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1.i)The processes involved in project quality management are: Quality Planning, Quality Assurance and Quality control, project quality planning belongs to planning process group, project quality assurance belongs to execution process groups, project quality control belongs to controlling process group. 

1.ii) Main characteristics of project quality management are: 
- Customer satisfaction: the project must satisfy the customer requirements by delivering what it promised in order to satisfy the needs of the customer. 
- Management responsibility: the project team must work towards the quality goal. 
- Prevention: quality is planned into a project, not inspected into it. It is always more cost-effective to prevent mistakes than to correct them. 
- Kaizen technology: Kaizen is a quality management philosophy of applying continuous small improvements to reduce costs and ensure consistency or project performance. 
- Marginal analysis: marginal analysis studies the cost of the incremental improvements to a process or product and compares it against the increase in revenue made from the improvement. 
- Plan-Do-Check-Act:  deeming set the bar with his plan/do/check/act  approach to quality management. This approach is similar to the project management processes through which every project passes. 

1.iii) Benefit/ Cost Analysis: is a process of determining the pros and cons of any process, product, or activity. Benefits should outweigh costs. The straightforward approach to project management is concerned with the costs of the quality management activities versus the benefits of quality management activities. There are two major considerations in the benefit/cost analysis in quality management: 
- Costs: Completing quality work may cost more money than the work is worth. 
- Benefit: completing quality work increases productivity as there is no shoddy work that needs to be 
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redone. 
- Gold plating: the customer does not need or want more than what was requested. 

1.iv) Benchmarking is a technique of taking what the project manager has planned or experienced regarding quality and comparing it to another project to see how the various aspects measure up. The goal of benchmarking is to evaluate the differences between the two projects and then to implement corrective actions to the current project. Benchmarking allows the project manager and the project team to see what is possible and then strive toward that goal. 

1.v) Flow chart is any diagram illustrating how components within a system are realated. An organizational flow chart shows the bottom crew of operations up to the little squirt to top. Flow charts show the relationships between components and helps the project team determine where quality issues may be present and then plan accordingly. 

Cause and effect diagrams are also known as Ishikawa diagrams and fishbone diagrams. They show the relationships between the variables within a process and how those relationships may contribute to inadequate quality. This diagram can help organize both the process and team opinions, as well as generating discussion on finding a solution to ensure quality. 


2.) Project management plan describes how the quality policy is fulfilled by the project manager and the project team.
One of the major outputs of quality planning is the quality management plan. In an ISO 9000
Environment, the quality management plan is referred to as the “project quality system.”
The quality management plan addresses three things about the project and the project work:
· Quality assurance: The overall performance is evaluated to ensure that the project meets the
relevant quality standards. Quality assurance is generally considered the work of applying the
quality plan. Quality assurance maps onto an organization’s quality policy and is typically a
managerial process.
· Quality control: Work results are monitored to determine whether they meet relevant quality
standards. If the results do not meet the quality standards, the project manager applies root cause
analysis to determine the cause of the poor performance and then eliminates the cause.
Quality control is inspection-orientated.
· Quality improvement: The project performance is measured and evaluated, and corrective
actions are applied to improve the product and the project. The improvements may be large or
small depending on the condition and the quality philosophy of the performing organization.

The QA department, management or, in some instances, even the project manager can complete the
requirements for QA. QA can be accomplished using the same tools as those used for project planning:
· Flowcharting
· Design of Experiments
· Cost of Quality
· Benefit cost analysis
· Benchmarking

Quality audits are about learning. Quality audits are formal reviews of what has been completed within a project, what has worked, and what has not worked. The idea of a quality audit is to identify the lessons learned during the current project to determine how to improve the project — and other projects within the organization. The end result of the audit is to improve performance for the current project, other projects, or the entire organization. The idea is that Susan the project manager might learn from the implementations of Bob the project manager and vice versa. Quality audits can be scheduled at key intervals within a project or they may occur without warning. The audit process can 
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vary depending on who is completing the audit: internal auditors or hired, third-party experts.To determine whether the results satisfy the demands of the quality standards, Quality Control (QC)
requires the project manager, or other qualified party, to monitor and measure project results. Root cause analysis follows the quality control processes, should the results be unsatisfactory. Root-cause
analysis is necessary to enable the project manager to determine the cause and apply corrective actions. On the whole, QC occurs throughout the life of a project, not just at its end. Moreover, QC is concerned not only with the product the project is creating but also with the project management processes. QC measures performance, cost variances, and scheduling. The experience of the project should be one of quality — not just the product the project creates. Consider a project manager who demands the project team work extreme hours to meet an unrealistic deadline; team morale suffers, as does the project work the team is completing.
The project team should have the following skill sets in order to be competent in quality control:
·  Statistical quality control, such as sampling and probability
· Attribute sampling to measure conformance to quality on a per unit basis
· Variable sampling to measure conformance to quality as a whole
· Inspection to keep errors away from the customer
· Tolerance range to determine whether the results are within, or outside, an acceptable level of Quality
· Special causes to determine anomalies in quality
· Control limits to determine whether the results are in, or out, of quality control
· Random causes to determine expected variances of quality

Quality control should, first and foremost, result in quality improvement. Based on the results of the
tools and techniques used to implement quality control, the project manager and project team apply
corrective actions to prevent unacceptable quality and improve the overall quality of the project
management processes.
The corrective actions identified by the project manager and the project team may require change
requests and management approval. The value and importance of the change should be evident in order that the improvement to quality might be approved and folded into the project. In addition to quality improvement, there are other outcomes of quality control:
· Acceptance decisions: Results of work are either accepted or rejected. Rejected items
typically mean rework.
· Rework: Non-conformance with quality results in rework. Rework costs time and money and
contributes to projects being late, over budget, or both. It is always more cost-effective to do the
work properly the first time than to have to do it again.
· Process adjustments: When results of inspections indicate that quality is unacceptable,
process adjustments may be needed in order to take immediate corrective actions or planned
preventive actions to ensure that quality improves. Process adjustments may qualify for a change
request and be funneled through the Change Control System as part of integration management.
· Completed checklists The completed checklists should become part of the project records, if the project is using checklists to confirm the completion of work. Some project managers require the project team member completing the checklist to initial the checklists as whole and
complete.
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