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1.1 Project quality management involves 3 processes: Quality planning which is part of the planning stage, quality assurance which is part of the execution phase, and quality control which is part of the controlling phase.

1.2 The main characteristics of project quality management are:

· Customer satisfaction: to deliver to the customer what is promised.
· Management responsibility: management must provide the required resources in order to provide the standard of quality assured to the customer.
· Prevention: from start to finish, quality needs to be of high priority. Quality control is to begin in the planning stage to prevent any mistakes or decline in standard.
· Kaizen technology: continuously applying and making small developments to reduce costs whilst maintaining/improving quality.
· Marginal analysis: analysis of the benefits of an activity compared to the additional costs incurred by that activity. E.g. does spending additional money to improve quality result in larger profits?
· Plan-do-check-act: method for the continuous control/improvement of processes and products. 


1.3 ‘Benefits and cost analysis’ is a method of determining the pros and cons of any process, activity or output. In quality management, ‘benefits and cost analysis’ is performed by considering the cost (quality = spending more money) versus the benefits of spending this additional money (quality work = not spending additional funds later to fix wrong or shoddy work). The two should be weighed up and a decision reached on cost/benefits.

1.4 Bench marking is comparing one project to another in terms of plans and experiences. For example, as a project manager, once you have planned, find a similar project and compare yours to it in order to evaluate the differences between the two, allowing you to implement corrective action to your project in the early stages using previous knowledge on what worked well/poorly.

1.5 A flow chart is a diagram of the sequence of movements or actions of people/resources within an activity. The graphical representation allows for easier understanding. They are used to document, study, plan and improve. One type of flow chart is a cause-and-effect diagram. These show the interactions between the variables within a process, and shows how those interactions may contribute to any unsatisfactory quality. Cause-and-effect flow charts organises both the procedures and team attitudes, and ultimately generate considerations which help to find solutions to any identified shortfalls.

2 A quality management plan is a document that covers all aspects of the quality policy of the project and describes the processes and procedures to be followed in order to meet the required quality standards. The quality management plan covers quality assurance (the activities that monitor and confirm that the processes that are being utilized to manage and create the deliverables are followed and are in effect), quality control (the activities that monitor and confirm that the project deliverables meet defined quality standards), and quality improvement (project performance is measured and evaluated and corrective actions are applied if necessary).

Quality assurance activities can be completed using tools such as flowcharts, design of experiments, cost-of-quality analysis, benefit-cost analysis, root-cause analysis and benchmarking. Based on the results of these tools, the project manager and project team can apply corrective action in order to prevent any dissatisfactory quality, and to develop the quality of the project management process. Project managers also need to consider acceptance decisions, which may result in a rework or process adjustments if required. Completed checklists should then become a part of the project records. 
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