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1. Give short answers for the following questions: (15)

I. Outline the processes involved in project quality management.
Project quality management is composed of 3 processes:
· Quality Planning; taking the project scope statement as input and reviewing the product description & standards/regulations, the project manager can start to create a plan on how to satisfy the quality demands
· Quality Assurance; is the sum of the planning & the implementations of the plans by the project manager, the project team & management, to ensure that the project meets the demands of quality. Quality Assurance is a systematic approach to obtaining quality standards, throughout the project, with appropriate measures taken at every stage
· Quality Control; is done at the end of an activity to verify that quality standards have been met. Based on the quality management plan, the work results and operational definitions, the project results can be monitored & measured 

II. What are the main characteristics of project quality management?
The main characteristics of project quality management are:
· Plan-Do-Check-Act: the approach to quality management following the PDCA model of Deming[footnoteRef:1] [1:  Plan (establish objectives and processes required to deliver the desired results); Do (implement the process developed); Check (monitor and evaluate the implemented process by testing the results against the predetermined objectives); Act (apply actions necessary for improvement if the results require changes).
See: http://www.pm4dev.com/, PM4DEV, Project Quality Management. Project Management for Development Organizations. 2008 ] 

· Customer satisfaction: deliver what is promised in order to satisfy the needs of the customer
· Management responsibility: management to provide the necessary resources to guarantee quality
· Mistakes prevention: planning for quality is key and more cost-effective than inspecting work results & doing the work again
· Kaizen technology: applying continuous small improvements to reduce costs and ensure consistency & adequate performance
· Marginal analysis: comparing the cost of incremental improvements against the increase in revenue made from the improvements. Optimal quality is reached when the costs of the improvements equal the costs to achieve quality.

III. What is meant by the term ‘benefits & cost analysis’? And how it is performed?
A benefits & cost analysis is the process of determining the pros and cons of an activity.
Within project quality management first of all the costs need to be considered. It will be important to execute the adequate types of quality management, in order to deliver a level of quality that is just right/balanced but that doesn't cost more money than the work is worth.
A second consideration in project quality management is the benefit; completing quality work increases productivity when there is no work that needs to be redone.
The quality expenses can be different per project and are based on the particular demands. For example, for a mass digitisation project, it is required to implement Quality Assurance within all digitisation processes and Quality Control on a sample of the work results. Performing Quality Control on all work results would be out of proportion and drive up costs.

IV. What is benchmarking?
Benchmarking in project quality management is principally comparing the current project to another, in terms of planning & experiences regarding quality.
The goal of benchmarking is to evaluate the difference between the 2 projects, like what is missing in the current project or what activities the personnel is doing differently in another project. This will allow the project manager to implement corrective actions to the current project if needed.

V. What is a flow chart? Discuss ‘cause and effect diagram’.
A flow chart is any diagram that illustrates how components are related, thus facilitating to determine where quality issues may be present.
Two important types of flow charts are:
· system or process flow charts, that illustrate the flow of a process through a system (such as a project change request through the change control system)
· cause and effect diagrams, explained below
The cause and effect diagram is also known as Ishikawa or fishbone diagram because of its fish-like appearance. It is a tool that provides a systematic way of looking at affects and the causes that create or contribute to those effects.[footnoteRef:2] It entails a special focus on 'why the problem occurs and then presents the possible causes at various levels of detail in connected branches, with the level of detail increasing as the branch goes outward. The outer branch is a cause of the inner branch it is attached to. By investigating the cause of a problem, this type of diagram can help in organising both processes and problem solving, to ensure quality. [2:  See: http://www.pm4dev.com/, PM4DEV, Project Quality Management. Project Management for Development Organizations. 2008] 



2. Discuss quality management plan. How will you complete quality assurance activities? How will you implement that plan as a manager? (15)
As described in 1.I., the project manager can start to create the quality management plan when all inputs (like project scope statement) are assembled.
For a lot of the input, the project manager will need to rely on the project team, the project's key stakeholders and the documentation created to date.
Quality planning is an iterative process. This means the project manager should plan for quality, implement it and then measure/evaluate it and apply corrective actions if needed. Throughout the project there may occur changes etc., that will all have to be evaluated for their impact on the project quality.
The project manager can use several tools or techniques to plan for quality.
A first technique is to launch a benefit/cost analysis, as explained in 1.III.
Another technique is to apply benchmarking practices, as explained in 1.IV.
Next to this, also flow charts (as well as check sheets and control charts) will help in quality management and determine where quality issues may be present in order to plan accordingly.[footnoteRef:3] [3:  Project Management Institute, A Guide to the Project Management Body of Knowledge (PMBOK Guide, fifth edition), 2013, p.237-239.] 

When the project manager has all the elements available for quality planning, the quality management plan can be created, reflecting how the quality policy will be implemented in practice.
[bookmark: _GoBack]The quality management plan will address Quality Assurance and Quality Control (explained in 1.I.) and quality improvement (corrective actions to improve the project/product following the evaluation of project performance). It can be formal or informal, detailed or broadly framed, depending on the requirements of the project.
For what concerns the Quality Assurance activities, the same tools & techniques as those for project quality planning can be used (e.g. benefit/cost analysis, benchmarking practices & flowcharting as explained above).
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