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1. Give short answers for the following questions.

I. Outline the processes involved in project quality management.
Processes involved are: Quality Planning, Quality Assurance and Quality control.

Quality planning: Process that will interpret quality theory/policy into measurable goals. This process will be a step by step planned to prepare and ensure that quality planned are in line with customers requirements, it will have a deadline in order to go onwards with the project execution where another quality process will applied. (Quality Assurance)

Quality Assurance: This process is part of the main PM process group; it take place within the project execution to ensure that all quality requirements are fulfilled as per the planned described in the planning process.

Quality control: It will take place in the controlling and monitoring process, at this stage the project team will put in place a set of tools and techniques in order to control quality and take necessary actions towards any kind of anomaly found. This process will guaranty a product or service that is fully in line with customer’s requirements. 

II. What are the main characteristics of project quality management?
-Customer satisfaction
The project must deliver a certain level of quality in order to satisfy customer; making sure that all client requirements are met at 100% usually does this. 
-Management responsibility
Project team aim to set goals in each phases of the project to ensure quality control is done throughout the project lifecycle. Management has the duty to provide necessary material/equipment to achieve a level of quality.
-Prevention
Learn from previous project to avoid making the same mistakes. Prevention is cost effective, as it will ensure that the necessary level of quality is delivered in the first go.
-Kaizen technology
Kaizen Japanese for “good change”, Kaizen technology is a quality management outlook to ensure small development to decrease cost and to ensure to keep stability of the project performance.
-Marginal analysis
It is use as a tool in order for company to maximize their profit. It is the process to analyze extra profit of an activity compared to the supplementary cost of that same activity.
-Plan do check-act
It is a mandatory process within project quality management, it is to guarantee that a certain level of quality has been met, checked and approved by the quality team.
We can break this process in a four-stage activity:
Plan: Main targets and goal planning
Do: Is the plan integration
Check: Ensure that all client requirements have been met towards product scope.
Act: Request to correct any action that has been checked and did not meet the quality level, this is done by a root cause analysis, in order to act on the root cause of the issue and resolve it as expected.
III. What is meant by the term ‘benefits & cost analysis’? And how it is performed? 
It is the process to define the do’s and don’t of any process, product or activity towards the project. It is an analysis to ensure that the benefits will always be greater than the cost.
It is performed in such ways that every single benefit will be analyzed and anticipated from the project and cost towards this analysis will be performed. It will than be monitored and controlled in order for support to be provided when changes are allocated.
IV. What is benchmarking? 
Benchmarking is a methodology used in Project management in order to compare different projects within the company or outside the company (Competitors). It is the process of analyzing different quality/industries standards in order to find necessary improvements towards quality level or performance level. It can also be used to reduce cost of the services of course by maintaining the same quality level. 
Example: Within the Project X the average first call resolution (FCR) is at 90% and the talk time is at an average of ten minutes. In project Y the FCR is at 82% with a talk time of 6 minutes. Both projects are meeting the service level agreement (SLA) in terms of FCR. In Project X one of the main SLA is to reach a talk time of 6minutes. To ensure customer satisfaction quality team has sets his goal: 
-Keep the FCR at 90% and reduce the talk time to 6minutes per calls.
This is where benchmarking will be very useful as the project team will monitor project Y tools and techniques used in order to allocate necessary improvements and changes to reach their goals in Project X.
V. What is a flow chart? Discuss ‘cause and effect diagram’ 
A flow chart is any type of diagram or decision tree (DCT) that will demonstrate relationships between different components of the project. This type of diagram helps project team member to view in just one chart the entire lifecycle of the project. This will be viewed also by the customer and will be used by the quality team to take necessary actions towards quality issues.
One of the important keys in Project management is to ensure that all necessary tasks within the project are complete within the deadline. The above can be covered and well planed by the creation of a flow chart; this process also helps ensuring that the project quality is in line with customer’s requirement to complete product scope with 100% success.
Cause and effect diagram is the process of identifying the likely/root causes of problems.  Fishbone diagram will be used in describe relation between variables of the project and help project team allocate unsteady and inconsistent quality issues. The process of allocating those inconsistencies will trigger discussions to enforce different solutions towards the quality issue allocated.

2. Discuss quality management plan. How will you complete quality assurance activities? How will you implement that plan as a manager?

Quality management plan is a set of tools and techniques used to evaluate Quality level of a project. In different environment you will encounter different quality policy to create a quality management plan. Quality management plan will ensure many crucial factors/elements in order to guarantee that customer quality requirements are met.
It will ensure that quality is scheduled and planned, will define how it will be managed and will describe acceptable quality standard.
There are three main inputs when creating a Quality management plan:
· Quality assurance: This is the process of evaluation. It will ensure that quality standards of the project are in line with customer’s requirements. This is done by an overall evaluation of the project performance, and actions are taken accordingly depending on results of the project performance.

· Quality control: It is the process of monitoring the Quality standards within a project and act accordingly. Allocating major quality issues usually helps to find the root cause.
Example: The customer has reported that every user using X application are very frustrated by the service provided and this has an impact on their daily work. (The quality control will then have to act accordingly in order to find the root cause and improve the service.) Root cause was that the support team providing this service did not have the documentation to provide support for the latest version of X. 
The resolver group will surely be provided a new guide to ensure quality standards are met.
Above defines the process of quality control, issue towards X has been allocated and their job has been completed by finding the root cause.

Quality improvement: This is the process of measuring and evaluating performances in order to ensure that quality is constantly delivered as per customer requirements.
Let’s keep going with the above example (X application):
The team that supports this application will be delivered a new Manual/Guide in order to provide high standards quality service towards the new version. Quality team will need to act accordingly to get the resolver group receive their guide. 

In order to ensure that customer is happy with the action taken towards the issue, the quality team will have to put in place surveys and tools in order to keep measuring the performance of the team.

Let’s say that X performance; application when customers were not complaining had first call resolution (FCR) rate at 80%
It has drop to 20% and now is back up to 50%
The quality team will have to act accordingly to ensure that the service improves as it was before or better.
How will I implement the plan?
With a document including its flowchart; this document should be very concise on how the plan will be executed, managed and what will be the impact towards the quality level of the project.
First of all quality standards must be clearly understood and defined by project team member. This way the plan will be implemented as per customer requirements. 
[bookmark: _GoBack]The quality implementation plan (QIP) must be presented to stimulate/promote a Quality assurance and Quality control framework. The QIP than ensure that processes are defined to target the Quality standards required by Project guidelines. The QIP will also define different responsibilities towards the quality assurance and quality control acquisition.
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