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SECTION 0
INTRODUCTION
A. PURPOSE

The Clarksville-Montgomery County School System (CMCSS) is a unified K-12 district providing quality education that supports students,
parents and citizens of Clarksville and Montgomery County Tennessee. The system is comprised of 36 schools (K-5 Magnet School, 20
elementary, 7 middle, 7 high, and one Middle College) with an average daily attendance of approximately 30,000 students. Our mission
statement is “To Educate and Empower Our Students to Reach Their Potential”.

Central Office of CMCSS obtained 1ISO 9001:2000 Certification, as a result of customer feedback, to improve the services provided to the
schools by central operations through a system of process management that enhances our ability to consistently meet customer
requirements and continuously make improvements. This manual describes our process management system, which meets the
requirements of ISO 9001:2008. Our goal is to maximize efficiency and effectiveness with the utilization of resources in support of the
district's schools.

**END OF SECTION * *
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SECTION 1

SCOPE
A. PURPOSE

This section establishes the basis of the Central Office of Clarksville-Montgomery County School System Process
Management System (PRM).

B. REFERENCE DOCUMENTS
ISO 9001:2008 Clause 1

C. DEFINITIONS

See PRM Manual Section 3 for terms and definitions.

D. REQUIREMENTS
This Manual specifies the requirements by which the Central Office of Clarksville-Montgomery County School System:
a) demonstrates its ability to consistently provide service that meets customer and applicable regulatory requirements, and

b) aims to enhance customer satisfaction through the effective application of the PRM, including processes for continual
improvement of the district and the assurance of conformity to customer and applicable regulatory requirements.

The scope of the Central Office of CMCSS process management system is limited to processes (See PRM Manual Section
6.3) at the district's Central Office and the Operations Complex in the areas of Communications, Finance, Human Resources,
Instruction, Technology and Operations.

E. RESPONSIBILITIES

Responsibilities and authorities are defined in each section of this Manual.

F. RECORDS

None.

**END OF SECTION 1 **
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SECTION 2
NORMATIVE REFERENCE
A. PURPOSE

This section establishes the normative reference used for the Central Office of Clarksville-Montgomery County School System
Process Management System (PRM).

B. REFERENCE DOCUMENTS
ISO 9000 Quality Management System - Fundamentals and Vocabulary
PRM Manual Section 3

C. DEFINITIONS

See PRM Manual Section 3 for terms and definitions.

D. REQUIREMENTS

The definitions and fundamentals upon which the Central Office of Clarksville-Montgomery County School System PRM is
established are defined.

E. RESPONSIBILITIES

Responsibilities and authorities are defined in each section of this Manual.

F. RECORDS

None.

**END OF SECTION 2 **
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SECTION 3
TERMS AND DEFINITIONS

ADMINISTRATIVE POLICIES: Policies established to provide guidance in the administration of all CMCSS activities.

AUDIT: Systematic, independent and documented process for obtaining audit evidence and evaluating it objectively to determine the
extent to which audit criteria are fulfilled [ISO 9000:2000 - 3.9.1].

AUDIT CRITERIA: Set of policies, procedures or requirements used as a reference [ISO 9000:2000 - 3.9.3].

AUDIT CONCLUSION: Outcome of an audit provided by the audit team after consideration of the audit objectives and all audit findings
[1ISO 9000:2000 - 3.9.6].

AUDIT EVIDENCE: Records, statements of fact or other information, which are relevant to the audit criteria and verifiable [ISO
9000:2000 - 3.9.4]

AUDIT FINDING: Results of the evaluation of the collected audit evidence against audit criteria. (NOTE: Audit findings can indicate
either conformity or nonconformity with audit criteria, or opportunities for improvement [ISO 9000:2000 3.9.5]).

AUDIT PROGRAM: Set of one or more audits planned for a specific time frame and directed towards a specific purpose. NOTE 1 One
auditor in the audit team is generally appointed as audit team leader [ISO 9000:2000 - 3.9.2].

AUDIT TEAM: One or more auditors conducting an audit [ISO 9000:2000 - 3.9.10].
AUDITEE: Organization/department/employee being audited [ISO 9000:2000 - 3.9.8].
AUDITOR: Person with the competence to conduct an audit [ISO 9000:2000 - 3.9.9].

CAPABILITY: Ability of an organization, system, or process to realize a product that will fulfill the requirements for that product [ISO
9000:2000 - 3.1.5]

CENTRAL OFFICE(S): Refers to the organizational component of the district to include all physical structures, employees and cultural
climate, as they relate to Administrative and Support Operations in support of the district's instructional activities.

CMCSS: Clarksville Montgomery County School System

COMPETENCE: Demonstrated ability to apply knowledge and skills [ISO 9000:2000 — 3.9.12].

CONFORMITY: Fulfillment of a requirement [ISO 9000:2000 - 3.6.1].

CONTINUAL IMPROVEMENT: A recurring activity to increase the ability to fulfill requirements [ISO 9000:2000 - 3.2.13]
CORRECTION: Action taken to eliminate a detected nonconformity [ISO 9000:2000 - 3.6.6].

CORRECTIVE ACTION: Action to eliminate the cause of a detected nonconformity or other undesirable situation (NOTE: There is a
distinction between correction and corrective action) [ISO 9000:2000 - 3.6.5].

CUSTOMER: Organization or person that receives a product or service [ISO 9000:2000 - 3.3.5].

CUSTOMER SATISFACTION: Customer’s perception of the degree to which the customer’s requirements have been fulfilled [ISO
9000:2000 - 3.1.4].
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DESIGN AND DEVELOPMENT: Set of processes that transform requirements into specified characteristics or into the specification of a
product, process or system [ISO 9000:2000 - 3.4.4].

DISTRICT: Refers to the school system as a consolidated organizational entity to include all physical structures, employees and cultural
climate, as they relate to Instruction, Administration and Support Operations.

DOCUMENT: Information and its supporting medium [ISO 9000:2000 - 3.7.2).
ENDS POLICIES: “Ends” policies describe the mission, outcomes or results to be achieved as identified by the Board of Education.
EFFECTIVENESS: Extent to which planned activities are realized and planned results are achieved [ISO 9000:2000 - 3.2.14]

FIELD LISTENER: A frontline “intelligence gatherer”, an employee who consistently has contact with personnel and who has been
trained to guide employees in use of the Process Management feedback procedures.

FOLLOW-UP AUDIT: A special audit performed to verify that corrective action has been implemented as scheduled and that the action
was effective in preventing or minimizing recurrence.

INFORMATION: Meaningful data [ISO 9000:2000 - 3.7.1]
INFRASTRUCTURE: System of facilities, equipment and services needed for the operation of an organization [ISO 9000:2000 - 3.3.3]

INSPECTION: Conformity evaluation by observation and judgment accompanied, as appropriate, by measurement, testing or gauging
[1ISO 9000:2000 - 3.8.2].

INSPECTION RECORD: Document stating results (data) concerning inspection activities.

LEAD AUDITOR: An auditor who attended lead auditor training and satisfactorily achieved the required pass points for the written
examination and demonstrated that they are competent and have met the training requirement for individual auditor certification.

MANAGEMENT SYSTEM: A system to establish policy and objectives and to achieve those objectives [ISO 9000:2000 - 3.2.2].
MANAGEMENT REPRESENTATIVE: The individual from the Process Management office who represents the interest of management.

MANAGEMENT REVIEW TEAM: Director of Schools, Management Representative, and representatives from each major support area
to include Finance, Human Resources, Operations, Communications, Instruction and Information Systems.

MEASURING EQUIPMENT: Measuring instrument, software, measurement standard, reference material or auxiliary apparatus or
combination thereof necessary to realize a measurement process [ISO 9000:2000 - 3.10.4].

NONCONFORMITY: Non-fulfillment of a requirement [ISO 9000:2000 3.6.2].
OBJECTIVE EVIDENCE: Data supporting the existence or verity of something [ISO 9000:2000 - 3.8.1]

OBSERVATION: A concern or weakness detected in an element in the management system, but is not a nonconformance; a condition
that may become a nonconformance if not addressed; an opportunity for improvement.

OPENING MEETING: The introductory meeting between the auditor(s) and the auditee’s representative, at which time the overview of
the planned audit is presented.

ORGANIZATION: Group of people and facilities with an arrangement of responsibilities, authorities and relationships [ISO 9000:2000 -
3.3.1].

ORGANIZATIONAL STRUCTURE: Arrangement of responsibilities, authorities and relationships between people [ISO 9000:2000 -
3.3.2].
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PREVENTIVE ACTION: Action to eliminate the cause of a potential nonconformity or other undesirable potential situation (NOTE:
Preventive action is taken to prevent occurrence, whereas corrective action is taken to prevent recurrence) [ISO 9000:2000 - 3.6.4].

PROCEDURE: Specified way to carry out an activity or process [ISO 9000:2000 - 3.4.5].

PROCESS: Set of interrelated or interacting activities which transforms inputs into outputs (NOTE 1 Inputs to a process are generally
outputs from other processes; NOTE 2 Processes in an organization are generally planned and carried out under controlled conditions to
add value; NOTE 3 A process where the conformity of the resulting product cannot be readily or economically verified is frequently
referred to as a “special process”) [ISO 9000:2000 - 3.4.1].

PROCESS MANAGEMENT SYSTEM (PRM): A management system to direct and control an organization with regard to quality [ISO
9000:2000 - 3.2.3].

PROCESS MANUAL: Document specifying the quality management system of the organization/Central Office operations [ISO
9000:2000 - 3.7 4].

PRODUCT: Result of a process. (NOTE: There are four generic categories of product: 1) Services, 2) Software, 3) Hardware, 4)
Processed materials; [ISO 9000:2000 - 3.4.2].
NOTE: For the purposes of its ISO 9001 Certification, Clarksville-Montgomery County School System product consists of the
services it provides to schools.

PROJECT: Unique process, consisting of a set of coordinated and controlled activities with start and finish dates, undertaken to achieve
an objective conforming to specific requirements, including the constraints of time, cost and resources [ISO 9000:2000 - 3.4.3].

QUALITY: Degree to which a set of inherent characteristics fuffills requirements [ISO 9000:2000 - 3.1.1].

QUALITY ACTION PLAN: Document specifying which procedures and associated resources shall be applied by whom and when to a
specific project, product, process or contract [ISO 9000:2000 - 3.7.5].

QUALITY ASSURANCE: Part of quality management focused on providing confidence that quality requirements will be fulfilled [ISO
9000:2000 - 3.2.11].

QUALITY CONTROL: Part of quality management focused on fulfilling quality requirements [ISO 9000:2000 - 3.2.10].

QUALITY IMPROVEMENT: Part of quality management focused on increasing the ability to fulfill quality requirements [ISO 9000:2000 -
3.2.12]

QUALITY OBJECTIVE: Something sought, or aimed for, related to quality (NOTE 1 Quality objectives are generally based on the
organization’s quality policy; NOTE 2 Quality objectives are generally specified for relevant functions and levels in the organization) [ISO
9000:2000 - 3.1.1]

QUALITY PLANNING: Part of quality management focused on setting quality objectives and specifying necessary operational
processes and related resources to fulfill the quality objectives [ISO 9000:2000 - 3.2.9].

QUALITY POLICY: The overall intentions and direction of an organization related to quality as formally expressed by top management
[1ISO 9000:2000 - 3.2.4]

RECORD: Document stating results achieved or providing evidence of activities performed [ISO 9000:2000 - 3.7.6].
RELEASE: Permission to proceed to the next stage of a process [ISO 9000:2000 - 3.6.13].

REQUIREMENT: Need or expectation that is stated, generally implied or obligatory [ISO 9000:2000 - 3.1.2].
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RESOURCES: People, time, money, buildings, equipment and support activities, as necessary that may be applied to a specific project,
product, process and/or contract in order to fulfill requirements.

REVIEW: Activity undertaken to determine the suitability, adequacy and effectiveness of the subject matter to achieve established
objectives [ISO 9000:2000 - 3.8.7].

ROOT CAUSE: The fundamental deficiency that results in a nonconformance that must be eliminated through corrective action to
prevent recurrence of the same or similar nonconformance.

ROOT CAUSE ANALYSIS: Investigation to determine the fundamental deficiency that resulted in nonconformity.

ROOT CAUSE COMMITTEE: A committee comprised of MRT members on a rotating schedule to review root causes submitted by the
problem solvers for corrective actions.

SENIOR LEADERSHIP: Person or group of people who directs and controls an organization at the highest level [ISO 9000:2000 -
3.2.7].

SERVICE: The result of at least one activity necessarily performed at the interface between the supplier and the customer and is
generally intangible. Provision of a service can involve: 1) Activity performed on a customer-supplied tangible product, 2) Activity
performed on a customer-supplied intangible product, 3) Delivery of an intangible product, 4) Creation of ambience for the customer [ISO
9000:2000 - 3.4.2 NOTE 2].

SPECIFICATION: Document stating requirements [ISO 9000:2000 - 3.7.3].

STAKEHOLDERS: Staff, community, parents, students.

SUPPLIER: Organization or person that provides a product or service [ISO 9000:2000 - 3.3.6].

SYSTEM: Set of interrelated or interacting elements [ISO 9000:2000 - 3.2.1]

TEAM LEAD: The individual who manages the audit team during an audit.

TRACEABILITY: Ability to trace the history, application, or location of that which is under consideration [ISO 9000:2000 - 3.5.4].

VALIDATION: Confirmation, through the provision of objective evidence that the requirements for a specific intended use or application
have been fulfilled [ISO 9000:2000 - 3.8.5].

VERIFICATION: Confirmation, through the provision of objective evidence that specified requirements have been fulfilled [ISO
9000:2000 - 3.8.4].

WORK ENVIRONMENT: Set of conditions under which work is performed (NOTE: Conditions include physical, social, psychological
and environmental factors (temperature, recognition schemes, ergonomics and atmospheric composition)) [ISO 9000:2000 - 3.3.4]

**END OF SECTION 3 **
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SECTION 4
PROCESS MANAGEMENT SYSTEM
A. PURPOSE

This section establishes the requirements for the Central Office of Clarksville-Montgomery County School System Process
Management System (PRM) and ensures that all processes in the district are described and interfaced.

B. REFERENCE DOCUMENTS

ISO 9001:2008

Document Control (PRM-P008)

Quality Records (PRM-P002)

Management Review PRM-P006)
C. DEFINITIONS

See PRM Manual Section 3 for terms and definitions.
D. REQUIREMENTS

41 General
Central Office of CMCSS has established, documented and does maintain a Process Management System and
continually improves its effectiveness in accordance with the requirements of ISO 9001:2008.

Central Office of CMCSS maintains its PRM by:

a) identifying processes needed for the Process Management System and their application throughout the
organization with the processes, per each department within the scope of the Central Office of CMCSS 1SO
9001:2008 certification, being identified in this manual (PRM Manual, Sec. 6.3),

b)  determining the sequence and interaction of these processes as shown through flowcharts and/or documented
procedures (ref. PRM-M001 Attachment A),

c)  establishing criteria and methods needed to ensure that both the operation and control of these processes are
effective,

d)  ensuring the availability of resources and information necessary to support the organization and monitoring of
these processes,

e)  monitoring, measuring and analyzing these processes, and
f)  implementing actions necessary to achieve planned results and continual improvement of these processes.
The processes are managed in accordance with the requirements of ISO 9001:2008.

Where the Central Office of CMCSS chooses to outsource any process that affects product/process conformity with
requirements, Central Office of CMCSS ensures control over such processes. Control of such outsourced processes
is identified within the Process Management System.

Outsourced processes include but are not limited to the:
a)  Ends Policies established by the CMCSS Board of Education.

The Director of Schools along with the Senior Leadership Team ensures that customer requirements are fulfilled with
the aim of enhancing customer satisfaction. The process of determining customer expectations is ensured through
ongoing dialogue with the community in board meetings, public engagement meetings, focus groups and community
surveys. The resultant “Ends Policies” are established and continually measured through a variety of internal and
external mechanisms.

Date: 10/27/09, Rev. O DOC# PRM-MO001 Page 11 of 31



Process Management System Manual
Central Office of Clarksville-Montgomery County School System
4.2  Documentation Requirements

4,21 General
The Process Management System documentation includes the following:

a) documented statements of the quality policy and district objectives,
b) a Process Management System Manual,

¢) documented procedures required by the 1ISO 9001:2008 standard and Central Office of CMCSS that
are referenced at the beginning of each section of this manual,

d) documents needed by the district to ensure the effective planning, operation and control of its support
processes, including statutory and regulatory requirements, and

e) quality records required by ISO 9001:2008 and district policies, procedures and/or work instructions
referenced within the documents.

4.2.2 Process Management System Manual

The Process Management System Manual (Level One document) defining the requirements of 1SO
9001:2008 and district requirements has been developed, implemented and is being maintained. This
manual includes:

a) the scope of the Process Management System,
b) the documented procedures to meet the requirements of ISO 9001:2008, or reference to them,
c) aprocess map for Continual Improvement (Attachment A), and

d) a description of the interactions between the processes of the PRM (Attachment B).

The Process Management System Manual is updated/revised if and as needed to reflect the current
process system. The Process Manual with the latest and most current revisions can be found on the
CMCSS web site.

4.2.3 Control of Documents

Documents required by the Process Management System are controlled. A documented procedure (see

PRM-P008) has been established to define the controls needed to:

a) approve documents for adequacy prior to issue,

b) review and update as necessary and re-approve documents,

c) ensure that changes and the current revision status of documents are identified,
)

d) ensure that relevant versions of applicable documents are available on line and accessible at all points

of use,
e) ensure that documents remain legible and readily identifiable,

f) ensure that documents of external origin, such as federal and state regulations are identified and their
distribution controlled, and

g) prevent the unintended use of obsolete documents, and to apply suitable identifications to them if they
are retained for any purpose.

h) Documents without control numbers are date controlled (i.e. posters, pamphlets, surveys, etc.), these
documents without dates are considered the originals and revisions will be annotated with revision
date.

Only procedures on line are controlled, all paper versions are uncontrolled.

424 Control of Records

Quality records are established and maintained to provide evidence of conformity to requirements and of
the effective operation of the Process Management System. Quality records remain legible, readily
identifiable and retrievable. A documented procedure (PRM-P002) has been established to define the
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controls needed for the identification, storage, protection, retrieval, retention time and disposition of quality
records.

4.3 Documentation Structure

The diagram below outlines the structure of Clarksville-Montgomery County School System Process Management

System:
Process Management System orocess Level 1
(PRM) Manual
Procedures/
Documents/ Level 2

Administrative Policies
Established Processes

Function Specific Work

Instructions , Training Level 3

. Manuals and Guides
Operations,

Systems &
Processes Forms \ Level 4

Records Required by ISO 9001
and/or District \ Level S

4.4 Process Management Principles

Senior Leadership guides and operates Central Office of CMCSS in a systematic and visible manner that aligns with the
following quality management principles:

o  Customer focus, leadership, involvement of people, process approach, systems approach, continual improvement,
factual approach to decision making and mutual beneficial supplier relationships.

Central Office of CMCSS successful use of the above principles will result in positive benefits to the system.

E. RESPONSIBILITIES
Management Representative and Process Management Coordinator
F. RECORDS

None.
**END OF SECTION 4 * *
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SECTION 5
MANAGEMENT RESPONSIBILITY

A. PURPOSE

This section establishes the responsibilities for the Clarksville-Montgomery County School System Senior Leadership Team.
This team is composed of the Director of Schools, Chief Academic Officer, Director of High School Education, Director of
Middle School Education, Directors of Elementary Education, Director of Exceptional Children Services, Chief Human
Resources Officer, Chief Operations Officer, Chief Financial Officer, Chief Technology Officer, Chief Communications Officer,
Curriculum & Instruction Coordinator and the Management Representative. Senior Leadership focuses on the implementation
of the strategic plan, through frequent communications between and among team members. On a formal basis, they meet
weekly for approximately one to three hours (as needed) to explore areas of improvement at CMCSS as identified through
established procedures.

B. REFERENCE DOCUMENTS

ISO 9001:2008

Process Manual Section 6

Management Review (PRM-P006)

Continuous Improvement PRM-P007)

Process Map for Continual Improvement — Attachment A
C. DEFINITIONS

See PRM Manual Section 3 for terms and definitions.

D. REQUIREMENTS

5.1 Management Commitment
The Senior Leadership Team provides evidence of its commitment to the development and implementation of the
Process Management System and continually improving its effectiveness by:

a) communicating to the staff the importance of meeting customer, as well as, state and federal requirements,
b) establishing the quality policy (see Section 5.3 of this manual),

c) ensuring that quality objectives are established (see Section 5.4.1 of this manual), and reviewed for continuing
stability and adequacy and when necessary, the need for change,

d) conducting management reviews (see Section 5.6 of this manual), and

e) ensuring the availability of resources (see Section 6.1 of this manual).

5.2 Customer Focus

The Management Review Team ensures that customer requirements are determined and fulfilled with the aim of
enhancing customer satisfaction as outlined in the Customer Survey Procedure (COM-P001). To be successful in
understanding and satisfying both the present and prospective needs of its customers and of student expectations,
Central Office of CMCSS identifies these needs and expectations and then translates them into requirements. Once
related requirements are determined, Central Office of CMCSS communicates them throughout the district and
focuses on related process improvements. To ensure value for all customers Central Office of CMCSS determines
customer needs and student expectations through on-going dialogue with the community through a variety of venues
to include board meetings, public engagement meetings, focus groups and community surveys.

5.3 Quality Policy

The Quality Policy for the Central Office of CMCSS is to provide Communications, Finance,
Human Resources, Instruction, Technology, and Operations support for our schools in
achieving the district’s mission which is to:

Date: 10/27/09, Rev. O DOC# PRM-MO001 Page 14 of 31



Process Management System Manual
Central Office of Clarksville-Montgomery County School System
To Educate and Empower Our Students to Reach Their Potential.

The Senior Leadership Team uses the quality policy as a means of leading CMCSS toward improvement of its
performance.

Senior Leadership ensures that the quality policy:
a) s appropriate to the mission of the district,

b) includes a commitment to comply with requirements and continually improve the effectiveness of the Process
Management System,

c) provides a framework for establishing and reviewing district goals and objectives,
d) is communicated and understood within the district, and

e) s reviewed for continual improvement.

5.4 Planning

5.4.1 Central Office of CMCSS Objectives
The Senior Leadership Team ensures goals and objectives, including those needed to meet customer
requirements, are established at relevant functions and levels within the district. The objectives are
measurable and consistent with the quality policy. The Continuous Improvement Procedure (PRM-P007)
is an integral part of quality objectives.

Goals, objectives and outcomes can be viewed on the CMCSS Web Site under Strategic Plan.

5.4.2 PRM Planning

Planning focuses on defining processes that effectively and efficiently meet the quality objectives and
requirements consistent with strategies of the system. Clarksville-Montgomery County School System Senior
Leadership ensures:

a) the planning of the PRM is carried out in accordance with documented procedures and/or work
instructions in order to meet the requirements of clause 4.1 of ISO 9001:2008, and

b) the integrity of the PRM is maintained when changes to the PRM are planned and implemented.
Senior Leadership will review the outputs of processes for effectiveness and efficiency.
5.5 Responsibility, Authority and Communication
5.5.1  Responsibility and Authority

The Senior Leadership Team has ensured that responsibilities and authorities are defined and communicated
within the district.

Responsibilities are defined in job descriptions maintained by the Human Resource Department.

Senior Leadership has defined and communicated the responsibility and authority to implement and maintain
an effective and efficient Process Management System.

An organizational chart defining the management of Central Office of Clarksville-Montgomery County School
System can be found in this manual at the end of Section 5.

Each department head will ensure that Key Performance Indicators (KPIs) are appropriately identified to
measure the effectiveness and efficiency of services provided. The Senior Leadership Team will determine,
annually, those KPIs that will be monitored at the district level.

5.5.2 Management Representative
The Director has appointed the Business Manager as the Management Representative who, irrespective of
other responsibilities, has responsibility and authority that includes:

a) ensuring that processes needed for the Process Management System are established, implemented
and maintained,
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b) reporting to the Management Review Team on the performance of the Process Management System
and any need for improvement, and

c) ensuring the promotion of awareness of customer requirements throughout the district.

This appointment is to enhance effective and efficient operation and continual improvement of the Process
Management System.

5.5.3 Internal Communication

Senior Leadership ensures that appropriate communication processes are established within the district and
that communication takes place regarding the effectiveness of the PRM. Central Office of CMCSS
accomplishes this by meetings, newsletters, posted quality policy, web site and other methods.

Senior Leadership actively encourages feedback and communication from employees as a means of
involving them.

5.6 Management Review

5.6.1 General

Members of the Management Review Team review the district's Process Management System at least
quarterly to ensure its continuing suitability, adequacy and effectiveness. This review includes assessing
opportunities for improvement and the need for changes to the Process Management System, including
the quality policy and quality objectives.

Minimum attendance shall include the Management Representative and a majority of members.
The members of the Management Review Team are as follows:

Director of Schools, Management Representative, and representatives from each major support area to
include Finance, Human Resources, Operations, Communications, Instruction, Information Systems and
PRM Coordinator.

Records from management reviews are maintained per PRM-P002.
5.6.2 Management Review Inputs
Inputs to the management review include but are not limited to information on:

a) results of audits showing process performance and level of conformity,

b) customer feedback and related factors,

c) process performance to requirements,

d) status of corrective and preventive actions,

e) follow-up actions from previous management reviews,

f)  changes that could affect the PRM,
g) recommendations for improvement, and
h) results from benchmarking.
5.6.3 Management Review Outputs
The outputs from the management review include but are not limited to all decisions and actions related to:
a) improvement of the effectiveness and efficiency of the PRM and its processes,
b) improvement of processes related to customer requirements, and

c) resource needs.

D. RESPONSIBILITIES

Senior Leadership Team and Management Representative
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E. RECORDS

The minutes of Management Review are recorded and maintained in accordance with PRM-P006. These minutes facilitate the
evaluation of the management review process in order to ensure its continued effectiveness and added value to the system.

Central Office of CMCSS Organization Chart
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END OF SECTION 5
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SECTION 6
RESOURCE MANAGEMENT
A. PURPOSE

This section establishes the requirements for management of the resources that are essential to the implementation and
continual improvement of the Process Management System (PRM).

B. REFERENCE DOCUMENTS
ISO 9001:2008

Hiring Procedure (HUM-P002)

Continuous Improvement (PRM-P007)
C. DEFINITIONS

See PRM Manual Section 3 for terms and definitions.
D. REQUIREMENTS

6.1 Provision of Resources
Central Office of CMCSS has determined and provides the resources needed for all administrative departments to:

a) implement, maintain and continually improve the efficiency and effectiveness of the Process Management
System, and

b) enhance customer satisfaction by meeting customer requirements.
6.2 Human Resources
6.2.1 General

Personnel performing work affecting process and/or service have been determined to be competent on the basis of
appropriate education, training, skills and experience. Central Office of CMCSS encourages the involvement and
development of its employees by a variety of ways. These include, but are not limited to, recognition and reward for
specific accomplishments, opportunities to participate on specialized committees or teams, leadership development
training, participation in job embedded professional development and through clear definition of roles, responsibilities
and authority.

6.2.2 Competence, Awareness and Training
Central Office of CMCSS shall:

a) determine the necessary competence for personnel performing work affecting process and/or service
quality,

b) provide training or take other actions to satisfy these needs,

c) evaluate the effectiveness of the actions taken through performance evaluation, testing, and other
methods,

d) ensure that its personnel are aware of the relevance and importance of their activities and how they
contribute to the achievement of the district objectives, and

e) maintain appropriate records of education, training, skills and experience.
6.3 Infrastructure

Central Office of CMCSS determines, provides and maintains the infrastructure needed to achieve conformity to
district requirements. Infrastructure includes:

a) buildings, workspace and associated utilities,
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b) process equipment, both hardware and software, and

C) core services and supporting services to ensure the effective functioning of the district including, but not
limited to, the following departments within the current scope of the Process Management System’s 1ISO 9001
certification: Finance, Human Resources, Operations, Instruction, Communications and Technology.

The interaction of processes within the Process Management System is detailed in Attachment “B” of this manual.

6.4 Work Environment

Central Office of CMCSS determines and manages the work environment needed to achieve conformity to district
requirements. This is accomplished through the continuous improvement planning process, management reviews,
and an effectively and efficiently run Safety and Operations Department. Central Office of CMCSS ensures a safe
work environment that has a positive influence on motivation, satisfaction and performance of people in order to
enhance the performance of the district. CMCSS encourages departments to have a documented data disaster
response and recovery plan to prevent and minimize loss of data. Examples of data disaster response and recovery
are, but not limited to, regular backups to servers, copied to disks, transferred to thumb drives, fireproof
cabinets/rooms for hard copies.

E. RESPONSIBILITIES

Chief Human Resources Officer, Chief Financial Officer, Chief Operations Officer, Chief Technology Officer, Chief
Communications Officer and Management Representative

F. RECORDS

Related education, training, skills and experience of personnel performing work affecting product quality is maintained in the
employee’s official Personnel File or by the individual’s Department Director or maintained in employee’s personal file. Control
of this information is monitored in accordance with PRM-P002.

**END OF SECTION 6* *
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SECTION 7
SERVICE REALIZATION
A. PURPOSE

The purpose of this section is to establish the processes needed to ensure service realization based on the needs and quality
objectives of Central Office of CMCSS and to continue to satisfy its customers.

B. REFERENCE DOCUMENTS
ISO 9001:2008
Purchase Order (PUR-P002)
Selection, Evaluation and Re-Evaluation of Vendors (PUR-P006)
Continuous Improvement (PRM-P007)
C. DEFINITIONS
See PRM Manual Section 3 for terms and definitions.
D. REQUIREMENTS
71 Planning of Service Realization

Central Office of CMCSS develops and plans the processes needed for service realization. Planning of service
realization is consistent with the related procedures of the Process Management System.

In planning service realization, Central Office of CMCSS determines the following, as appropriate:
a) quality objectives and requirements for the system,
b) the need to establish processes, documents, and provide resources specific to the service,

c) required verification, validation, monitoring, inspection and test activities specific to the service and the criteria
for service acceptance, and

d) records needed to provide evidence that the realization processes and resulting service fulfill requirements.

The output of this planning is the continuous improvement planning process as articulated in PRM-P007. The drive
for continual improvement of the district's performance focuses on the improvement of the effectiveness and
efficiency of service as a means to achieve beneficial results. Primary examples of the Central Office’s focus on
effectiveness and efficiency include improved customer satisfaction through improved support of the district's
schools.

7.2 Customer Related Processes
7.21 Determination of requirements related to service
Central Office of CMCSS shall determine:

a requirements specified by the Board of Education and internal customers,

C

)
b)  requirements not stated by the customer but necessary for specified use or known and intended use,
) state and federal requirements related to student learning, and

)

d)  any additional requirements determined by the district.

7.2.2 Review of requirements related to service

Central Office of CMCSS reviews the requirements related to the needs of the district. This review is
conducted periodically through surveys and customer feedback to ensure the district's commitment to
supply the resources needed to ensure a quality education for all children in the system. This review
ensures that:
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a) customer requirements are defined through Board of Education approved goals,

b) concerns of the district are addressed, and
c) the district demonstrates the ability to meet the defined requirements.

Records of the results of the review and actions arising from the review are maintained. Where service
requirements are changed CMCSS ensures that relevant documents are amended and that relevant
personnel are made aware of the changed requirements.

7.2.3 Customer Communication

Central Office of CMCSS regularly determines and implements effective arrangements for communicating
with customers in relation to continuous improvement plan requirements, changes, and customer feedback
including customer complaints. These arrangements include annual reports and monitoring reports of
district goals and objectives. Central Office of CMCSS regularly communicates with internal and external
customers through the following mechanisms:

«» Communication Groups

«»  Multi-Media

«» Electronic Media i.e. website

«» School Board

+  Stakeholder Input
7.3  Design and Development
7.31 Design and Development Planning

Senior Leadership ensures that the district has defined, implemented and maintains the necessary design and
development processes to respond effectively and efficiently to the needs and expectations of its customers.

Central Office of CMCSS plans and controls the design and development used in the district.
During the design and development planning, Central Office of CMCSS determines:
a) the design and development stages,

b)  the review, verification and validation appropriate to each design and development stage, and
c) the responsibilities and authorities for design and development.

Central Office of CMCSS manages the interfaces between different groups involved in design and development
to ensure effective communication and clear assignment of responsibility.

Planning output is updated, as appropriate, as the design and development progresses.

7.3.2 Design and Development Inputs
Inputs relating to requirements are determined and records maintained. These include:
a
b

c)  where applicable, results derived from review of previous similar designs, and

) functional and performance requirements,
)

applicable statutory and regulatory requirements,

d)  other requirements essential for design and development.

These inputs are reviewed for adequacy. Requirements are complete, unambiguous and not in conflict with
each other.
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7.3.3  Design and Development Outputs

The outputs of design and development are provided in a form that enables verification and validation against the
design and development input and are approved prior to release.

Design and development outputs:

a) meet the input requirements for design and development,

b) provide appropriate information for purchasing, and for service provision,
c) contain or reference outcome acceptance criteria, and
d) specify the characteristics that are essential for its effective implementation.

7.3.4  Design and Development Review

Senior Leadership ensures that appropriate people are assigned to manage and conduct reviews to determine
that design and development objectives are achieved.

At suitable stages, systematic reviews of design and development are conducted:
a) to evaluate the ability of the results of design and development to fulfill requirements, and
b) to identify any problems and propose necessary actions.

Participants in such reviews include representatives of functions concerned with the design and development
stage(s) being reviewed. Records of the results of the reviews and any necessary actions are maintained.

7.3.5 Design and Development Verification
Verification is performed to ensure that the design and development output have satisfied the design and
development input requirements. Records of the results of the verification and any necessary actions are
maintained. Examples of verification include: comparison methods, evaluation and customer feedback, etc.

7.3.6  Design and Development Validation

Design and development validation is performed in accordance with planned arrangements to ensure that the
resulting design is capable of fulfilling the requirements for the specified or known intended use of application.
When practical, validation is completed prior to the delivery or implementation of the design. Records of the
results of validation and any necessary actions are maintained.

Sufficient data is generated through verification and validation activities to enable design and development
methods and decisions to be reviewed.

7.3.7 Control of Design and Development Changes
Design and development changes are identified and records are maintained. The changes are reviewed, verified,
and validated, as appropriate, and approved before implementation.

The review of design and development changes includes evaluation of the effects of the changes on the designs
being used.

Records of the results of the review of changes and any necessary actions are maintained.

74  Purchasing

7.41 Purchasing Process
Central Office of CMCSS ensures that purchased products and services utilized in the PRM conform to specified
purchase requirements. The type and extent of control applied to the supplier and the purchased product/service is
dependent upon the effect of the desired outcome.

Central Office of CMCSS evaluates and selects suppliers based on their past ability to supply products or services
in accordance with the district's requirements.
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Criteria for selection and evaluation of suppliers are established per the Selection, Evaluation and Re-evaluation of
Vendors Procedure (see PUR-P006). Records of the results of evaluation and any necessary actions arising from
the evaluation are maintained.

7.4.2 Purchasing Information
Purchasing documents describe the product/service to be purchased, including where appropriate:

a)  requirements for approval of products, procedures, processes and equipment,

b)  requirements for qualification of personnel, and

c)  Process Management System requirements,

Central Office of CMCSS ensures the adequacy of specified purchase requirements prior to their communication
to the supplier.

7.4.3 \Verification of Purchased Product/Service
Central Office of CMCSS has established and implemented the activities necessary for ensuring that purchased
products or services meet district requirements.

Purchased items are verified upon receipt for condition, completeness, identification and general compliance with
procurement document requirements, including availability of required documentation.

7.5 Process and Service Provision

7.5.1  Control of Process and Service Provision

In providing acceptable services to customers, the district controls operations through documented procedures
outlined in the Process Management System manual.

Central Office of CMCSS plans and carries out processes under controlled conditions. Controlled conditions
include, as applicable, the:

a) availability of information that describes the characteristics of the process,

b) availability of work instructions, as necessary,

o O

implementation of monitoring and measurement, and

)
) use of suitable equipment (where applicable),
)
e)

the implementation of release and delivery of the processes.

7.5.2 Validation of Process and Service Provision
Central Office of CMCSS shall validate any processes for service provision where the resulting output cannot be
verified by subsequent monitoring or measurement. This includes any processes where deficiencies become
apparent only after the product is in use or the service has been delivered. Validation shall demonstrate the ability
of these processes to achieve the planned results per procedures.

Central Office of CMCSS establishes arrangements for these processes including the following, as applicable:
a
b

defined criteria for review and approval of the processes,

approval of equipment and qualification of personnel,

o O

)

)

) use of specific methods and procedures,

) requirements for quality records (per procedures and instructions), and
)

revalidation.

D

7.5.3 Identification and Traceability

Where appropriate, the district identifies the process/service by suitable means throughout the process/service
realization.

Central Office of CMCSS identifies the process status with respect to monitoring and measurement requirements.
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7.5.5

Where traceability is a requirement, the responsible party controls and records the unique identification of the
product, i.e. inventory control including barcoding of equipment and textbooks.

Customer Property

Central Office of CMCSS exercises care with customer property while it is under the district's control or being used
by the district. Central Office of CMCSS identifies, verifies, protects and safeguards property provided for use by
stakeholders.

Customer property includes, but is not limited to:

a) Social Security Numbers,
b) medical records,

c) class grades,

d) test scores,

e) Identification documents,
f) student files, and

a) student records.

If any customer property is lost, damaged or otherwise found to be unsuitable for use, this is reported to the
customer and records maintained.

Preservation of Product
Central Office of CMCSS shall preserve the conformity of stored products.
Department specified procedures shall be maintained for the preservation, segregation and handling of textbooks,

tests, etc. Precautions are taken to protect products from abuse, misuse, damage, deterioration and unauthorized
use.

Designated and secure areas are made available for the isolation and protection of textbooks, tests, food products,
parts, equipment, etc., prior to release.

Adequate packaging is taken to assure preservations of textbooks, tests, food products, parts, equipment, etc.
through loading operations.

7.6  Control of Monitoring and Measuring Devices

Where necessary to ensure valid results, measuring equipment shall be:

a) calibrated or verified at specified intervals, or prior to use, against measurement standards traceable to international or
national measurement standards; where no such standards exits, the basis used for calibration or verification shall be
recorded,

b) adjusted or re-adjusted as necessary,

c) identified to enable the calibration status to be determined,

d)  safeguarded from adjustments that would invalidate the measurement result, and

e) protected from damage and deterioration during handling, maintenance and storage.

In addition, Central Office of CMCSS shall assess and record the validity of the previous measuring results when the equipment
is found not to conform to requirements. Central Office of CMCSS shall take appropriate action on the equipment and any
services affected. Records of the results of calibration and verification shall be maintained in the departments where the
equipment is used.

When used in the monitoring and measurement of specified requirements, the ability of computer software to satisfy the intended
application shall be confirmed. This shall be undertaken prior to initial use and reconfirmed as necessary.
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RESPONSIBILITIES

Chief Academic Officer, Director of Communications, Chief Operations Officer, Purchasing Agent, Chief Technology Director and
Management Representative

RECORDS

The following records are maintained in accordance with Quality Records Procedure (PRM P002): Design & Development
inputs, reviews, verification, validation, changes and review of changes.

*END OF SECTION 7*
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SECTION 8
MEASUREMENT, ANALYSIS AND IMPROVEMENT
A. PURPOSE

The purpose of this section is to establish the manner in which Central Office of CMCSS measures, analyzes and improves the
processes that are used to meet the quality objectives of the school district as well as ensure customer satisfaction.

B. REFERENCE DOCUMENTS
ISO 9001:2008
Internal Audits (PRM-P001)
Control of Nonconforming Product (PRM-P004)
Corrective Action (PRM-P005)
Preventive Action (PRM-P003)
Customer Survey (COM-P001)
Continuous Improvement (PRM-P007)
C. DEFINITIONS
See PRM Manual Section 3 for terms and definitions.

D. REQUIREMENTS

8.1 General
Central Office of CMCSS plans and implements the monitoring, measurement, analysis and improvement processes
needed for the following:

a) to demonstrate conformity of the service provided,
b) to ensure conformity of the Process Management System, and
c) to continually improve the effectiveness of the Process Management System.

This includes determination of applicable methods, including statistical techniques, and the extent of their use. Results
of the analysis of data from improvement activities are one of the inputs to management review in order to provide
information for improving the performance of the district.

8.2 Monitoring and Measurement

8.21 Customer Satisfaction
The Central Office of CMCSS monitors information relating to customer perception regarding the district's
fulfillment of customer requirements through the use of performance measurements. The primary method for
obtaining and using this information is the district survey [See Customer Survey Procedure (COM-P001)].
Secondary methods for obtaining customer satisfaction information include customer feedback/complaints,
corrective/preventive actions, employee communications groups and feedback campaigns, special area focus
groups (i.e., new teachers), and departmental customer satisfaction surveys.

8.2.2 Internal Audit
a) Central Office of CMCSS conducts internal Process Management System audits at planned intervals.
The audits are conducted to determine whether the Process Management System conforms to the
planned arrangements; to the requirements of ISO 9001:2008; and to the Process Management System
requirements established by the district and to ensure that the system is effectively implemented and
maintained.

b) The audit activity is planned, taking into consideration the status and importance of the processes and
areas to be audited, as well as the results of previous audits.
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c) The audit criteria, scope, and methods are defined. Selection of auditors and conduct of audits ensures
objectivity and impartiality of the audit process. Auditors do not audit their own work.

d) The frequency of audits is scheduled according to the status and importance of the processes/procedures
and areas, implementation of new services/initiatives, and new or revised procedures as well as
previous audit results.

e) The responsibilities and requirements for planning and conducting audits, and of reporting results and
maintaining records are defined in Internal Quality Audits Procedure (PRM-P001).

f)  The management responsible for the area being audited ensures that actions are taken without undue
delay to eliminate detected nonconformities and their causes.

g) Follow-up activities include the verification of the actions taken and the reporting of verification results
per PRM-P001.

h)  Senior Leadership and Management Review ensure improvement actions are taken in response to
internal audit results.

8.2.3 Monitoring and Measurement of Processes

Central Office of CMCSS determines the measurements to be undertaken and the monitoring needed to provide
evidence of conformity of service to schools. The Senior Leadership Team ensures that monitoring and
measurement of support services to district schools is conducted consistent with stated requirements.

a) Central Office of CMCSS applies suitable methods for monitoring and, where applicable, measurement of
the Process Management System processes.

b) These methods demonstrate the ability of the processes to achieve planned results. When planned
results are not achieved, correction is made or corrective action is taken, as appropriate, to ensure
conformity of the process.

8.24 Monitoring and Measurement of Service

Central Office of CMCSS monitors and measures the characteristics of the service to verify that service
requirements are fulfilled. This is carried out at appropriate stages of the service realization in accordance
with the planned arrangements.

Evidence of conformity with the acceptance criteria is maintained. Records identify personnel authorizing the
approval of processes, products and services.

Service release and service delivery does not proceed until all the planned arrangements have been
satisfactorily completed, unless otherwise approved by a responsible staff member, and where applicable by
the customer.

Central Office of CMCSS has selected measurement methods for ensuring that the service conforms to the
requirements of customer needs. These methods include, but are not limited to:

a) software and tools required,
b) documentation and acceptance criteria, and
c) qualification of personnel and materials.

Each department head will ensure that Key Performance Indicators (KPIs) are appropriately identified to
measure the effectiveness and efficiency of services provided. The Senior Leadership Team will determine,
annually, those KPls that will be monitored at the district level.

8.3  Control of Nonconformity

Central Office of CMCSS ensures that processes, product or service, which do not conform to requirements, are
identified and controlled to prevent its unintended use or delivery.

The controls and related responsibilities and authorities for dealing with nonconformities are defined in Control of
Nonconforming Processes or Products Procedure (PRM-P004).
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Central Office of CMCSS controls non-conformances by one or more of the following ways:

a) by taking action to eliminate the detected nonconformity,

b) by authorizing its use, release or acceptance under concession by a relevant authority and, where applicable, by the
customer, or

c) by taking action to preclude its original intended use or application.

Records of the nature of nonconformities and any subsequent actions taken, including concessions obtained, are
maintained per PRM-P004.

When nonconformities are corrected, they are subject to re-verification to demonstrate conformity to the requirements.

When nonconformities are detected after delivery or use has started, Central Office of CMCSS takes action appropriate
to the effects, or potential effects, of the nonconformity.

8.4 Analysis of Data
Central Office of CMCSS determines, collects and analyzes appropriate data to demonstrate the suitability and
effectiveness of the Process Management System and to evaluate where continual improvement of the Management
System can be made. This includes data generated as a result of monitoring and measurement of the various activities
within the district and other relevant sources. This process includes the Continuous Improvement Procedure (PRM-
P0a7).

Analysis of district data provides information relating to:

a) customer satisfaction,

b) conformance to community expectations,

c) characteristics and trends of processes and products including opportunities for preventive action, and
d) suppliers.

The results of analysis will be used by Central Office of CMCSS to determine:

a) trends,

b) customer satisfaction,

c) effectiveness and efficiency of its processes, and

d) benchmarking.

8.5 Improvement

8.5.1 Continual Improvement
The Central Office of CMCSS continually improves the effectiveness and efficiency of the Process
Management System through the use of the quality policy, organizational objectives, audit results, analysis of
data, corrective and preventive actions and management review.

8.5.2 Corrective Action
Central Office of CMCSS takes action to eliminate the cause of nonconformities. Corrective actions are
appropriate to the effects of the nonconformities encountered. Corrective Action Procedure (PRM-P005) has
been established to define the requirements for:

a) reviewing nonconformities (including customer complaints),

b) determining the causes of nonconformities,

c) evaluating the need for action to ensure that nonconformities do not reoccur,
d) determining and implementing action needed,

e) records of the results of action taken, and

f) reviewing corrective action taken,
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g) root cause evaluation, and

h) follow-up on action taken to correct nonconformities.

Senior Leadership ensures that corrective action is used as a tool for improvement.

8.5.3 Preventive Action

Central Office of CMCSS determines actions to eliminate the causes of potential nonconformities in order to
prevent their occurrence. Preventive actions are appropriate to the effects of the potential problems.
Preventive Action Procedure (PRM-P003) has been established to define requirements for:

a) determining potential nonconformities and their causes,

b) evaluating the need for action to prevent occurrence of nonconformities,

b) determining and implementing action needed,

c) records of results of action taken,

d) reviewing preventive action taken, and

e) looking for patterns/trends in process correction and evaluating the need for action.
8.5.4 Continual Improvement of the District

Senior Leadership has created a culture that involves people actively seeking opportunities for improvement
of performance in processes, activities and service. Senior Leadership has created an environment where
authority is delegated so that employees are empowered and accept responsibility.

The Management Review Team will review customer needs and expectations, outputs from data analysis,
satisfaction measurements, process measurements, and relevant Process Management System records in
order to be effective and efficient relative to the performance of the district and its services discussed in this
manual.

E. RESPONSIBILITIES
Senior Leadership Team
F. RECORDS

Records are maintained pursuant to procedures referenced is this section in accordance with Quality Records Procedure (PRM-
P002).

**END OF SECTION 8* *
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letters in 4.2.2, expand 5.2 Customer Focus, add PRM Coordinator to 5.6.1, update CMCSS Organization
Chart at the end of Section 5, expand 6.2.1 and 6.4, add COO to Responsibilities and expand Records in
Section 6, update listing under 7.2.3, add 7.5.4, transferred paragraph from 7.6 and to 8.2.3 and added CAO
to Responsibilities in Section 8.

Add Process Management Coordinator to E of Section 4, remove Administrative Assistant from composition
of SLT in A of Section 5, remove Workers’ Compensation and combine Risk Management, Safety and OJl in
CMCSS Org. Chart at the end of Section 5, add Chief Technology Officer to E of Section 6 and add
“maintained in employee’s personal file” in F of Section 6, change E of Section 8 to read Senior Leadership
Team, update Attachment “B” by adding Professional Development & OJI and expanding on existing data.

Add “Central Office of”, remove “effective” from certain sections, revise Quality Policy and update Attachment
B.

Clarify manual regarding Central Office and District, remove Director of Educational Services, add definitions
for Central Office, update Organization Chart and District and revise Quality Policy.

Update SLT and Organization Chart, add key measures to Attachment B.

Update introduction, add to definitions, add eighth management principal to 4.4, update organization chart,
condense communication mechanisms in 7.2.3, clarify 7.5.3 & 7.5.5, expand 8.2.1 and 8.5.2, correct SLT
fitles.

Update logo and change Management Representative, remove Stupski reference from 4.1, update
organization chart with Quality Systems in Section 5, add data recovery to 6.4 and revise frequency of audits
in8.2.2d).

Change Management Rep. title, update organization chart by placing Central Records and change Printing
Services to Copy Services under Communication and replacing Quality Systems with ISO, add last sentence
to 7.2.2, update Attachment B.

Change Management Rep. title, update Section 0 (Introduction) to include addition of new schools, update
compliance to reflect the requirements of 1ISO 9001-2008.
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Process Management System Manual
Central Office of Clarksville-Montgomery County School System

10/27/09 0] Add Dir. of Exc. Children Svc. and make plural Dir. of Elem. Ed. under Section 5, add KPI info. to sections
5.5.1 and 8.2.4, change to K-5 Magnet Sch. on page 4, revise entries to ISO 9001-2008 (from 9001-2000),
and remove performance measures from Attach. B.
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PROCESS MAP FOR CONTINUOUS IMPROVEMENT FOR
Clarksville-Montgomery County School System

DO

Management Responsibility

Section 5 of ISO Standard

- Leadership
Vision, Strategic objectives
Management Reviews
Business & Strategic Planning
Organizational Culture

Resource Management

Section 6 of ISO Standard

- Human Resources

- Training

- Work Environment

- Financial Resources
- Staff Competence

A

Process Management
System

Section 4 of ISO Standard

- District Policy & Objectives
- Process Mgmt. Manual

- Document Control

- Quality Records
- Quality Planning

ACT

Measurement, Analysis &
Improvement

Section 8 of ISO Standard

- Corrective Action
- Preventive Action
- Internal & External Auditing
- Analysis of Data

Service Realization

Section 7 of ISO Standard

v

- Customer Communication

- Purchasing

- Curriculum, Facilities & Technology
Design & Development

INPUTS

OUTPUTS

CHECK

FEEDBACK

PRM-MO001-Attachment A Page 1 of 1
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PROCESS MANAGEMENT SYSTEM MANUAL

Interactions of Processes of the Clarksville-Montgomery County School System

PURCHASING

PROCESS INPUT(S) ACTIVITIES OUTPUT(S) INTERACTION(S)

Purchase Orders Requests for purchases, warehouse stock | Approval & processing of requisitions into Approved purchase orders to Accounting, Child Nutrition, Inventory
and new vendors, competitive bids and purchase orders, ordering and maintenance vendors, delivery of warehouse Control, Risk Management, Textbook
surplus equipment. of vendors to the organization. stock, textbooks and Processing and all departments and

maintenance of vendors list. vendors.

Textbook Processing Request for both state adopted and non- Processes requests for all textbooks and Textbooks are ordered; received, | All schools, Purchasing, Curriculum &

& Delivery state adopted textbooks. receives and issues them to schools. and issued to schools. Instruction.

Selection, Evaluation Internal & External Customer Feedback Monitor problems reported with vendors Qualified vendors, correct All schools and departments, and

& Re-evaluation of and/or product/service received product & service and satisfied vendors

Vendors customers

Date: 10/27/09, Rev. O PRM-MO001-Attachment B Page 12 of 16



FACILITIES

PROCESS MANAGEMENT SYSTEM MANUAL

Interactions of Processes of the Clarksville-Montgomery County School System

PROCESS

INPUT(S)

ACTIVITIES

OUTPUT(S)

INTERACTION(S)

Building/Design

Customer design requirements, regulatory
agencies, statutory law

Document requirements, establish plan,
assign responsibility and staff, review, verify
and validate the inputs are being meet

New buildings, additions and
renovations

Principals, Instructional Team,
Architects, Engineers, Inspectors,
Contractors, and all schools and
departments.

Third Party
Construction

Third party project details, administration
recommendations/ approval/denial,
regulatory agencies, statutory law

Document review and verification, notices to
proceed or disallow, verify & validate
compliance w/inputs, approval through Fire
Marshall

New building or structure,
alteration/modification of existing
structure or property

Booster clubs, PTO, athletic
associations, TN Fire Marshall,
CMCSS depts., school administrators,
contractors, students, parents

Date: 10/27/09, Rev. O

PRM-M001-Attachment B

Page 13 of 16




PROCESS MANAGEMENT SYSTEM MANUAL

Interactions of Processes of the Clarksville-Montgomery County School System

TECHNOLOGY
PROCESS INPUT(S) ACTIVITIES OUTPUT(S) INTERACTION(S)
Work Orders Users enter Work Order through web, Network Tech determines problem, solution Equipment is repaired or Work Order initiator, Network Techs,

marking which section (Network Techs,
Repair Shop, E-mail)

and repairs or installs appropriate software

software is installed

Vendors, Vendor Tech Support, system
employees

Programming

Requests from system users

Approval of request, communication about
request details, System

System/Program development or
modification

Requesting department and affected
departments

Network

Customer reports connectivity problem
through work order system or telephone
call

Building Technology Coordinator (TC) or
Network Tech diagnoses problem and work
with responsible vendor(s) to resolve, if
needed, Customer is contacted

Connectivity is re-established

Building TC, Network Technicians,
outside vendors (ISP and/or hardware)

Repair of Computers

Users enter Work Orders through web

Repair Shop diagnoses problem, determines
solution, parts needed, and repairs, if
feasible. Justification is provided if
equipment cannot be repaired (age, parts
unavailable, etc.).

Equipment is repaired or
replaced

Work order initiator, Repair Shop,
vendors, Network Techs, vendor tech
support

news comes through Communications
Dept.)

requestor is notified, if request is denied,
requestor is notified

Schools - template is designed for each
school and school-maintained

Determining IT Department, Technology Coordinator IT Department reviews and evaluates Approved new technologies are IT Department, Technology

Technology Needs and steering committee emerging technologies to be presented and implemented throughout District Coordinator, steering committee,
discussed with the steering committee vendors

Web Design CMCSS Departments and Schools; (All Accepted request changes made to web and Updated website CMCSS Departments, Schools and

employees, Stakeholders

Date: 10/27/09, Rev. O
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COMMUNICATIONS

PROCESS MANAGEMENT SYSTEM MANUAL

Interactions of Processes of the Clarksville-Montgomery County School System

PROCESS

INPUT(S)

ACTIVITIES

OUTPUT(S)

INTERACTION(S)

Customer Feedback

Requests for internal and external
customer feedback, stakeholder
involvement, focus group input, survey
results

Conducts surveys, polling and feedback
events and analyzes data.

Changes to Strategic Goals and
Leadership Based Outcomes,
Corrective and/or Preventive
Action Plans

SLT, all stakeholders and Management

Review Team

office staff

accounts. Managers are asked to

Media External requests made from media Media contacts communications department School District stories are SLT, communications department, all
sources within and outside the community | with requests concerning district news. published and broadcast with internal and external stakeholders
regarding positive and negative district Personnel in communications department input from district personnel involved in media story
news respond promptly to and contact media to

promote good news and provide accurate
information.

Web News Requests to post news on the CMCSS School news is written and/or compiled by the | School district news is posted to Director of Communications, pertinent
web site are made to the communications | communications department for the web site. | the web site SLT members, and information system
office programmers

All-Users Email School district personnel requested News specific to district employees is written District employee news is sentto | SLT, communications department,

Newsletter consolidated email news from central and compiled. all employees with email information system programmers

print out hard copies for
employees without email
accounts

Schools, customers, post-secondary
institutions, judicial and governmental
entities

Records are received, reviewed to ensure
records match list, folder contents are
organized according to system policy, records
are filed and maintained

Records are available upon
request

Receiving and
Maintaining Student
Records

Student records with required lists
documenting content according to system
policy and government guidelines
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PROCESS MANAGEMENT SYSTEM MANUAL

Interactions of Processes of the Clarksville-Montgomery County School System

CHILD NUTRITION

PROCESS

INPUT(S)

ACTIVITIES

OUTPUT(S)

INTERACTION(S)

Requests for
food/non-food items

Product specifications, budget information

Processes bids for food/non-food items,
develops and monitors budget.

Awarded bids

Cafeteria managers, Purchasing, Accounting,
Warehouse, Budget, Vendors and all schools.

Applications for Free

Applications, USDA Regulations

Determines eligibility for free and reduced

Meals provided for

Parents, schools

and Reduced Priced priced meals, processes applications qualifying students
Meals
Vendor payment Managers orders, bid items, invoices, delivery Invoices checked for accuracy on bid prices & | Checks (vendor Cafeteria managers, vendors, accountants
receipts products, Discrepancies researched & payments),
corrected, Invoices keyed for payments, spreadsheets for
confirm total accounts payable equals total vendors with total
invoices keyed, checks & spreadsheets invoices paid
printed, invoices stamped paid & checks
mailed
Training Request from managers & field managers for Coordinate an area to conduct training, setup | Competentand trained | Cafeteria managers, field managers, trainees
specific training, training needs assessments, computers for trainees, gather staff
training evaluation feedback , site needs documentation, hand out material
Site calls with technical problem, Computer Triage if multiple issues, handle highest Computers repaired Cafeteria managers, site technicians, Horizon
Operator detects problem priority first, conduct site repair if hardware and working properly Int.
Technology Help issue, access through remote to handle ,
Calls software problems, replace hardware as Higher level of
needed, manipulate data in software as information accuracy
necessary, order parts
Technology Scheduled maintenance and/or as needed Vacuum out computers, check wiring, remove | Computers operate Site personnel

Maintenance

unnecessary files & data or archive data

more efficiently and
have a longer life span
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