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power Grid Company of Bangladesh Ltd. (PGCB) is responsible for Operation, Maintenance and

Development of thq transmission system of the Country. PGCB is also fully responsible to

construct new electrical transmission lines and grid sub-stations.

The strategic management for PGCB involves the establishment of long-term Vision, Mission and

identificatijn of the near-term objectives of PGCB. The 'Quality Policy'; 'Core Values' of the

company and the future strategies for PGCB to achieve its goal have also been determined'

The strategies have keep the company focused on its Vision, Mission, Policy and help achieving

its objectivis. Successful implementation of these strategies will enhance the performance and

image of PGCB.
pGCB has established a Quality Management System incorporating the requirements of ISO

9001: 2008. This Quality Manual (QM) is an overview of the Quality Management System (OMS)

of pGCB. Details of inside view of the quality system and commitment, which PGCB has been

pursuing, are shown in this manual. This quality manual is the sole property of PGCB. Updating of

ine mariuat is done as per the Document and Data Control procedure of the Quality Management

System. Customer who has been provided with controlled copies of this manual will be informed

whenever an amendment in the Quality Manual is made.

Distribution of the CONTROLLED copies of this manual is limited within the List of Controlled Copy

Holders of the Quality Manual. CONTROLLED/UNCONTROLLED copy of the manual can be

made available to the Customers and any distinguished personality with the written permission of

the Managing Director.
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1 INTRODUCTION
i. Background of PGCB:

Before creation of Power Grid Company of Bangladesh Limited (PGCB) the Bangladesh
Power Development Board (BPDB) was responsible for operation & maintenance of
transmission system & its development throughout the country together with Generation
and Distribution System. \Mth the objective mentioned in Power sector vision statement
and policy of the Government in page 4 of 12 of this section of Quality Manual, PGCB was
created on 21st November 1996 under the Power Sector Reforms Programme. PGCB is a
Public Limited Company registrar with the Register of the Joint Stock Companies and
farms & controlled by Companies Act. PGCB is operating as per Company Act, 1994. As of
31-12-2012 BPDB own76.25o/o share. The rest is owned by private investors. The Board of
Director of PGCB shall be formed as per Articles of Association, revisable as required. At
present, Managing Director, PGCB is the only representative from PGCB ln the PGCB
Board. Rest memberc; including the Chairman of the Board, are nominated by Power
Division, MoPEMR, Government of Bangladesh.

PGCB is responsible for Operation, Maintenance and Development of the transmission
system of the Country. PGCB is also fully responsible to construct new electrical
transmission lines and grid sub-stations. ln this connection transmission assets have
already been transferred to PGCB from Bangladesh Power Development Board and Dhaka
Power Distribution Company (DPDC).

ii. PGCB has been operatiiig'ds an wheeler of electricig and receiving wheeling charge from
distribution entities.

iii. PGCB's present customers are:

BPDB

DPDC

DESCO

iv. PGCB is commercially leasing out its dark Optical Fibres to various commercial and non-
profit entities of the country such as:

Palli Biddyut Samities (PBS)

West Zone Power Distribution
Company Limited

1. Grameenphone
2. Axiala (Robi)

3, Orascom (Banglalink)
4. Citycell

5, BTCL
6, University Grants Commission

PGCB mainly plays the role of an network infrastructure provider and by meeting the
obligation as per contract, receives rent / charge from the customer.

The purpose of PGCB is reflected in its Vision, Mission, Policy and it objectives (Document no.
QD-CMP-OI, Company Policy), has already been outlined and is an important characteristics
of the organization.

1.1 GENERAL

This Quality Manual has been prepared to describe the requirements and structure of the
Power Grid Company of Bangladesh Ltd. (PGCB) quality management system. The PGCB
quality management system is based on, and has been developed to satisfy the requirements
of the Standard for quality management systems (lSO 9001: 2008).

For easy reference, the section headings of the Standard (from Section 4.0 onwards) have
been adopted and are used for the documents' numberings of this Quality Manual.

1.2 SCOPE
The PGCB quality management system shall apply to all the functions that engage PGCB
within the Area of its jurisdiction.

Functions of PGCB: plan, promote, develop, operate and maintain an integrated and efficient
power transmission system network in all its aspects including

by (MD):
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research, design and engineering, preparation of preliminary feasibility and detailed project

reports, construction operation and maintenance of transmission lines, substations, load

diipatch centres and communication facilities and appurtenant works, co-ordination of
integrated operation of regionat, national and international grid systems, prov_iding consultancy

serv]ces in power systems field, execution of turnkey jobs for other utilities/organization,

wheeling of power, purchase and sale of power.

1.3 OBJEGTIVES
Company objectives are formulated by top management to define the business goals and to
provide fhe necessary direction to the organization. The objectives are defined in Document no'

QD-CMP-O'I ComPanY PolicY.

{.4 APPLICATION
1.4.1 Procedure

The pGCB quality manageqggrt system is relevant to the nature of the organization, the

service it deiivers, and to cftibmer and regulatory requirements. For this purpose, those

requirements of the Standard that do not apply to PGCB are excluded from the scope of the

PGCB quality management sYstem.

The procedure for applying exclusions to the PGCB quality management system is listed

below:
l. A requirement of the Standard may be excluded only when both of the following

conditions are met:
o The requirement must be within Section 7, "Realization of Product", and

o The exclusion may not affect the Company's ability, nor absolves the Company from

the responsibility to provide a service that meets customer and applicable regulatory

requirements.
ll. The Management Representative shall be responsible for identifying those requirements

of the Standard that do not apply to PGCB and the service it provides, and to propose

exclusions of such requirements from the scope of the quality system.

lll. Top management has the responsibility and authority for evaluating whether proposed

exclusionJ are appropriate, and for approving them. Evaluation and approval of
exclusions are cohducied within the framework of management reviews of the quality

management systenl (qes,Section 5.6)
lV. Excluiions taken are'documented in this section of the Quality Manual. The excluded

requirements are precisely identified with reference to specific sections and/or

staiements in the Standard. There is also a brief justification why the exclusion is taken

and whY it is aPProPriate.

1.5 NORMATIVE REFERENCE

The following normative document applies to this Quality Manual and the PGCB quality

management system as defined in the Quality Manual'

o tSO 9001:2008, Quality management systems - Requirements

1.6 TERMS AND DEFINITIONS

For the purpose of this Quality Manual, the terms and definitions given in ISO 9001:2008'

Section 3 aPPlies.
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AC
ADM
ADT

AM
AMR

ASST
BPDB

Abbreviation used in the quality management system:

: Accounts
: Administration
: lnternal Financial Audit

:Assistant Manager
:Assistant Management

Representative
:Assistant
Bangladesh Power DeveloPment
Board

Collective Bargaining agent
Company
Commercial
Communication
Central Procurement Technical Unit
Company Secretary
Director Finance ' )lit\/ !r'

Deputy General Manager
Design
Deputy Manager
Deputy Management
Representative

Development Project ProPosal
Director O&M
Director P&D
Efficiency
Engineer lncharge
Energy management Division
Energy Manager
Engineer
Finance
Foreman
Government of Bangladesh
Grid
GeneralManager

Grid Maintenance Division
Human Resource DeveloPment
Human Resource Management
I nformation & Communication
Technology

Management lnformation Service
Managing Director
Manager Human Resource
Development
Management Representative
Metering

National Load Dispatch Centre
Network Operation Division

Fibre Optic Commercial Lease
Operation
Project
Personnel & Administration
Palli Bidyut Samity
Project Director
Planning and Development
Project Evaluation Committee
Project lmplementation
Planning
Purchase Order

Project Planning
Procurement
Protection
Quality Control Circle
Quality Forms
Quality Manual
Quality Management System
Quali$ Procedures
Quality Work lnstruction
Rural Electrification Board
Research & Technical Service
System Analysis

: Supervisory Control& Data

MIS
MD
MHRD

MR
MT

NLDC
NOD

CBA
CMP
coM

OFCL
OPN
P
PA
PBS
PD
P&D
PEC
PIM
PL
PO

PPL
PROC
PROT
QCC
QF
QM
QMS
QP
QWI
REB
RTS
SA

COMM:
CPTU :

CSI
DF:
DGM :

DGN
DM
DMR

DPP
DO&M
DP&D
E
EC
EMD
EM
ENGR
FIN
FM
GOB
GRID
GM

GMD
HRD
HRM
ICT

IMD
IPP
IMP
JAM
LDC
M

SCADA

lnformation Management Division
lndependent Power Producers

:lmplementation
: Junior Assistant Manager
: Load Dispatch Circle
; Manager

Acquisition System
SCE : Shift Charge Engineer
SCH :Schedule
SK : Store Keeper
SO :System Operation

SPL : System Planning
SPM :System Protection & Metering
SS : Sub Station
STR : Store
TRAN :Transmission
WZPDCL: Western Zone Power Distribution

Company Ltd

MPEMR: Ministry of Power, EnergY and
Mineral Resources
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2 RESOURCES
2,1THE PEOPLE AND STRUCTURE OF PGCB:

The salient features of the organogram (refer Documentro. QD-HRM-O1) of the Power Grid

Company of Bangladesh Ltd. ipproveO by the Board on 25105/05 are as follows:

L Total ManPower is ..'''.1935
2. No. of Officers.......1326
3. No. of staff ......589
4. There are 8 divisions namelY

i. Planning and DeveloPment
ii. Transmission-1
iii. Transmission-2
iv. SYstem OPeration
v. Projects
vi. FinancialAudit
vii. Finance & Accounts
viii. Personnel and Administration

Each olvrsion is'h€aded by General'Manageri..except'inSydtem Prctection and Meterin$.

other than these divisions, following departments are directly under the supervision of

Managing Director.
i. FinancialAudit &
ii.CompanySecretariatheadedbyDeputyGeneralManager.

5. Managing birector is empowered to make adjustment in different establishment as per

need maintaining the total manpower strength fixed'

ln the organogram, there is limited provision of sweeper, mali, etc. ln most of the cases outside

i"*i." irovidirs *itt O" contracted to provide the above-mentioned services.

2.2 PHYSICAL FACILITIES:
Physical Assets of the company is documented in Document no.

2.3 MACHINERY & EQUIPMENT:
pGcB installed machinery and equipment in different sub-stations, load dispatch centers, and

others of various ivp"i to ."ter the needs for transmission of power from generating stations to

the receiving enOi6t customers. A list of machinery is given in Document no. ...

Availability of machinery and equipment is ensured through preventive maintenance.

3 Market:
Power sector vision statement and policy of the Government

Buyer purchases all the requiied power from the. generators based on economic load

dis'patin and sells to different distribution companies.

transmission system should be expanded in tandem with generation capacity

e*pansion'on on" hand and growtlr.of demand.on the other. Network development,

expansion and management s--hould be designed and implemented in such a manner

that it ir".rprUi" oilccessing the most effilient supply o! Power and transport it to

customerJ Ct tn" cheapest *""y. R".orrces, domestic and foreign have to be arranged

for these Purposes.
Segregation of power generation, transmission and distribution functions into separate

services.
The transmission network will be owned, operated, planned and developed by a

corporatised entity in the public sector'

irW
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The broad features of the emerging structure of the industry have also been generally agreed.
To start with, a single buyer model may be adopted where the Buyer purchases all the
required power from the generators based on economic load dispatch and sells to different
distribution companies.
Power system development plan of the government up to year 2015:

Sl. No
Description Year

Year

2011 2012 2015

1 lnstalled Capacity (MW) 7,500 8,315 16,000

2 Peak Demand (MW) 5,800 6,300 10,300

3 Net Generation (MkWh) 40,200 42,424 84,000

4 Transmission Line (km) 4,768 4,824 6,713

5 Grid Sub-Station Capacity (MVA)

6 230t132kV 7,225 7,225 14,915

7 'lS2tggkvn 
ry('l

10,642 11,157 17,606

8 400t132kv 3,720

Power Sector Business in Bangladesh

a. Trading with electricity may take the shape of usual market scenario like other products
(Power Market).

b. Consumers will not be interested in what is delivered at present. They wilt play a role in the
way business operates.

c. ComPetition tiiv ii-

d. Fair practice by regulatory commission and protection of consumers' right.

e. Consumers in power sector
Dhaka Power Distribution Company (DPDC)
Dhaka Electric Supply Company Limited (DESCO)
Polli Biddyut Samity (PBS) of Rural Electrification Board (REB)
Distribution zones of Bangladesh Power Development Board (BPDB)
Western Zone Power Distribution Company Ltd
Future Power Distribution Companies
Large lndividual Company requiring considerable large demand
Etc.

Turnover:

Turn over of the company during the year 2011-12 was around Taka7,142.21 Million only.

,}W
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4 PGCB QUALITY MANAGEMENT SYSTEM
Process Structure of Power Grid Company of Bangladesh Ltd.

The PGCB quality management system has been established to cover the various processes
as required by the lnternational Standard (lSO 9001: 2008), and of those identified and
required by PGCB. Where appropriate, the proeesses, as listed under this section, are
described in documented procedures.

Reviewed by (MR):

PGCB OPERATIONAL PROCESSES

Regulatory Requirements

Audit
Operation &
Maintenance,
Load Dispatch,
Communication

::-------------t_Frnance I
Finance & Accounts

operation&Maintenan." H Transmission

System Operation & Control System Operation &
Control, System
Protection and
Metering, Optica!
Fiber Lease

Planning & Development of Project Planning

Procurement l-l Purchasing
Design

Sulr+ontracting/Expert Services I

Sub€tation/Electrical & Mechanica!

Trane,miceian I inJProject
lmplementation

Civil Construction

;el9! r_r il(,r

I Document & Recorril
Review

i Control

Quality Management
System Monitoring

lnternal Au

lanagement

Human Resource
Management

Competency
Appraisal

Training

lnternal Communication

Customer Service
Total Quality
Management

Company Affairs
Gontinua! lmprovement

4.1 GENERAL REQUIREMENTS

tl,'W
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For easy reference, and where applicable, the relevant procedures are mentioned below for
each relevant processes.

Procedures required by "the Standard":
1. Document Control as required and defined in Section 4.2.3.
2. Controlof Quality Records as required and defined in Section 4.2.4.
3. The internal audit process as required by Section 8.2.2.
4. Controlof Nonconforming Products as required and defined in Section 8.3.
5. Corrective Action as required and defined in Section 8.5.2.
6. Preventive Action as required and defined in Section 8.5.3.

Procedures required by PGCB:
1. The Management Review process as defined in Section 5.6.
2. The system and project planning and development process as defined in Section 7.3 and

the same as that applied for the PGCB development process
3. The project implemen.lEti.o,I. process as defined in Section 7.3 and the same as that

applied for the PGCB construction process.

3. The procurement process as defined in Section 7.4.1.
5. The operation & maintenance, dispatch and communication processes as defined in

Section 7.5.1.
6. The System Protection and Metering as defined in Section 7.5.1.
6. The power system control, system protection and metering (monitoring), measuring,

analysis and continual improvement processes as required and defined in Section 8.
7. The human resource development process as defined in Section 6.2.
8. The legal and company affairs process of PGCB.
9. lnternal FinancialAudit process of PGCB.

10. Totalquality management (TQM) covering quality circte, 5S, kaizen as defined in Section
7.5.1.

The process for Accounts & Finance is guided and followed by Accounts Manual (Document
no. QD-FIN-01) and that for Human Resource Development by procedure no. QP-HRM-1
and Documents no. QD-HRM-01, QD-HRM-02 & QD-HRM-O3.

The applicable process procedures describe the relationship and interaction between
processes and between t[B.,fBlevant sections/departments to ensure that the required
interaction is understood, implemented and maintained. However a responsibility matrix, given
in page 6 of 9 QM-05, shows the relationship.

Procedures define the relevant resources, human and other, that would be required for
executing and maintaining the applicable processes.

Departmental managers and section heads are responsible to implement and maintain all the
procedures that apply to the relevant processes. They are required to continuously monitor,
measure and analyse the respective processes to ensure that it is and remains effective and
that objectives are being achieved.

Departmental managers ancl"Section heads are required to implement and maintain the
necessary and relevant actions that are required to ensure continual improvement of the
processes.

PGCB is delivering products (power through transmission) to its customers. The effectiveness
of these products will be measured on customer satisfaction.

PGCB is commercially leasing out its dark Optical Fibres to various commercial and non-profit
entities of the country and delivering products (connectivity through Optical Fibres) to its
customers. The effectiveness of these products will be measured on customer satisfaction.

Customer satisfaction is defined.as the customer's perception of the degree to which his/her
requirements or needs have been fulfilled.

Approved



POWER GRID COMPANY OF BANGLADESH LTD.
MANAGEMENT SYSTEM

criteria that are PGCB:
CUSTOMER CUSTOMER NEEDS SATISFACTION MEASUREMENT

Buyer of Power 1. Meeting the existing standards/ codes of the
country, Regulatory requirements

2. Meeting the obligation as per contract with
customer

3. Satisfaction of customer after effective power
transmission

1. Periodic progress report and
progress meetings

2. Monthly progress report and progress
meetings

3 Survey of customers' satisfaction

Lease of Dark Optical
Fibre

1. Meeting the obligation as per contract with
customer

2. Satisfaction of customer after effective
power transmission

1. Periodic progress report and
progress meetings

2. Survey of customers' satisfaction

The following table identifles customers'needs together with the satisfaction measurement

Top management holds periodic review meetings to ensure that appropriate interaction
between processes is maintained and to review the overall effectiveness of the processes
(Section 5.6).
PGCB has planned, mobilised human and material resources and established the sequence of
processes to realize the products. lt also established and maintains a Quality Management
System and continually improves its effectiveness in accordance with the requirements of ISO-
9001: 2008 standard. The Quality Manual includes the details of QMS, references to
documented procedures and a description of the interactions between the following processes.

a. Procurement: dealing with purchase/procurement of materials, sub-contractors
b. Stores: dealing with storage, handling and safekeeping of materials and products
c. The processes involved for transmission of the electric energy are the following,

i. Planning and Development (including design where applicable) of Projects,
ii. Project lmplementation,
iii. Transmission System Operation & Control
iv. Maintenance of Transmission Line and Sub-Stations
v. System Protection and Metering
vi. TotalQuality Management fiaM)-auality circle, 55, Kaizen

d. Human Resource Management
e. Finance and Audit
f. Company Affairs

These are included in the QMS. The Quality Manual of Power Grid Company of Bangladesh
Ltd. is a direct collection of QMS documents with references to documented procedures.

PGCB has a three-tier documentation, Quality System with Quality Policy and Objective being
at the tip. Quality Manual, which is the highest level or Apex Manual, is at the Tier-1. Quality
Procedures are at the Tier-2. Tier-3 contains Work Instructions, Formats, Charts, drawings,
and reference manuals/documents.
The documentation is used to ensure that:

- The service conforms to specified requirements
- Customer satisfaction is achieved as per Quality Policy
- Allthe works at allthe areas are done to achieve Quality Objectives

Quality Policy and Objectives

TIER 1:Qual i ty  Manual

TIER 2: Quality Procedures

TIER 3: Work Instructions, Forms
Charts, Drawings, Reference Manuals

Approvedby(MD): 
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A mapping of the quatity management system-involving the major processes has been given in
the page following next page (page 10 of 12 of this document nb. oru-o+)

4.2 DOCUMENTATION AND RECORDS

4.2.1 General
The PGCB quality management system consists of several documents that are required by the
Standard, and shall include the following documentation:

a) PGCB's quality policy as required and defined in Section 5.3, and pGCB's quality
objectives as required by and listed under Section 5.4.1

b) A Quality Manual, this document, as required by Section 4.2.2
c) Documented quality procedures (with the procedure number in brackets) that are

specifically required by the Standard, namely:
(i) Procedure for Document ControltOp-DCL-1I
(ii) Procedure for the Control of Records te,p:.DCL-21
(iii) Procedure for lnternat Quatity Audit [ep-teA-l]
(iv) Procedure for the control of Non-conforming products, [ep-cNp-1]
(v) Procedure for Nonconformance, Corrective and Preventive Actions tOp-NCp-11

ln addition following procedures (with the procedure number in brackets) have been
established to make the system more effective and dynamic.

i. Procedure for Management Review [OP-MNG-1]
ii. Procedure for Procurerng4t [Qp-pRo-1]; procedure for store top-srR-l1
iii. Procedure for Design ControlIOP-DGN-II
iv. Procedures for Project Planning [op-ppL-1]and system planning top-spl-1I
v. Procedure for Project lmplementation [ep-plM-1]
vi. Procedure for Power System Operation & Control [QP-PSO-1], procedure for

Telecommunication Equipment Maintenance IOP-TRU-O1] and procedure for
Telemetering and SCADA Equipment Maintenance tOp-SMD-b1I

vii. Procedure for Optical Fiber Lease, Bill Calculation and Prepare of Bill for Client [ep-
FCL-1I

Procedure for lnformation and communication Technology [ep-lcr-O1]
Procedure for Sub-Station Operation [OP-SSO-1], Sub-.Station Maintenance
[QP-SSM-1], Transmission Line Maintenance [QP-TLM-1], Surveillance lnspection of
sutrstations [OP-SlS-01], System Protection and Metering tep-SpM-11
Procedure for Human Resource Development [Qp-HRM-1]
Procedure for Company Affairs [OP-CMP-1]
Procedure for Financial Affairs [OP-Fl N-1 ]
Procedure for Financial Audit [OP-ADT-1 ]
Procedure for Management lnformation System [Op-MlS-1]
Procedure for Research and Technical Services [ap-TSS-1]
Procedure of Total Quality Management [Q P-TQM- 1 ]

Allthese procedures are listed under Master List of Procedures (ref. QF-DCL-g1).
d) The processes that are required by the PGCB quality management system are defined

under Section 4.1(a), and includes references to the applicable process procedures that
are required to ensure the effective planning, operation and control of the processes.

viii.

ix.

x.

xi.

xii.

xiii.

xiv.

xv.

xvi.
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Continual improvement of
The Quality Management System

Management
responsibility

Quality Policy, Quality Objectives,
Quality Planning, Customer
Focus, Organogram, Job
Description, MR deployment,
Management Review

management
Available of Manpower and
Training, Control of Safe and
Suitable Woking Conditions,
List of Equipment, Provision for
infrastructure, Development of

& improvement
lnternal Audit, lnspection &
Testing, Control of Non-
Conforming Services,
Correciive Action,

Product realisation
Purchasing, Design Process,
Supervision of transmission &
system operation and its
control, Maintenance, System
protection & metering

e) Allthe relevant records.that argggnerated through the applicable processes in accordance withthe requirements of the standard and as required by PGCB'are tisted under Master List of Forms(ref. QF-DCL-03).

from generatiod
source as per
customers'
requirements

Value-adding activities

4.2.2Quality Manual

a) The PGCB Quality Manual defines the scope of the PGCB quality management system. The
scope includes allof PGCB's activities, which are described as:r The efficient and effective planning- & development (also design where applicable) of

projects as per requirements of market and customers and also'of exisiing
standards/codes

r The efficient and satisfactory supervision works of projects, transmission and
operation system of power transmission with monitoring systemr The maintenance of transmission line and substations which includes buildings,
equipment, electricaland mechanicalequipment, computer network and systemsI Training and skills development

! Generalofficeadministration,and
r Financialand Audit management
r Company Affairs and Legal Matters

Electric
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b) The relevant documented procedures that .fpnlV !o lhe processes of the PGCB quality
management system are described in Section 4.2.1(c) and (d) in page g of 12 of tfrii
document QM-04.

c) Section 4.1 describes the applicable processes as identified by the pGCB quality
management system. There is a definitive interaction between processes that could be
regarded as either inputs orr,outputs, which means that, outputs from one process are part
of the inputs for another process and vice versa.

Purchase of land
/Rioht of wav

The system planning & proiect planltltg prepares network expansion, modifications, new ptojects as per
national power policy and in-house study, design process, on receiving these, initiates proceis 6f vnfu order
and necessary drawlng-, data sheet etc., requirements identified, the contractors/suppliers documents are
checked and approved for work execution which is contrciled by the specified project.

4.2.3 Control of Documents
Document and data control procedures are necessary to provide efficient information
management at all levels of the organ2ation. The Quality Manual contains specific detaits on
the control of essential documents and data. The purpose of this section is to provide an
overview of information on management principles and to define the document controtprocedure. ., 1.-,..

A controlled document is any document or data that is listed by user and current document
update status.

Controlled documents include the Quality Manual, Quality Procedures, Drawings, Standards,
Work Orders, Quality Documents and other essential process information. The purpose of
document control is to ensure that all personnel have timely access to current information.
Document control procedure:

a) The Managing Director shall approve Quality Manual and Quality Documents of the
company and & documentgd procedures, works instructions, forms related to audit and
Company secretariat. DireCtor Finance shall approve all documented procedures, works
instructions, forms related to finance. Director HRM shatl do the same for administration
related documents. All documented procedures, works instructions, forms related to
Planning, Design, Procurement and Projects shall be approved by Director P&D, and the
rest by Director O&M prior to issue. Master lists of controlled documents are maintained by
the Management Representative (MR) to prevent the use of invalid or obsolete procedures.
These documents are issued by MR after approval.

b) Controlled documents shall be reviewed by concerned General Managers, updated as
necessary, re-approved as required and re-issued by Management Representative (MR).

A documented procedure [QP-DCL-1] for conirot of documents has been established in this
regard.

The following schematic example explains the interaction between processes:

I c,r.t"r- I

I 
requirement 

I
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4.2.4 Controt of Records
Records are established and maintained to provide the evidence of conformig to the Standard
requirements and to demonstrate the effective operation of the PGCB quatity management
system. Maintaining records, that represents a clear history of what happLned dlring a
relevant process, also provides the means of tracing the origins of problems'that enables i-t to
be rectified and recurrence prevented.

PGCB has established a documented procedure IOP-DCL-2] Procedure for Control of euality
Recordsl that defines the controls that are employed for identification, storage, protection,
retrieval, retention time and di5position of all records.
All divisional and sectional heads shall be responsible to index, file and store the applicabte
records in designated storage areas. Management and other applicable legal requirements
shall determine the retention time of the records.

Records shall be stored as such, that it is readily identifiable and easity retrievable for
immediate access when required.



POWER GRID COMPANY OF BANGLADESH LTD.

5 MANAGEMENT RESPONSIBTLITY
M-alagement is responsible for the development and improvement of the power Grid Companyof Bangladesh Ltd. .quality management system. Therefore, ,"n"g"r"nt responsiOitity
includes, defining. thg quality policy, providing the necessary resources, assignin!
responsibilities and authorities and regularly reviewing the quatity management system.

5.1 MANAGEMENT COMMITMENT
Management commitment is necessary to demonstrate that top management has adopted thequqllty management system and that they believe in the benefits it rr6ns for the organization
and its customers.

The. top management of PGCB is committed to devetop, imptement and maintain the pGCB
quality management system and also committed to improve it's effectivenessinrough continualimprovement. _

Management demonstrates their commitment'to the development and implementation of the
PGCB quality management system, by:

a) Establishing a quality directive through its statement of Vision of future role, Mission,
Quality Policy (ref. Document no. eD-CMp-01)

b) Continuously communicating to its employees the importance of meeting customer as
wellas statutory and regulatory requirements (ref. section 5.s.3)

c) Establishing clear, identifiable and measurable quality objectives (ref. Section 5.4.1)
d) Conducting regular management review meetings to ensure the effectiveness of the

processes and to ensure continual improvement (ref. section 5.6)
e) Ensuring that the necessary resources are available for all processes (ref. Section 6)

5.2 CUSTOMER FOCUS
(a) Customers of PGCB are identified as:

- BPDB

- WZPDCL

- DPDC

- DESCO

- Palli Biddyut Samities
- Large Consumers

- Etc.

PGCB has identified the requirements of customeis. The electrical energy is sourced from the
following feeders:

1. Generators of BPDB

2. IPP Generators
3. APSCL

4, EGCB
PGCB has identified the two criteria for the customers' requirements:

l. Frequency control: PGCB has to maintain system frequency SOHz t1o/o to ensure
quality power to the customer.

ll. Voltage Control: PGCB has to maintain-.the customer end vottage (230 kV/ 132kvt
_ 33 kV ) at t10o/o of the rated voltage to ensure quality power at customer end.

(b) Customers of PGCB (receiving connectivity through Optical Fibies) are identified as:
1. Grameenphone
2. Axiata (Robi)

3, Orascom (Banglalink) 5, BTCL
4. Citycell 6, University Grants Commission

Contract process with Bangladesh Army and NTTN license holders are in progress.
PGCB has identified the two criteria for the customers' requirements:

L connectivi$ uptime: PGCB has to maintain 100% connectivity uptime to ensure quality service.
ll. Link Availability: PGCB has to meet the obligation as per contract with customer.
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New requirements will be constantly monitored and will be included in development
programme for further actions. Customers' requirements and customer satisfaction will be the
main focus of PGCB's activities.

Customer satisfaction is defined as the customers' perception that their needs and
expectations have been met. Top management shall ensure customer satisfaction, through
implementing and maintaining the PGCB quality management system. Top management his
identified and recorded the customer needs and expectations in the Quality Manual (ref.
Section 4.1). : 

.

Management shall communicate with its customers to ensure that it understands their needs
and expectations and to ensure that it is being met. Management shall also communicate the
customer needs and expectations throughout the organization, and ensure that the targets and
goals of the organization are linked to the customer needs and expectations.
Management shall systematically manage customer relations and ensure that customer
satisfaction is being measured and shall continually strive towards improving it.

5.3 QUALITY POLICY
The top management of PGCB is committed to implement, maintain and continuously improve
the PGCB quality management system.

Management shall communicate the quality management principles of customer focus,
leadership, people involvement, process and system approaches, continuat improvement,
factual decision.making and mutual beneficial supplier relationships, to all levels of the
organization and ensure that it is understood and applied.

The Quality Policy of PGCB has been established (ref: Document no. eD-CMp-g1)
Management Policy). Quality Policy embraces all functions of PGCB. The Policy reflects the
commitment of PGCB in meeting the requirements of the customer. The Quality Objectives
consistent to Quality Policy has been defined (ref: Document no. QD-CMP-01 Company
Policy). The QMS includes commitment to review the policies and objectives for continuing
suitability and improvement. PGCB ensures that Quality Policies and Objectives are
understood at all levels through briefing sessions, training and on job performance.

PGCB is committed to delivering quality services, that complies with the terms and conditions
of the contractual requirements of customers, that meets the requirements of the Standard for
Quality Management Systems, and that meets or exceeds customer needs and expectations.
PGCB shall periodically (at least once a year) review its quality policy to ensure that it remains
suitable and relevant.

5.4 PLANNING ,I 1 :'

Quality objectives are established to support and implement the quality policy and to ensure
continual improvement. Quality planning materialises through defining, the PGCB quality
management system processes (including any exclusions allowed for by the requirements of
the Standard), and the applicable resources needed to achieve quality objectives.
5.4.1 Quality Objectives
PGCB documented its processes to define objectives, and established a measurement
structure that would be regularly reviewed to ensure objectives are being met.

Measurable quality objectives are established at'the retevant functions and levels within the
organization, which are consistent with the quality policy. Quality objectives must ensure that
process and customer requirements are achieved.

Quality objectives also define the direction and priorities for continual improvement. Use of
quality objectives for facilitating continual improvement is explained in Section 8.5.

PGCB has established Quality objectives for the various processes of the quality management
system have been (ref: Document no. QD-CMP-OI).

IW,
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5.4.2 Quality Management System Planning

a) Quality management system elements and processes are planned to ensure that the
system is appropriate for the scope of the Company, and that it is effective and efficient.
The purpose of the qualily.mpnagement system is to:

o achieve the quality policy
. ensure and demonstrate that PGCB has the ability to provide a consistent service

that meets customer, statutory and regulatory requirements
. ensure a high level of customer satisfaction

. facilitate continual improvement, and

. comply with the requirements of the Standard

The output of quality management system planning is documented in this Quality Manual,
in associated Process.Procedures and in other.referenced documents. Together, these
documents identify and define all elements and processes of the quality management
system.

b) lmprovements and changes to the quality management system are planned within the
framework of management reviews. The output of this planning is expressed in the form of
quality system objectives as defined earlier in this Section QM-05, in para 5.4.1 above and
in Section QM-08, in para 8.5.1.

To explain the requirements of quality and how it is met with the Qualig System, quality
planning is made. The planning process takes care of the various activities that are essential to
meet the specified requirements for services offered by PGCB and to ensure customer
satisfaction. The quality-planning format is documented and available in pages 4 & 5 of I of
this section QM-05.

lnterlink of responsibilities between different functions in relation to different activities of Quality
Management System has been shown in matrix format in page 6 of I of this section QM-05.

5.5 RESPONSIBILITY, AUTHORITY AND COMMUNICATION

Responsibilities and authorities are defined and communicated within the organization.
Appropriate internal communication processes are established to ensure that regular
communication takes place "through all levels of the organization to ensure that the
effectiveness of the quality management system are maintained and improved.

5.5.{ Responsibility and Authority
An organizational structure (Organogram) of the company has been given in Service Rule
(Document no. QD-HRM-02). The company has formerly issued it. Responsibility and Authority
of the personnel who are important for the Quality Management System and who can manage,
perform and verify the work affecting quality are also defined in the same document. Quality
Management System Mapping shown in page 10 of 12 of document QM-04, Quality Planning
Format shown in pages a &,5.pJ,9 of this document QM-05 and Responsibility Matrix shown in
page 6 of 8 of this document QM-05 shows clearly the inter-departmental relationships.

Job-descriptions have been established (ref. in Service Rule, Document no. QD-HRM-02) and
are available for all staff designations, which define the relevant functions, duties,
responsibilities and levels of authorities.

Top management explains and issues jotrdescriptions to their respective staff members and
ensures that they understand their duties, responsibilities and authorities. Management
monitors their staff for compliance with their job-descriptions, which shall form the basis of
annual performance appraisals.

Top management ensures'that lob-descriptions are maintained and regularly reviewed to
ensure that it remains relevant
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QUALIW PLANNING FORMAT

Activity Procedure/Other
Reference

Responsibility Reference Documents Quality Records

Document and Data
Control

QP-DCL-1 MR Lists of Procedures/ Work
lnstructions/
Formats/Tags/Reg ister/
Specifications

Control of Quality
Records

QP-DCL.2 Do List of Records AllQuality Records
as per List of
Records

Management Review QP-MNG-1 MD, MR lnternalAudit Summary,
Customer Complaints
Summary, Corrective and
Preventive Actions,
Recommendation of
lmprovement

Management Review
Records

Competancy & Training QD-HRM-1
QD-HRM-2
QD-HRM.3

DHRM

GMP&A

Assessment of
Competency, Training
Needs and Plan, Appraisals

Training Records,
Evaluation Reports

Suitable and Safe

Working Conditions

GMSO,
MGMD,

AM/DM GSS

Check Lists, Fire Drill
Records

Fire Drill Records,
lnspection Report on
Accidents

Contract Review QP.PPL.1

QP.SPL-1

QP.DGN-1_

GMP&D Market Survey & Forecast,
Customers' query & feed
back, Product
Specifications, Power
Availability Reports, Tariff
Approval

Contract Review and
Amendment Records,
Offers, lnvoices.

Planning and Design QP-PPL-1

QP-SPL-1

QP-DGN-1

GMP&D Plan, Design Drawings,
input, output, review,
verifi cation, validation,

Design drawings,
design review,
reports of verifi cation,
validation, tender
documents

Project lmplementation QP-PIM-1'1 GMP Relevant document of sub-
contracts,

Records for
Construction,

Procurement QP.PRO.1 DGMPRO

GMP&D

Specifications of Prod ucts/
Sub-contract Documents,
Limits of Authority,
Procurement Manual

Supplier Approval
Records, Purchase
Orders

System Operation and
Load Despatch

QP-PSO-1
QP-SSO.1

GMSO Log Sheets & other
records

System Protection and
metering

QP-SPM.1
;r

DO&M

Sub-station Maintenance QP-SSM.1
QP.TLM-1

DGM(Grid) Annual Maintenance Plans,
Monthly Maintenance Plan
Machine History Card

Break Down Record,
Annual/Monthly
Maint. Record,
Machine History card

Monitoring and lnspection QP-PSO.1
QP-SPM-1

DGM, M
concerned

Quality Manual Records & Registers

ldentification and
Traceability

MSPMD

concerned

Relevant documents Tags, levels, etc.

4'tP'
Reviewed by Approved
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QUALTTY PLANNTNG FORMAT (CONTD.)

Activity Procedure/Other
Reference

Responsibility Reference Documents Quality Records

Customer Supplied Product Not Applicable

Preservation of Product QP-STR-1 DGMP&S

MGMD

Receipt of materials Safe keeping, stock
records

Control of lnspection,
Measuring and Test
Equipment

QP-SPM-1 MSPMD
concerned

Quality Manual Calibration Records

lnternal Quality Audits QP-IQA.1 MR, DMR Checklists, QMS
documents, records of
processes

Nonconformity
Reports, Audit
Analysis

Control of Nonconforming
Products

QP-CNP-1 GMSO,
MGMD,

AM/DM GSS

Monitoring and lnspection
Procedure, Raw Material,
and Product Specification

Monthly Analysis of
Product Non-
conformity

Statistical Techniques AllFunctional
Heads of the

Quality System

Records of processes, Data
of Corective and
Preventive Actions

Quality Records

Non-conformance,
Corrective and-Preventive
Action

QP-NCP-1 -do- Monthly Analysis of
Nonconforming Products,
lnternalAudit Reports
Summary, Customer
Complaints, Statistical
Analysis Reports.

Monthly Analysis of
Customer
Complaints, Minutes
of Corrective Action
Team, Audit Analysis,
Statistical Report
lnferences.

Finance and Accounts QD.FIN.O1

QD-FIN-02

QP-FIN.1

DFIN

GMF, DGMFIN,
MFIN, MACC

Financial and Accounts
transactions, Budget, Tariff
approval and book
keeping,

Financialand
Accounts Records

FinancialAudit QP-ADT-1 DGMADT Organization chart
(changes in officers, duties,
and others), Methods of
operations, Periodic
fi nancial reports submitted
to higher management,
Substations or offices,
Others.

Records of Audit
Findings, Audit
Objections, lnternal
FinancialAudit
Reports, Audit
Analysis

Company Affairs QP.CMP-1 CS Decisions of Board of
Directors & AGM, Company
Legaldocuments, Share
documents

Documents, minutes
of meeting, contract
agreement, company
documentation

Reviewed by (MR): Approved by (MD):
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I: Direct Responsibility

RESPONSIBILITY MATRIX

E: lndirect Responsibility

Clause
No.

Title of requirement MD DF D D D
P&D

GM; GM
T-l

GM
T-2

GM
SO

GM
P&D

GM
P

GM
P&A

GM
ADT

CS MR SK

1.0 Quality Management System I T r r I I I I I I I I I I I I
t.2.3 Procedure for Document

3ontrol
I I I I I I I I I I I I I I I I

4.2.4 Procedure for Control of
Xuality Records

tr I I I I I I I I I I I I t I I
5.6 \4anagement Review

Procedure
I I I I I I I I I T I I t I I

i.2.2 lraininq of Emplovees Ea r.E I I T I I I I I I r B tr
i.4 Suitable and Safe Working

invironment
tr D I I I I r I r r I I I r T

7.2.2 lontract Review I I I I I I I r I I I I
7.3 ,roc,edure for Desiqn Control I I r I I tr I I
t.4 rurchasinq Procedure I I I I I T I I r T I I I I r
t.5.1 ,rocedure for Power

[ransmission Control
tr tr I I I I I I I I I I

'rocedure for Maintenance I I I I I I I I
/.5.3 dentification and Traceability tr D tr I I I I I r D I

nspection and Test Status :'E I D U I T I I I
t.5.4 lustomer Supplied Product NOT APPL CABLE
/.5.5 )reservation of products NOT APPL CABLE
/.6 lontrol of lnspection,

Vleasuring and Test Equipment
I I r I I I I I r

,.2.2 )rocedure for lnternal Audits tr r I I I I I I I r I I I I t I
,.2.3 nspection and Testing D I I I I I I I I
1.3 )rocedure for Control of

tlonconforming Product
tr tr I I I I r I I

,.4 itatistical Technique I I I t I I I I
).5.2
r.5.3

Procedure for Non-
conformance, Corrective and
Preventive Action

D I I I I I I I I I I I I r I I

Legend:
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5.5.2 Management Representative
Top management h1s appointed and authorized Engr. Quazi Ahsan shafique, GMp&D thePGCB Management Representative (MR), to. oe iespo"nsiuie tor impremeffii-no maintainingthe PGCB qualitv management system. ln addition to- nir pi;;ni ;;ipi*ioiliti"s, themanagement representative shall be responsibte to:
a) Ensure that the processes that are required by the PGCB quality management system, andthat are defined in the Quality Manual, seition l.i,- are established, implemented andmaintained and to ensure that the necessary resources are identified to be made availabteb) Ensure that management reviews are performed and .to regutarly report to topmanagement on the performance of the quality management system, which shall includeany need to improve the pGCB quarity managemeni,vEt".
c) Establish internal communication and training structures to promote and ensure staff fromall levels of the organization has an awareneis of the needs of pGCB customers
d) Where relevant communicate with externalparties on matters retated to eMS
considering the distance between audit points and limitations_in travel time, top managementhas appointed NINE Deputy Managemelt neprgsent"tir"r ionaR) in pGCB for (i) Dhaka (ii)chittagong (iii) comilla (iv) Bogra 1v) xrrutna fril eiriopuitriiipri"ct (viii) NLDg and (ix) Headoffice & Biddyut Bhab_an, E",lg-i Mir Motaher ir,i$"ir,"u"i"U"|. (Attached to MD) in addition tohis present official responsibiiitiijs, he will carry out the work 6f DMR Head office and shalt atsoassist MR with the assignments as designaied. to nir-uv ItaR, Engi. o.o"rni, Das, DGM,Procurement and stores, has been appo'inted by top ,"'n"g"r"nt as one of nine DMR ofPGCB.

5.5.3 !nternal Communication
lnternal communication is an integral and important part of the pGcB quality managementsystem' lt is required to ensure that information is avaiiaute, iimety and at appicipiiate tevels ofthe organization, and to ensure that customer, staiuioiy'ano 'reguiato,i;i;;;rents 

areunderstood at all levels of the organization.
Top management has estabtished an internal communication structure that ensures thatinformation regarding the effectiveness of the pccg quility ,rnrg"r"nt system is avaitabteand shared at the appropriate tevels.
The internalcommunication structures that are established and maintained in pccB includes:

a) Holding formal and informal meetings within departments/sections, and also betweendifferent departments/sections' Minutes ire kept ano miintar:ned of formal meetings to recorddiscussions and to follow-up on decisions and ;iffi ;i;;. -ffi#a:=',il'3.ting, 
ar"conducted as-and-when rgflHifpd to communicate with staff in ne oav-io-oay'eixecution ofduties.

b) Distributing and displaying notices and memoranda. Relevant notices and memoranda aredistributed and displayed on notice boards at the various work-areai ioi grn"r"l staffinformation, these inctude., i.e., staff promotions .no "h*g;, public hotidays and rest days,working hours, training schedules, etc.
c) Preparing and distributing progress-repodg: All process departments/sections have toprepare periodic progress reports on their activities ind performance towards meeting theirobjectives. These reports are submitted and distributei ,i tn" 

"pp.pri"i" 
ievels of theorganization for information and the necessary action.

d) For meeting the emergency actions, personnel at required tevels are provided withnecessary wireless walkie-talkie, mobile and land phones, fax machine and e-mailfacility
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5.6 MANAGEMENT REVTEW

5.6.1 General
Management review enforces the commitment of top management to implement and maintainthe quality management system.
Management has established a formal management review meeting, at planned intervals,which shall not be further than three (3) inontht iprrt, to review ilie icce qualitymanagement system and to ensure that it remains suitable, aoequail an-o etrective. Themanagement review also includes the assessment or 'approiiiate -oiportunities 

forimprovement and possible needs for changes to the pcdg quality management system.
Minutes of the management review meeting and olher appropriate review records, such as,internalquality audit reports, etc., are being tiept ano maintlineo by the MR.
5.6.2 Review lnput
Management must ensure tha!.thpy gather ldgqg.qte, sufficient and appropriate information toenable them to take informative il6cisions. Thbiefor",-r.nrg"ment has established relevantdocuments, to utilize in its review on the effectiveness-"i in" Fcce il",i y' managementsystem.

Management considers and uses the following for their review:
a) Follow-up actions and progress reports on actions that were prompted by previousmanagement reviews

b) lnternal and external quality audit reports, which includes corrective actions taken andresults of audit reviews_ _

c) Feedbacks that are received from the various customers, such as, minutes of meetings,complains, customers' satisfaction survey and other relevant customer correspondence
d) Performance indicators. and progress reports from the various processes, which shows ifobjectives are being achieved
e) Performances on quality of power in.term.s of.voltage and frequency and reports onactions taken on non-conformity of products/services -
f) Reports on required preventive and corrective actions, which shows the current status ofthe actions being taken
g) Proposed changes and suggestions (both positively and negatively) that could affect thePGCB quality management system
h) Review on suitabilig of quality policy
i) Any proposed recommendations received, to improve the pGCB quality managementsystem

5.6.3 Review Output
The management review materialises in.a clearty defined, appropriate and sensible output,which are easily being directed for execution- rp minutei .irii,i ,ri"nrg;"nir"ri"* meetingshall serve as the medium to communicate the r9v.iery outnri trrorgh |i; 

"d;6;ate tevels ofthe organization for information and action, and includLl att retevant decisions and actionspertaining to:

a) The improvement of the relevant processes and overall improvement of the pGcB qualitymanagement system to enhance its effectiveness
b) The improvement of the delivered seruices to enhance the satisfaction of PGCBcustomers

c) The analyses of resources needs and actions that is required to satisfy those needs
PGCB has established procedure no. ep-MNG-l'for Management Review.

/r
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6 RESOURCE MANAGEMENT
6.1 PROVISION OF RESOURCES

Resources are the basic inputs to processes that have to be managed for product realization(transmission of electric energy).
Resources could normally be divided into the following three distinct categories, namely:

o Human resources, e'g. people: where the physical and mental tatents and skilts of peopleare employed to create a product or deliver a iervice
o capital resources, e.g. manmade goods: which are those resources that were created andare then employed to make it possible to deliver a Rnar proouci or service. capitalresources usually have a long working life, and are used or"i rnJ'orJi a.in. Examplesincrude things rike, equipment, office dirdin'd, furitrr", computers, vehicres, etc.
o Other resources

with most capital resources, PGCB has determined and provided the other relevant resourcesthat are required by it to. achieve its objectives. ftreie r"r6ri.", include inter alia, the essentiatequipment as listed and procured in accordance with tne iequirements oi consiruction processand allthe human r€sourcesrthat are required uv pecd to-ensure that:
a) The PGCB quality management system is imptemented and maintained, and that itseffectiveness is continually improved
b) The needs of its custome/s are being met, and their satisfaction are being enhanced

6.2 HUMAN RESOURCES

6.2.1 Genera!
The human resources management has been identified as a process that is required by pGCBto deliver its products (see siction 4, page 6 of 1, ;ioM-64).
The human resources process is applied and used. to provide the necessary and competentemployees that are required by PGCBIo 

.orovjde in" iroo'r.ts in accord"n6" *itn its scopeand to maintain the manning levels. PGCB iras ioeniinliiii'r"qrirements of human resourcesand provided them. For any further requirements, it witiue i'dentified and provided.
The organogram (refer-99Tqnv structure Document no. QD-HRM-01) illustrates theorganizational structure of pGCB's top management:
6.2.2 Competence, Awareness and Training
competency and awareness are basic needs with regards to human resources.
PGCB shall ensure that all its staff are trained to a lever of competency enabting them toperform their required duties, and shall maintain and enrrance that competency through a staffdevelopment training programme.
PGCB ensures competency and awareness through the foflowing means:
a) A competency tg.old for eagh post is maintained in an approved form tifled ?ssessmentof competence to Perform Tasks'(ref. form no. or-nno-03). The DGM HRM uses thiscompetency record as a basis to find suitable candidates and assess tnJi, 

"orp"tenciesaccordingly, where necessary, through interviews, ilf; appointments are made.b) "ln-service" training progirammes are being implemented and are being maintained toensure that employee competency are maintained and continuousty imlrjveo.
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Three types of "in-service" training programmes are distinguished, namely:
(i) Skills transfer training programme is used to enabte the enhancement of skills of staff

with in-house resources or from out-sources
(ii) Specialist training programmes, where the training services of "specialists,, are

procured, which include inter alia, first aid training, hazard tackling training, special
computer application programmes training etc.

(iii) Other training programmes, which include inter alia, awareness of health and safety,
awareness of quality, qualitY management systems, procedures and internal qualiirj
audits, the use of portable fire extinguishers, vehicle driving skills, various engineering
test methods, use of special equipment, such as, various construction, qualii-y testin!
equipment, rescue and fire fighting equipment, etc.

c) The effectiveness oJ the training programmes are the responsibility of Deputy General
Manager HRM and/or.EecJiQn head and/or trainer, and are measured and evaluated by
suitable and appropriate means.

PGCB has established Training Policy (ref. Document no. QD-HRM-o2) to maintain and
improve the process of training.

d) The head of the HRM division (DGMHRM) is responsible to ensure that all employees,
once appointed, be given a copy of their respective job-descriptions and instructed therein
to ensure that their duties and responsibilities are fully understood.
Managers and section heads are further responsible to ensure that all their employees are
aware of:

o The relevance ,ni iinbortrnce of their duties and activities
o The importance of the interaction between different departments and sections
o The importance of custome/s requirements
o How all employees contributes towards the achievement of PGCB's quality objectives

e) Records of all personnel of PGCB are kept in an approved form titled "Record of Human
Resources" (ref. form no. QF-HRM-02). Copies of appropriate and relevant educational
certificates, training records and/or certificates, and proof of skill development actions are
kept on the individualsl per,sonnelfiles, which are being maintained by thb HRM section.

PGCB shall ensure that all its staff are trained to a level of competency enabling them to
perform their required duties, and shall maintain and enhance that competency through a staff
development training programme.

6.3 INFRASTRUCTURE

PGCB has identified and established required facilities to achieve conformity of the product.
Adequate workspace, machinery and instruments are availabte to provibe the iequired
services as per required specification. Care is taken to assess the needs of the facility and
technology from time.to.time !9..cope with the changing need of the customer and accordingly
plans are made to include thos6.

These are

a. Equipment and Machinery (Document no. .....,t....:)
b. Work Space and associated facilities (Doiiimbnti no:,- ;;:' : ;!..i,1. :.1

,/4r
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6.4 WORK ENVIRONMENT
The needs of PGCB employees include..being able to work in a good work environment. Agood work environment poiitivelv contributes- 6;rds i-oorting ;rJ ,"i;i;iiing emproyeemorare, which in turn contiibutes t6 ftre 

".nLr"r"niiilr;,y objectives.
A safe and sustainable work environment must be created for pGCB employees. pGCB hasdevetoped, impremented and 

"r" ,iint ini,o -;il;;;-oi heaftrr and safety managementwithin its scope of activities (iefer Obiument ;". ,...........1-
The Health and Safety plan will materialize in:

o providing safe, hearthy and hygienic working conditions for ail emproyees
o creating generalsafety awareness amongst altemptoyees
o reducing incidents and accidents that resutts in materialdamages and injuriesAll levels of management are actively involved with the health and safety programme, andwhere improvements..can be made, it ir tr" ortv-oi irr" iespective divisionautepartmentalmanagers and/or section heads to imprement such improvements.

Training is an essentiat element for a safe work environment. Health and safety awarenessdoes not come naturally ,and ryn"s"r9nt continuorsiv ieacnes, motivates ino sustainsemplovee health and sa6tv knowledgJilo awlene;;l;';;"nt inluries. Heaiirrlno safety is
iiii*,ln'3lfllf:,:1,:i}iJ3lh"* "nJ"*"'v emprovee ,rri r..rre personar responsibirity ror

:"?et#&:;ti::'fi:ilphvsicat ractors and work environment needed to achieve product

l. Physicalfactors
1. Heat

: , :t !

2. Light levet
3. Cleanliness
4. Air flow

5. Hygiene

Excluding areas where necessary (specially controt rooms ofsubstations where a controlleO'tempeiature of 2Sr2oC isrequired)) the ambient temperatur"-io u. maintained isaround 30t50C. lf necessary proper air circulation withexhaust fan are maintained ' '' ' - r -'

_300-500 lumen as per workstations requirements
Totalcleanliness in work area
well ventiration are provided at the work area, exhaust fans
1e provided where cross ventilation is absent
cleantiness is maintained throGh ;rti[" work area as it is
!e Rrime object for a Good hyg,;* iltice, first_aid boxes

t"*?l;' nil:, :: 31il?3f hff ?,1"#" ::IiL f [i:;1[made availabte at appropriate focations. Medical service isava i la bte from the toca I rr dsp rtiy;iin i,;.- 
" "

ll. Human factors
6' Safety All working. places are marked with red line for safe walkingpassage, allmoving parts are covered w*h salety covers, allprotruding edges etc. are marked rgid;tv i,;iirrtne gatesare kept_gt"T 

I9r. emergency exits. Reiui;;-il" dri,s aremaintained. sufficient nimo6rs or nre "Ix]inguishers 
areavairabre inside th_e projects. saie oii"tirg ilie?'is avairabrein a, projects. rirst aio boxes are made avairabre at

rhesearemonitoredandrecord":'#:::1"JT1Hl:
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7 REALIZATION OF PRODUCTS

7.1 PLANNING OF PRODUCT REALIZATTON

PGCB has planned. and dweloped the processes that are needed for the realization of itsproducts (a. transmission of electrical.en_ergy, b. Lease out dark I unuseo-ribie optic). The"PG-CP required processes, as listed in seiiion q.1 @i, o"nn"r the ;roces; iioceoures tnatare followed by pGCB to deliver its products and meets G oolective
PGCB carries out the transmission operation of electrical.energy from generation point tocustomers' receiving point. For this it carries out some ptanning 

"i6 "r"cr[onir n"* projectslike substations, transmission line etc-. considering tiiJ requirements of its customer andnational policy for .energy. system Planning anJ' irfuect'planninj unaei planning andDevelopment department do the ptannilg g.nq qrr*gd-to obtain approvat from ECNEC,development partner/banks/bodies. The D-esign sec-tioi-otes the n"t!.r"rv iormatities forpreparation of tender documents, invitation d receiving of tenoer,";;"diir; of Contractdocuments and does the design works where n""E r"ry. project offices perform thesupervision and execution of the new projects. Forthe"i[iing installation, concerned head ofthe zone has the same responsibility oi execution.
The transmission process involves Load Despatch 

-centre (L?c).where generation planning,system operation and control of the whole sysiem of tranimLsion is carrie'd-ori. oriry demandplan on the basis of. generation ptan and jlso a toao conirorsneooi.g i. ilo pnnn"d. Theoperation of the system runs ']on, this plan .aF.ol t1e ma;gr_lgritv "criierii 
of' voltage andfrequency of the electrical elergy (specified in Grid Cio"if BERC) to be distributed to thecustomers' Additionalty system Protection and Metering provide'n"."srw supports forprotection scheme of all the equipment.

All these activities are managed and controlled as per established procedures ep-pSo-1:Procedure for Power system operation and controt'ano Qp-spM-l:'p;;;;r; for systemProtection and Metering.

Maintenance is vital for keeping the line and equipmenuaccessories always ready for use.Schedule (both monthly and annual) maintenance,'br."[do*n maintenan"6 .no emergencymaintenance are carried out as per establisheo sysiem. Fiop"r safety r"irri" prior to start ofmaintenance job and during maintenance jobs 
"i" 

en.rr"oi procedure no 
-oplirrr71-g1 

givesdetails of the Transmission Line Maintenance and Qp-ssM-ol of sub station Maintenance.
PGCB is commercially leasing out its dark optical Fibres to various commercial and non-profitentities of the country.and delivering products lconnectivity through optical Fibres) to itscustomers. PGCB mainly plays the role of a network infrastruiture p"irrio.irnJ by meeting theobligation as per contract, receives rent / charge trom-G customer. These activities aremanaged and controlled as per established procidures eF-FcL-1: procedr;; f* Fibre opticcommercial leasing.

Maintenance is very important for keeping_the connectivity always ready for use. Maintenanceis carried out as per established system.-Proper gatety ni"mrr6r in ali maint.rrn." jobs areensured. Procedure no. ep-TRT-1 gives the details of it.
7.2.2 REVIEW OF REQUIREMENTS RELATED TO THE PRODUCTS
The requirements of customers, both existing and future, are identified during the stage ofsystem and project planning along with the facilities availabie at the point of .rit6r.rr.
PGCB has been explicitly established and constituted to execute the Contract of Customers,on agreed terms and conditions.
PGCB shall review and accept the Contract Agreement of the Customers before acceptance ofcustomers' order.
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considering the electric energy that PGCB delivers to its customers' is directly dependant on

the contract term, it i, i-n"i"iii6 assumed that the requirements of the individual customers are

fixed and would ,"r"in ,n"hanged, onfy ,aii"tion'w!!l be on total demand which can be

iil6r,ii"Ort"O or, the situation oitne time of consideration.

PGCB',s commitment to deliver quality energy is documented in the agreement with the

customers. rne oireciJr i""nni."r ,"ii"i* iti. Fcce performance predges on periodicar

Uasis, to ensure that it remains relevant'

WhenreviewingtherequirementsofitsCustomers,PGCBshallensurethat:
a)Theenegyrequirements,qualitycriteriaandmaximumdemand,aredefined
b)Newrequirementsthatdiffersfrompreviouslyexpressedrequirementsareresolvedfor' 

mutual understanding and satisfaction

c) lt has the ability to meet the defined requirements

ShouldPGGBberequiredtoreviewitscustomer.srequirements,aSaresultofthestatement
above, it sha[ maini]in iecoros of the r"rrrii ot tn" reviews and actions that might arise from

it. -r ! ltu

pGcB shall ensure that the same alteration/amendment(s) has been agreed and signed' as

proof of acceptance of the new requirements'

Wheretherequirementsarechanged,PGCBshallensurethattherelevantdocumentsare
amended and that the relevant personnel are made aware of the applicable changes'

7.2.3 CUSTOMER COMMUNICATION

pGcB has established effective communication arrangements with its customers, to ensure

that relevant intormation is shared regarding the delivery of its services.

When communicating with its customers, due consideration is given regarding the following:

a)lnformationthatpertainsto.theservicesthataredelivered,i'e.throughitsagreed
periodical review with the customers

b) ln-process enquiries and proposed amendments, i'e' through periodic progress

' 
meetings and reports, where applicable

c) customer feedback, including complaints, i'e' through the "customer service" line' and

the progress meetings where appticable

7.3 DESIGN AND DEVELOPMENT
pGcB shail do the designs with regards to the structures and others within the purview of

PGCB and also supervise of the 
"onstruciion 

*rrr as required by design outputs. sub-station

requirements or o"lign 
-ir 

{rriigq out tv suo-contractor who are selected by PGCB through its

serection proceouie--as defined uv 
".tlu]irneJ 

proceoule for Design control no. .P-DGN-1,

when the design ,-rul"itt"o uv tne suulconti".tii, are checked and approved for carrying out

the project *orrr. 
-iJjitio."1V, 

tne- iOeniitication and planning proposal of new projects as

carried out by sv"t", a".ning trer. p.."ori" no. Qp-ppL-1) bnd by project pranning (ref.

procedure no. Op-iir--lfwill ui iaken up Planning and Development

7.3.1 Planning ': ':r"'
Grid Network Planning:

For meetins the requirements of cugtom-111TIl?:l?::11,1^"'::,* :lilt"1TBE33'T;
[":ff,?l.Jtffi l?il]'t*;ii,;"s^"n"i:-q,::':.:t"g:**f [:Ii::'fl .t5,'":.S:l'J"9Jl':'::''ffi#:IJt"y:[, i;;:ilii",,.",.;*n^',tSlr,g:f:P'i;,X"llfti?H-l;?[:LT
;':."?:Jii':h'Ji!=d#ffi iiiri::l;l-*i:*l',:ll*n,'3'.'?IJ5 fl?'i#fi.fl'fi",liJllBil t'[lJ"#?b#,'"il'i5 i;iJi,ii.-irili"i'-'v 9if:lt^'g' ,"1::Y^?I*:1*''*H::']
""J5.r"':"''A 

$#"'i;Jilt" 0",il""J;;',;,{"1:"H:'fl.IT":-:,"* tJffi:fli",:?"1?Jnnetworu

:$::i&"r:dffi;;ffi;:.ilil;;;;-iDcin tne t6rm of probrem in system operation
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pranning of network expansion is. p..erformed considering the generation- expansion plan'

oenerator retiremeni ;ffi;'r;, "ooition 
of butk consumer, ani e*pansion in distribution

ioencies etc. Netwoit<;;;G;t o91e.W i"riHt* tt'ovusino customized software and the

siudy report is then anatyzed t".rrftglt.tnJirfnffrlni oitn" t&uirements while keeping the

vortage, roading ot riies L transformers *iinin 
"iio*abre 

range. A report is prepared based on

tn" tir,iy with necessary recommendation'

Planningofreactivepowercompensationrequirementisoerformedconsideringsome
soecified aspects. rniolr" ituoy toi n"t*oiii 

"rplniion 
ptan witioe performed that wirt incrude

technical viabitity tnrousn Load Flow.d; ifi; t;qr: -"r:ip"nibn 
bv the srowth rate of

demand, preliminarv "iiirrt"o 
cost Jro-ri'documented '""oii" 

and/or estimated cost from

different suppriers. ift;',;#il;rii-.-it tni!'riorr" rtr-o1tor networr expansion pran, the study

report it w*r be ,"ni't;i il;';ppr;;ri ot in"'6ir"-"ioiiirannino and Deveropment) / Manasing

Director.Thentheinhouse.stuoy.Slgrt*irru"senttoo',,*planningfor.furtheraction.
Feasibitity study foi network expansion' ilrjt-*irr-6l p"1o*"d' ntt"i verification of the

feasib,ity study report it wi, ob T,ni't[i'in""lppro["i 
t iri" Director (prannins and

Deveropmen,r , ,"Hni.i_riiil.,i.l,. rn"n'in"'i""ti6iiitv stuov report witl be sent to project

ptanning tor turtner aiion]pioceoure n".'op-spili givds oetairs oi tne system Planning'

proiect planning office then initiates.planning of Developme-nt Projects of PG-CB by preparing

Deveropment proj"ciFil;#jqryl nii'ii.,&"vrntorm'ation in tn6 rn-nouse studv Report are

used for tne prepalatd;f the-Dpp. riii".iiti6n i"g"rding 
"o.t 

ot different studies and the

ouantity & cost of land/land devetopmeni';il ih" ;6st of 
-o*t"i non'esidential civil works is

coltect6d from the fi;j;;i';ir;;t"., "*d' 
lnformation regaroin! price schedule for materials &

insta*ation, "on.rr[Jn'ry'';;;;;]""rl"ir."prrii;';;d 
triining:;;t etc is collected from GM

(p&D). cDVAr g;'ilL 
"t"tri car 6; 

';i';"dtrs a- Jqurpment are then computed'

lnformation ,"g"roing'y-"riwir" pni,.irig"It il9'i9i;'1991g tnL iroject is then collected from

the project oirectJr! fTi;"."c;Jt-a.n"1i analvsis 3t-"-t310'i"b' bpp is then forwarded to

chairman, ,GCB through M"nrg"r,'"ipi' Ho, p-aoloi[ador'r' Director (Planning and

Deveropmentr g r,rd, Fo-ce six copies fi tn" bee 
"tong 

with the rerevant information as

required by the "lr""hp"i"J;a.ini*i ""mmittee" "r" '"ni 
io po*"' Division' MPEMR for

setting approval "ffi;;;"r,to.u" 
,"quii"Jioi execution ot in" proposed project' on getting

approval ot manpowei'f5r project "t".Jtoii;:D-ii-t'th"n 
t"""Ji i'ccordiriglv' Two copies of

recast Dpp are to*riO"Oio irower Oiriti"n,'ftf-f#MR-fo1tn" t"*"endation of Secretary for

EcNEc approvat. ihe Dpp ,"y on."'ffin o" i"qrir"d tolelast incorporating the decisions

taken in the meeting of 'project fq]TfiJri afi;-itt';; (pe-ciin""oed bv Member' concerned

Sector Division; Planning Commtsston'

on getting the approvalfrom ECNEC, necessary procurement procedure is followed for getting

the work done. r[e assigned_.frojegt oi-,." in"n'takes up the iob for executing to finar stage

i.e. ready tor operfioniioce.urs no. Cii;-Fpl-i gi'"t deiails oi tne Project Planning

PGCB has the resources and. "in-house" competencies to address certain extent of design

reouirements. tn_house requireme.ni; ;iiffi;--rt-rr"trr"t- "r" 
met b-y. pranning and

development oivisio-riJiarti.ritrgli.rign to tn" tvo:ry:t oi completion olthe building' For

design purpose;ft d;'siioFco is,iseJ in desiln r".t-i*. procedure no' ep-DGN-1 sives

details of the Oes'r!_'n and development activities'

Fibre OPtic Network Planning:

Fibre optic Network exPansioYi'is,1h':I"^d,::[,tY":3flH'1:fl!J,?-"1rtl?t?il11'"J;*3g,"'15Fibre Optic Network expansion ls.acnlev-eq errrv ev sAPq'le'vrr aJri 
"ip"naion 

is performed'

As a result no sepii[J "'p'1,:l"i^lft^1":,,:;:nP.{:"ffio new dark nbres and also to
fi :fl Jfi '[l:.::f'il"t;""H;.l.:"?[ii1.yi+ll;:F":*"Hf X"1f5,l:T,H',3'#:::1Ho*"r"t, for meeting the req.utret:l::^."' uuDturrr're "--""iitilnformation from offices of

mitisate tne nrotrem"s^'in-ex-i{..i11?.1Y.,:tll"?5i::ff:#tft"n, 
"*irting 

system param'te.P
[':'33:i#e[il^i{}i"fifi:?"",?Ji[ *yE[S6'Xfu {f;,'X't'l^n l'.il,iil ?fif,t"J"il:
*'nl,;.f,tl',?:o I,3$:.i,J:'".liJJi: 

'Xy;ia;B?fiii'p.,iiJ" coinettivitv throush its
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ootical Fibre network infrastructure to its customers' planning for suitable maintenance is

i[ il?Li', 
""0' 

fi ; ;;iilii;;;man aseo ano controi tLd as per proced u reQ P-rRr- 1'

7.3.2 Design lnPut -..L^r^ria*
Whereapplicableforin.housebuitding-stgclu1es.(mainlysubstationexpanslon'
accommodation of 

",.,ipr"v!"'".0-om""Jj,"pccg 
determines th-e rerevant inputs that are

;.il;"J 6r. the designs/planning of projects'

As appropriate, the designated person(s) of the section will:

a)Reviewtherequir-ements.andotherrelevantdocumentationtoensurethatcustomer's
requirements aie acnieved with regards to functionality and performance

b) Consider tne 
'refevint 

statutory- and regulatory iequirements that applies to the

") 
3?:,,1ii::l!xxi,{i:t3ti"l"tl:t are derived from previous sim,ar desisns/prannins, where

aPPlicable
d)Consideranyotherrequirementsthatareessentialforthedesign

The information is put into the software and input printout is taken for review and approval, to

ensure that it i, ,oeqrri" to .o.pr"te the various stages of the design.

7.3.3 Design OutPut

Theoutputoftherelevantdesignsisprovidedbythesoftwarealongwiththecalculationsheet
in deflned format ffii;;br"I ,"rin".iioi-rgJi.ii the design inlut, and ensures that the

authorized person approves it before it is released'

The GMP&D ensures that the design output:

a) Meets the inpui requirementJfor the relevant design

;i ffi;riili'&id;Gvint desisns is approved prior to release

b) provides ,pp6;i; *J.i,i1n"ilnt"intorm"iion for the procurement of applicable

Products, goods and/or services

c) contains or r"iJo'io applicable acceptance criteria that relates to the engineering works

d) Specifies tn" .irr""t"li!ti., "t 
tn" J[iit"erint wo*s that will render the works in a safe'

-' 
,"tirbl" and serviceable condition

7.3.4 Design Review

TheGMP&Dmustsatisfyhimselfthattheplanneda.ctivitiesandstagesofthedesignare
meeting the specifLii"q,lir"r"nts, by i rri.S t,iiematic design reviewi performed at suitable

stages.

The review is done by the concerned staff engaged with the specific design and by DGMDGN

& MDGN. TheY will:

a)Evaluatetheabilityoftheresultsofdesigntomeetspecifiedrequirements
b) ldentify rny pioOidrs experienc"J in tn6 design process and propose necessary actions

to be taken

The results of the design teviews and any necessary actions that may be required are

recorded, as aPProPriate'

7.3.5 Design Verifi cation

Design verification is performed by.concerned staff in design in accordance with planned

arrangements, to ens--uI inaitne d;ifi;uiput is meeting the design-input requirements'

The verifier will be an independent person deputed by DGMP&D' who has the necessary

experience to ,"ri"* tn" o"iign output-iitn r"i6r.r." to tne stated design requirements and

design inPut data.

The results of the verification,and.of any necessary actions that may be required are recorded'
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7.3.6 Design Validation

TheDGMDGMorhisdeputedpersonisresponsibletoperformdesignvalidationondesigns'in
accordance with the pranned 

"*"ng"."i-t5, 
io 

""iui.i 
that the reJurting works is capable of

;;il ih; requiremints for the products and others'

Theresultsofthedesignvalidationarerecordedoncheckcertificatesthatarekeptand
;;ffi;Joy tne office 6f the coordinating Architect'

7.3.7 Controlof Design Ghanges

Designchangesmayoriginatefromanumberofsources,whichinclude:
(i) PGCB changing their requirements

(ii) Changes in design standards

(iii) Changes that were prompted by design reviews

(iv) Changes that were prompted by use/s request

Design changes are identified and rgco-1ded on the design checkrists. DGMDGN is responsible

to ensure that design changes "r" 
r"ii.*"0, verifiei and validated, as appropriate' and

lppr*"0 Uy DGMDGN before implementation'

The review of the design changes sha, incrude an evaruation of the effects that the changes

may have on the 
"rirtin! 

*orfs] tne avaifiOte resources, costs and other relevant implications'

7.4 PURCHASING
7.4.1 Purchasing Process

PGCB ensures that purchased products and goods conform to specified purchase

requirements. nlso 
-idjgl,r"nrrr"i tn"- i"*i""r -required from suppliers/sub-contractors

conform with the requirements of joos-to- il p"rf"*igd by the designated suppriers/suF

contractors.The$peandextenlotco-ntrotapprieoo.l|hesuppliers/sub-contractorsandthe
purchased proOrJi, oi looOslp"tfotr"J io6!- snalf be.. dependent upon the effect the

purchased proou.iJ o- g;;ilperformeO idbs have on the subsequent products that are

realized.

PGCBevaluatesandselectssuppliers/sub-contractorsbasedontheirabilitytosupply/perform
oroducts and goods{obs in accordancJ*itn iti ,"qrirements. criteria for serection, evaruation

and re-evaluation are established'

Records of the results of evdluations and any necessary actions arising from the evaluation

are kePt and maintained'

Appropriatedocumentedpurchasingprocedureshavebeenestablishedtoaddresstheproduct
and goods neeos of pdcg in terms or itr quality management system (ref' QP-PRO-O1:

procedure for purchlsl anO afso QP-DGN-1 Piocedure for Design Control)'

7 .4.2 Purchasing/Sub-contracting lnformation

Purchasing/sub-contractingrequisitionsareestablishedtoprovidetheinformationrequired
describing tn" proir"i;;;"o;;/j"brlo u" purchased/availed, including where appropriate:

a) The requirements for approval of the product or goods/jobs' applicable procedures and

processes

b)Therequirementsforqualificationofpersonnel,specificallywithregardstotechnical
requirements

c)TherequirementsasdefinedinthePGCBqualitymanagementsystem

The procurement section shail ensure that specified pu.rchase/sub-contract requirements are

,J"qi,"t" prior to communicating to the supplier/sub-contractor.
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7.4.3 Verification of Purchased Product

pGcB estabrishes and imprements the inspection or other activities necessary for ensuring

nat purcniseO proOucis iriO 6boOs4obs meets the specified requirements'

PGCBstatestheintendedverificationarrangementsandmethodofproductreleaseinthe
purchasing lntormaiion'".J ,iv include cuitoiners, if desired, in the process. Procedures QP-

pRO-01: Procedure for Purchase and atso op-ooN-l Procedure for Design control identifies

ine metnoos and piocess of verification of purchased products.

7.5 PROVISION FOR PRODUCTION/SERVICES

7.5.1 Gontrol of the Provision of Products

PGCB is engaged with the transmission of electric energy from. generation source to

customers, receiv'rig'poinirnO has-developed the transmission and delivery processes as

defined in section i.i.-Fcca nas ruriner deveroped and impremented process procedures

(see section 4.1) tn"i'o"rciiue how tne-etectric energy wilr be received and transmitted to

customers to ensure that it achieves'rts-oujectives in accordance with the PGCB quality

management sYstem.

The wheeling process of electrical energy requ.ires planning, operation and control' lnitial stage

of pranning invorvJJ-ti! p'enning ot g"dnerition iorrsidering the economic order (based on

variabre cost of t#gl,;"[fri,6'i;";itr. Fi"nning of rpp operition is made on weekrv basis. A

generation scneOuLis maOe 6veryOay ,orning on hourly basis of economic order and on the

basis of intormaiion 
'ivailaure - 

froh the lnits on ava,abre, probabre, limitation of

leneration/limitation on variation of load etc'

A daily demand planning is.made to facilitate the preparation of generation schedule and load

shed planning. A f"ri S'nirO piinnlng is mjOe on'th6 basis of generation and demand in the

system, limitation in tn" transmission network (if any) and probable voltage problem in a zone

due to MVAR demand, etc. Based on inir proiable'total load shed in the system is estimated

and distributeO a,ion'i1i''l'tinG,tOistriOutibn zones in proportionalg to.the. demand of the

respective zones';;";;r""J !19gg.i^I-"nirt and/or ai oirected time to time' Ptanning of

natural gas requireil"iitot next 60(Sid) months is.madeon the basis of estimated maximum

generation tnourrvj'in"Mwh, in the systa;, estimated maximum generation (tor 24 houo in

MWh, in the system considering appropriate load factor. on these criteria probable natural gas

requirement ot inOiviOrii mainih'e/pil;i ttrtion in the system is calculated/estimated'

generators are tne-n'gio-rn"O.i.q"9. r.,g 6 tneir..proOalte. gai supplier entity' Probable total

naturat gas requirem""nt tr6, individualiai supptiir entity islhen calculated, for satisffing both

ii.riiv,irri;ri" Mffi'".J zlyrt mr*irrm MWh generation demand' in MMCFT'

The controlling process of the transmission system involves frequency control' load control

(load shedding), schedule outage, emergeniy-outage.and development program outage'

Records of these activities ,r" ,"int"iied.'Due to internal or external fault automatic

disconnection [iipping) oitir" equipment and/or line and/or generating unit from the system'

pGcB has established system ,rnrg" this tripping under two categories, minor tripping and

major tripping. ior .i*i. tripper, tn6 sistem'des[atcner handles the situation on specified

guidelines ano toimajor tripdiirg system despat-chir informs the situation to Manager (LDD)'

DGM (LDC) ano'coni"r*i'nidn omclals and follows their instruction. During the operation

process ot transirisffi; .;.t r-blished syslem of monitoring and reporting is carried out

Necessary data recording, as p"t .ttrLiithed system, is cirried at specified intervals and

records are maintaineo ii evidence of contormity t9 s" requirements. procedure no' QP-

pso-or gives details of the Power system operation & control.

7W
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Whereapplicable,theprocessproceduresalsodescribe,interalia,therelevantcontrolled
conditions, that includes:

a) Applicable reference documents, purpose of. the procedures, and other relevant

information tnai OescriOes the cnaracteristics of the services that are to be delivered

b) Detailed worrl- pio."orr"r with defined responsibilities, interfaces with other parties,

and oetaiting noi the transmission process are to be realised

c) ine avaitaOitity and uses of suitable facilities and equipment

oi rn" availability of monitoring and measuring devices, as necessary

.i rn" imptementation of monitoring. and measurement activities

0 Any other relevant customer service activities

To monitor the activities of the substations senior management members are visiting the

substations as per 
"it"Ufiin"O 

procedure no. QP-S;S-1 and the records of such visits are

maintained. 
:.r

7.5.2 Validation of the Service Provision Piocesses

PGCB validates the processes for the provision of eleclric energy transmissior where the

resulting output 
"rnn& 

be verified by subsequent monitoring and measurement' This includes

any process where the deficiencies are only discovered after the customers have chosen to

;;drii; appropriate feedback relating to the deficiencies'

The varidation demonstrates that the appricabre process has the ability to achieve planned

results.

where applicable, PGCB establishes arrangements for these processes, through the

,"n"g"il"nt review process, that would include-: . ..

a) befining criteria for the review and approval of the processes

Ui Rpproving appropriate equipment and qualification of personnel

ci Using specific methods and procedures

d) Keeping record of these vaiidations, which shall be in the form of the minutes of the

management review meeting

e) Revalidating the process, as appropriate

process Control in pGCB starts from marketing department with the receipt of different

feedback from customers anU mErket survey. The6e are analyzed to glan.qld design different

projects. These 
"r" 

tn"n pr"ce! !n 1ne 
pian fbr the product reaiization At all the stages required

checking and testinj ; ilJ;a incrudiiri finat cheiking. These processes are long established

by PGCB for its customers in general'

7.5.3 ldentification and Traceability

Due to the nature of the product (electric energy), it is very difficult to^identify the product

during the process of transmission which is Z'continuous one' PGCB has established

identification methods-"no it"pr for identification of other purchased products, etc' by its own

unique name/or nrrO.i. Ai.o all the comiionents are identified by the designations

appiopriated in design drawings, documents etc'

7.5.4 Customer ProPertY
pGcB receives no customers' supplied materials to be used for wheeling of electrical energy'

ns sucn it has no function about the Customer Property'
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7.5.5 Preservation of Product
PGCB establishes system and steps to safe guard the system of transmission so that the
quality of electric energy remains till it delivers the electric energy to customer. Necessary
security people are provided to ensure the security of the installations of PGCB.

Delivery of the electric energy, where required, is done as per established system of the
organization and following instruction given by Customer.

PGCB also ensures preservation of all the materials or items at its disposition as per necessity.

7.6 CONTROL OF MONITORING AND MEASURING DEVICES

PGCB determines the monitoring and measurement to be undertaken and the monitoring and
measuring devices needed to provide evidence of conformity of products to pre-determined
requirements.

PGCB establishes processes, see Section 8, to ensure that monitoring and measurement can
be carried out and are carried out in a manner that is consistent with the monitoring and
measurement requirements.

Where necessary to ensure valid results, measuring equipment shall:
a) Be calibrated or verified at specified intervals, or prior to use, against measurement

standards traceable to international or national measurement standards, where no such
standards exist, the basis used for calibration or verification shall be recorded

b) Be adjusted or re-adjusted as necessary
c) Be identified to enable the calibration status to be determined
d) Be safeguarded from adjustments that would invalidate the measurement result
e) Be protected from damage and deterioration during handling, maintenance and storage

ln addition, PGCB shall assess and record the validity of the previous measuring results when
the equipment is found not to conform to requirements. The LDC and sub-stations controlling
officers shall take appropriate action on the equipment and any variation of electric energy
affected. The concerned locations shall maintain records of the results of calibration and
verification.

When used in the monitoring and measurement of specified requirements, the ability of
computer software to satisfy the intended application shall be confirmed. The Systems
Manager shall confirm this prior to the initial use and reconfirm it as necessary.

44r
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8 MEASUREMENT, ANALYSIS AND IMPROVEMENT
8.1 GENERAL

pGCB has developed and implemented appropriate monitoring, measurement, analysis and

improvement processes that are needed to:

a) Demonstrate conformity of its supplied electric energy

b) Ensure conformity of the quatity management system

c) Continually improve the effectiveness of the quality management system

8.2 MONITORING AND MEASUREMENT

Customer satisfaction is the principal objective of the quality management system, and the
level of customer satisfaction is the most important measure of the effectiveness of the system.

Customer satisfaction is measured by collecting and analysing direct customer feedback, and
by measuring secondary-iildGdtors of customer-satisfaction. Management uses customer

satisfaction data to identify opportunities and priorities for improvement.

All activities and areas relevant to the quality management system are audited at least twice a
year.

lnternal audits are scheduled on the basis of the status and importance of the activity. lnternal
auditors are independent of those having direct responsibility for the audited activity. ldentified
non-conforming conditions are brought to the attention of the responsible managers and

corrective actions are implemented in response to the audit findings.

8.2.1 Customer Satisfaction'

PGCB has identified and defined suitable criteria for satisfaction measurement for all of its
customers (see Section 4.1, page 7 0f 12 of QM-04), and has developed appropriate methods
for collecting and analysing the pertinent data.

lnformation and data pertaining to customer satisfaction are collected from various sources,
i.e.:

(i) Customer feedback received through correspondence. Top management, usually
responds and replies to formal letters that are received from customers. The necessary
actions that are prompfg$.fy this correspondence are then delegated to the appropriate
levels for information and execution.

(ii) Customer feedback received through the "Customer Service" line. The telephone
operator records any feedback, which could include, complaints, spontaneous
expressions of satisfaction, and other unsolicited customer feedback, that are received
via the "Customer Service" line, in the Customer Service office.

Service Register. The register kept at site of each project, must be submitted to the
Project Leader after every workday for information and comments. Should any action be
required, then the Project Leader shall instruct the relevant person(s), as appropriate.

(iii) Customer feedback r6deived through appropriate meetings. DGM NLDC is responsible
for having meetings with the relevant customers, to discuss and record issues. Minutes
are being kept of these meetings and distributed for action as appropriate.

The resulting data is periodically analyzed by GMSO, and is presented and discussed at
management review meetings.

Reviewed by
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8.2.2lnternal Audit
The euality Assurance Manager has established an internal audit plan and schedule in

accordance with Quality Procedure, QP-|QA-1, Proc,edure for lnternal Quality Audit. Every

relevant process is audited at least once a year. Certain -selected 
processes are audited more

frequently, depending on their importance and quality performance history.

Only personnel independent of the audited process are assigned to conduct inlernal audits.

Management Representative ig responsible for managing and conducting the audit process.

Auditors prepare for audits by reviewing applicable standards and procedures, analyzing
quality records, and establishing questionnaires and checklists. The selection of auditors and

preparation for the audit are explained in Quality Procedure, QP-|QA-1, Procedure for lnternal

Quali$ Audit.

Conducting the audit, the auditors seeks objective evidence indicating whether:

a) The audited processes complies with the requirements of the PGCB quality management

system and the Standard

b) The PGCB quality management system is effective

Evidence of conformance is obtained through the information that is gathered by observing,

interviewing personnel and examining records.

Audits are conducted in a way that minimises disruption of the audited processes.

Non-conforming conditions are documented and recorded using the audit non-conformance

report form.

When non-conforming conditions are identified, the manager responsible for the concerned

area or process is requested to propose and implement a corrective action. lmplementation

and effectiveness of the action are verified by a follow-up audit. The audit non-conformance

report is used for monitoring aiid recording the implementation of the conective actions.

For each audit, a comprehensive audit report is prepared, containing all relevant records,

including audit non-conformance reports, which is submitted to top management for

information.

When the auditing cycle is completed, all audit reports that were compiled during the cycle are

analyzed and are presented at the management review meeting by the concerned Deputy

Management Representative (DMR) and MR.

8.2.3 Monitoring and Measurement of Processes
processes of the PGCB Quality'management system are monitored by a variety of approaches

and techniques, as appropriate for a particular process and its importance. These techniques

include:

(i) Conducting internal audits of the quality management system

(ii) Monitoring trends in corrective and preventive action requests

(iii) Analyzing electric energy conformity and other quality performance data and trends

(iv) Measuring and monitoring customer satisfaction

(v) Monitoring other proceggp,s-,like finance, financial audit, human resource developments,
procurement

When a quality management system process does not conform to requirements, MR may
request the concerned responsible for the process to implement corrective action, as
appropriate.
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8.2.4 Monitoring and Measurement of Products

Where electric energy required .by customers in the realization processes in the PGCB quality

management system, it shall be monitored and measured to ensure that electric energy
requirements are met.

Depending on the specific criteria of electric energy, the designated and authorized person(s)

shall monitor all incoming electric energy from generation sources and necessary records are

maintained. These are normally performed as detailed in procedures QP-PSO-I, Procedure for
Power System Operation and Control and QP-SPM-1, Procedure for System Protection and

Metering.
procedure has been developed and implemented to procure and veriff products/services, as

appropriate and suitable, required for the new projects, existing installations and transmission
lines. The procedures set forward detailed rules for performing the receiving and quality control
inspections on purchased products/services. Listed below are the procedures as applicable:

QP-PRO-1, Procedure for Procurement;

QP-DGN-1, Procedure for Design Control

Appropriate records shall be kept and maintained as evidence of conformity with the
acceptance criteria, and indicating the person(s) who has/have accepted the products or
goods. These records shall typically be in specified format, duly signed and dated together with
any applicable notes and substqtJiating documents.

8.3 CONTROL OF NON.CONFORMING PRODUCTS

PGCB is providing products (electrical energy) and are measured against set criteria. Non-

conformities in the products are divided into three categories, namely:

(i) Those non-conformities that applies to the electrical energy that were needed by

realization processes to achieve its objectives

(ii) Those non-conformities that applies to the execution of the Operation and Maintenance
process procedure

(iii) Those non-conformities that applies to the electrical energy, which are measured
historically through customer feedback and satisfaction, aS appropriate

As the transmission process is continuous one and the energy is consumed immediately after
it reaches customers' receiving points, it is very difficult to control the delivered electrical
energy with non-conformity. PGCB shall ensure that electrical energy that does not conform to
the requirements are identified and controlled to prevent its unintended transmission. The
controls and related responsibilities and authorities for dealing with non-conforming products

are defined in the documented procedure QP-CNP-1, Procedure for Control of Non-conforming
Product.

Non-conformities that occur during the execution.of the transmission are typically identified,
recorded and addressed.

The methods for determining customer satisfaction are described in Section 8.2.1.

ln order to deal with non-conformities that applies to the products, PGCB is applying one or
more of the following ways:

a) By taking appropriate action to eliminate detected non-conformities, including action
appropriate to the effects or potential effects of the non-conformity. Possible non-
conformities' causes could include, i.e. incoming electrical energy from generation
sources, transmission-line problems, sudden overload in the line or system, fluctuation
of loads, breakdown in the sYstem.

b) By taking appropriate preventive action to ensure that non-conformities are prevented
from occurring

Records of the nature of non-conformities and of any subsequent actions taken, including
changes to process procedures, are being kept and maintained, as appropriate.
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8.4 ANALYSIS OF DATA
PGCB shall determine, collect and analyze appropriate data to demonstrate the suitability and
effectiveness of the quality management system of PGCB and to evaluate where continual
improvement of the effectiveness of the quality management system can be made.

Appropriate data concerning customer satisfaction, as a measure of demonstrating the
achievement of quality objectives; is collected by means of customer feedback as defined in

Section 8.2.1.

Data is also generated as a result of the monitoring and measurement of applicable processes
as defined in Section 8.2.3.

Data is also generated as a result of the monitoring and measurement of electrical energy as
defined in Section 8.2.4.

Data is continuously analyzed and confirmed during management review (see Section 5.6),
and provide appropriate information relating to:

a) Customer satisfaction,'vttiiCtlis the principal objective of the quality management system

b) Conformity to the requirements related to the delivery of the applicable services

c) Characteristics and trends of processes, including opportunities for preventive actions

d) Characteristics and trends of electrical energy, including opportunities for preventive
actions

e) Suppliers and their contribution to the products of PGCB

The information so gathered and analyzed is used for improving the effectiveness of the PGCB
quality management system,.,,o* _

8.5 IMPROVEMENT

8.5.1 Continual lmprovement

PGCB shall continually improve the effectiveness of the quality management system through
the use of the quality policy, its quality objectives, internal audit results, analysis of data,
corrective and preventive actions and management review, all as defined in the Quality
Manual.

8.5.2 Corrective Action

PGCB shall take action tot'eliminate the cause of non-conformities in order to prevent
recurTence.

Corrective actions shall be appropriate to the effects of the non-conformities encountered.

The corrective action procedure that is followed by the quality management system is as
defined below:

a) The General Managers, and/or other management members, as directed, shall review the
identified non-conformities, as described in Section 8.3, including customer complaints

b) Then determine the causes and principle contributing factors that led to the occurrence of
the nonconformities

c) Evaluate the need for action to ensure that non-conformities do not recur

d) Together with the relevant department manager or section head, determine, prioritize and
implement the appropriate action that is needed to address the non-conformity

e) Keep and maintain records as appropriate to the non-conformity:

(i) Corrective action required with regards to procured products, is recorded on the
delivery notes
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(ii) Corrective action required with regards to non-conformities that were identified
during internal audits, is recorded by the relevant department manager or section
head in the "work copy" of the audit report that is submitted to the Quality section
after completing the corrective actions

(iii) Corrective action required as a result of management reviews is recorded in the
minutes of the management review meeting

0 Conective action taken is reviewed as appropriate to the non-conformity:

(i) Corrective action required with regards to procured products, is reviewed by the
procurement department

(ii) Corrective action required with regards to non-conformities that were identified
during internalaudits, is reviewed by the Quali$ section

(iii) Corrective action required as a result of management reviews is reviewed in
subsequent management review meetings by top management

PGCB has established a procedure no. QP-NCP-1 to pursue the above actions.

8.5.3 Preventive Action
PGCB shall determine action to eliminate the causes of potential non-conformities in order to
prevent their occurrence. PreVentive actions shall be appropriate to the effects of the potential
problems.

The preventive action procedure that is followed by the PGCB quality management system is
as defined below:

a) The Quality Assurance Manager, and/or other management members, as directed, shall
determine potential non-conformities and their causes, in accordance with the potential
categories as described in Section 8.3

b) Evaluate the need for action to prevent occurrence of non-conformities

c) Together with the relevant department manager or section head, determine and
implement the appropriate action that is needed to prevent the occurrence of non-
conformities

d) Keep and maintain records as appropriate to the non-conformity:

(i) Preventive action required with regards to procured products, is recorded on the
delivery notes, to be taken into consideration during subsequent purchase orders

(ii) Preventive action required with regards to non-conformities that were identified
during internal audits, is recorded by the relevant department manager or section
head in the "work copy'l of the audit report that is submitted to the Quality section
after completing the conective actions

(iii) Preventive action required as a result of management reviews is recorded in the
minutes of the management review meeting

e) Preventive action taken is reviewed as appropriate to the non-conformity:

(i) Preventive action required with regards to procured products, is reviewed by the
procurement section and Finance and Admin Manager

(ii) Preventive action required with regards to non-conformities that were identified
during internal audits, is reviewed by the Quality Assurance Manager or other staff
from the Quality section, as appropriate

(iii) Preventive action required as a result of management reviews is reviewed in
subsequent management review meetings by top management

Procedure QP-NCP-1 has been established by PGCB to pursue the above actions


