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1.

i. The processes involved in project quality management are: Quality Planning, Quality Assurance, and Quality Control. 

ii. Project quality management works to ensure that project requirements, including product requirements are met and validated. Main characteristics include: 

· Customer satisfaction 

· Management responsibility  

· Prevention  

· Plan-to- do- act 

· Kaizen technology  

· Marginal analysis   

iii. The term ‘benefits and cost analysis’ can be described as a systematic approach to estimating the strengths and weaknesses of alternatives. It is used to determine options that provide the best approach to achieve benefits while preserving savings. According to the online Investopedia, “The first step in the process is to comprehensively compile a list of all the costs and benefits associated with the project or decision. Costs include direct and indirect costs, intangible costs, opportunity costs and the cost of potential risks. Whereas, Benefits include all direct and indirect revenues and intangible benefits, such as increased production from improved employee safety and morale, or increased sales from customer goodwill. Thereafter, a common unit of monetary measurement is applied to all items on the list. The final step is to quantitatively compare the results of the aggregate costs and benefits to determine if the benefits outweigh the costs. If so, then the project can proceed. If  not, a review of the project is warranted to see if adjustments can be made to either increase benefits and/or decrease costs to make the project viable”. 

iv. According to the Business dictionary, Benchmarking is a standard, or a set of standards, used as a point of reference for evaluating performance or level of quality. Benchmarks may be drawn from a firm's own experience, from the experience of other firms in the industry, or from legal requirements such as environmental regulations.

v. The Business Dictionary describes a flow chart as a pictorial summary or graphical algorithm of the decisions (such as production, storage, transportation) and flows (movement of information and materials) that make up a procedure or process from beginning to end. The “cause and effect “diagram or Ishikawa diagram, (named after its inventor Dr. Kaoru Ishikawa), is one of the seven tools of quality. It shows the relationship of all factors (causes) that lead to the given situation (effect). It identifies major causes and breaks them down into sub-causes and further sub-divisions (if any). It is usually preceded by cause-and-effect analysis. 



[bookmark: _GoBack]2. The quality management plan is a document that describes how the quality policy is fulfilled by the project manager and the project team. Quality assurance activities are those actions the quality team takes to view the quality requirements, audit the results of control measurements and analyse quality performance in order to ensure that appropriate quality standards and procedures are appropriately implemented within the project. The first of the quality assurance activities is about planning the overall process for assuring quality. The basic steps in creating a quality assurance plan are:                     •Setting up goals of project assurance                                                 		  •Assigning responsibilities to members of the quality team and determine the hierarchy of management                                                                                                                       •Gathering relevant information on the project standards and define compliance criteria                       •Identifying a set of measurements and metrics to be used to determine quality levels and performance .                                                                                                           The implementation project plan is a stand-alone document specifically created to capture tasks, dates and responsible parties. According to most scholars there are five key steps a project manager must consider to implement a quality management plan successfully:                                                                                                                      1. Analyse the business by breaking it down into key areas.                                                2. Plan the approach by deciding which resources are needed and discuss the effectiveness of existing processes with staff                                                                      3. Decide if new processes are necessary and tell staff about them - provide training if necessary.                                                                                                                                   4. Check that the processes are working by appointing a responsible member to ensure that the proper procedures are followed. Additionally, targets need to be set for how each process contributes to the success of business goals.                                                     5. Revise processes where necessary and continue to review them regularly.        Author Patricia Lotich concludes that it is imperative to note that successful quality initiatives require ongoing Senior Leadership sponsorship and support through structure, process and staff transitions. Designated resources are also critical in supporting these endeavors.
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