwZ A_© eQ‡ii ms‡kvwaZ Ges cieZx© A_© eQ‡ii cÖv°wjZ Pvwn`v Accounting Software System G †cvwós K‡i nvW© Kwc †cÖi‡Yi Rb¨ cÎ cÖ`vb





cieZx© A_© eQ‡ii Rb¨ cybivq ewY©Z Flow Chart Abyhvqx e¨e¯’v MÖnb





‰Î-gvwmK (1g, 2q I 3q) wnmve I Avw_©K weeibx ‡evW© KZ©„K Aby‡gv`b 





AwWU KwgwUi mycvwikmn Lmov ‰Î-gvwmK (1g, 2q I 3q) wnmve I Avw_©K weeibx Aby‡gv`‡bi Rb¨ †ev‡W© Dc¯’vcb Kiv





evwl©K wnmve I Avw_©K weeiYx AwWU KwgwUi mycvwik g‡Z Aby‡gv`b I ewnt wbix¶‡Ki wbKU †cÖi‡Yi wm×v‡š—i Rb¨ †evW© mfvq Dc¯’vcb Kiv





ewnt wbix¶K KZ…©K evwl©K wnmve I Avw_©K weeiYx wbix¶v‡š— wbixw¶Z Avw_©K cÖwZ‡e`b cÖ`vb











cÖ¯‘ZK…Z ‰Î-gvwmK(1g, 2q I 3q)/evwl©K wnmve I Avw_©K weeibx cix¶v I Zvi Dci gZvgZ I mycvwik cÖ`v‡bi Rb¨ wWwcwWwmÕi †evW© AwWU KwgwUi wbKU `vwLj











ewnt wbix¶K KZ…©K Dc¯’vwcZ wbixw¶Z Avw_©K cÖwZ‡e`b Aby‡gv`b I Authentication Gi Rb¨ †evW© mfvq Dc¯’vcb





wdb¨vwÝqvj g¨v‡bR‡g›U GÛ GKvDw›Us `ßi KZ…©K †cvwósK…Z Avq I e¨q cix¶v c~e©K LvZIqvix LiP GwKf~Z K‡i wWwcwWwmÕi ‰Î-gvwmK (1g, 2q I 3q)/ evwl©K wnmve I Avw_©K weeibx cÖ¯‘Z





‡evW© KZ…©K evwl©K wnmve I Avw_©K weeibx Aby‡gvw`Z nIqvi ci Annual Reoort cÖ¯‘Z I AGM  G Aby‡gv`‡bi Rb¨ †Kv¤úvbx mwPevj‡q †cÖiY 








Cost Centre mg~n KZ…©K Avq I e¨q Accounting Software System G †cvwós





1 X SE (T & D) 1 X DGM (HR) 








2  X DGM (HR )








10 X SE








4 X DGM (Finance)
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1 X GM (HR )








4 X CE
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1 X GM (Finance )
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ED  (Tech.), Engineering





ED  (Tech.), Operations
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ED  (Tech./ICT), ICT & Procuement





2 X DGM (F)





CCO (SE)



























































2 X DGM (HR)    1 X DGM (F)       1 X CMO
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1 X Company Secretary








1 X GM (Audit)








Managing Director, DPDC








Board of Directors, DPDC








Power Division,


Ministry of Power, Energy and Mineral Resources











CPL & PA Office request for Fund Placement








CPL & PA, Project and Civil Works Offices request for Fund Placement





Procurement of Goods, Works and Services by Projects Offices and send Bill to CPL & PA Office for Payment 








Fund Received from GOB as Grants & Equity and Deposited it to DPDC’s Development Bank  Account  





Procurement of Goods, Works and Services by Projects, Civil Works and Contract & Procurement Offices and send Bill to CPL & PA Office for Payment 





Revenue Aided Project (DPDC’s Own Fund) 





Foreign Aided Project











Fund Received from Government (GOB)








Fund Placement to  CPL & PA, Project and Civil Works Offices Bank Account from DPDC’s Central Bank Account





Fund Placement to CPL & PA Office’s Bank Account from Development Bank Account








CPL & PA Office request for Fund Placement








Procurement of Goods, Works and Services by Projects Offices and send Bill to CPL & PA Office for Payment 
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