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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1 – I – Project Quality Management ensures that the deliverables created by the project teams meet the expectations of the stakeholders. To ensure that the customer receives the product or service the think they have purchased, the Project Quality Management processes measure overall performance, monitor the project results, and compare them to the quality standards set out in the project-planning process. These processes includes: Quality Planning (process concerned with identifying which quality standards are relevant to the project and determining how to satisfy them. It provides guidance and direction on how quality will be managed and validated throughout the project, which is achieved with the creation, and implementation, of the quality management plan, and quality metrics and quality checklists), Quality Assurance (process not only concerned with improving the product, but also concerned with improving the process, because improving the process will have a positive effect on improving the quality of the products. It performs systematic quality activities and quality audits to determine what processes should be used to achieve the project requirements, established during Quality Planning, and to assure they are performed efficiently and effectively.), and Quality Control (process concerned with monitoring work results to determine if they comply with the standards set out in the quality management plan, by identifying, and removing, the causes of unacceptable results, and ensuring that project deliverables and processes meet the requirements necessary for final acceptance).

1 – II – The Project Quality Management possesses the following characteristics: Customer satisfaction (the project results must meet the stakeholder’s requirements and satisfy their needs. Quality Management ensures that those results are up to the desired standards), Management responsibility (management is responsible for providing the necessary resources and guidance to achieve the project’s quality standards), Prevention (rather than creating corrective measures after an incident occurs, and changing operations in order to adapt to the aftermath, quality management ensures that mistakes do not happen in the first place. This means that no time or resources are wasted with this situations, and no extra time and resources are necessary to deal, and compensate for them.), Constant Improvement (quality management ensures that project processes and activities are performed at the best level possible, by constantly improving them, and removing unnecessary steps or activities. This will result in reduction of costs, and ensure consistency), and Marginal Analysis (marginal analysis examines the additional benefits of an activity compared to the additional costs of that activity. This is used as a decision making tool to determine if a change or improvement will be worth implementing).

1 – III – “Benefits & Cost Analysis” is a systematic approach to estimating the strengths and weaknesses of different options. It determines the cost of carrying out an activity, and what benefits that activity will produce. If it is concluded that the benefits outweigh the costs, than it is a good decision to proceed with that activity. For example, a transport company is considering buying a second bus to do the one of their bus routes, which currently has only one bus. The cost of this decision would be the cost of the new bus, plus the cost of routine maintenance and gas, and the benefit would be doubling profits of that route, and reducing the waiting time for the customers. The Benefit & Costs Analysis of this decision would take into account the current profit, number of customers, and waiting time of that route, in order to forecast benefits of a second bus, and then would compare those benefits to the costs. If it is concluded that the operation of the new bus would be able to break even from its cost in a one year’s period, and the bus’s life cycle is ten years, then it would be beneficial to purchase the new bus since the benefits outweigh its costs. In Project Quality Management, this costs will depend on the level of quality necessary for the final product, since not every project has the same quality expenses based on the demands. The project team should strive to deliver what was expected, without extra features that will increase costs and schedules without being necessary. For example, if the bus route has an average of 20 customers, purchasing a bus with capacity for 50+ passengers might be unnecessary and wasteful.  

1 – IV – Benchmarking is a technique used to evaluate a project’s performance by comparing it to a different project. Benchmarking takes what was planned or experienced regarding quality, and compares it to another project to determine how the different aspects measure up. It evaluates the difference between the two projects, and determines why this differences occur. If a project has a lower performance that the other, by looking into the better performing project, it enables the project manager to learn and understand what measures and procedures produced those results, and allows him to apply those measures to his current project, in order to improve performance. For example, two project developing a similar product, and one of them has a deliverables completion rate 10% higher than the other. By comparing these two projects and realizing the difference, the Project Manager might look into the better performing project, and learn that a process his project is currently performing is not necessary and is affecting the time length of the process. By comparing these two projects, the Project Manager is able to improve his project’s performance.



1 – V – A Flow Chart is a diagram that illustrates the progression through a logical sequence or procedure. It visually represents all the steps in the process, and the relationship and progression between those steps. In Project Quality Management, Cause and Effect Diagrams start from the problem, and work towards determining the action that is causing that problem, in order to remove or improve that action and eliminate the problem. The root of the problem is determined by trying to determine “why” the problem occurs, until the action that is causing the problem is found or until all the possibilities on each fishbone has been exhausted. 
This diagram shows the relationship between the effects of problems and their causes. It depicts every potential cause and sub cause of a problem and the effect that each proposed solution will have on the problem. The problem is seen as an objective, and the project manager tries to determine what actions will achieve that objective.

2 – The Quality Management Plan is one of the outputs of the Quality Planning Process, which identifies quality requirements and standards for the project, and project deliverables. The Quality Management Plan is the document that describes those standards, and how they will be implemented. It should identify and describe quality control procedures and measures (how the project team plans to meet the quality requirements set for the project), quality assurance procedures, and continuous process improvement. This document will provide guidance and direction on how quality will be managed and validated throughout the project. It defines the acceptable level of quality, which will be define by the customer, and describes how the project will ensure this level of quality in its deliverables and work processes. The Quality Management Plan clearly describes what needs to be achieved, and gives instructions on how to achieve it.
The Quality Assurance activities will be performed in order to audit quality control measurements to ensure that appropriate quality standards and operational definitions are used. This process will facilitate the improvement of those quality processes. The quality assurance process implements a set of planned processes defined in the project’s quality management plan. Quality assurance will ensure the confidence that a project deliverable, when complete, will meet the specified requirements and expectations. Quality Assurance ensure product quality by preventing defects through the planning processes or by inspecting out defects during the work-in-progress stage of implementation. This Quality Assurance Process. This Quality Assurance Process relies on several inputs, such as the Quality Management Plan (document detailing the project's quality standards and how to meet them), the Process Improvement Plan (document detailing the steps for analyzing project management processes, and product development processes, to identify activities that will improve those processes), Quality Metrics (description of a project, or product, attribute, and how that attribute will be measured in exact values), and Quality Checklists (document used to verify that a set of required steps has been performed). This information will then be processed by Quality Management and Control Tools such as charts and diagrams, and Quality Audits (structured, independent process to determine if project activities comply with organizational, and project, policies, processes, and procedures). The information output from this tools and techniques will then be updated in all relevant Project documentation.
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