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For this project, the group was tasked to identify and develop a quality management plan for the PPI company. The group identified the customer support system as the main area that needed improvement. As observed in the case study, it is indicated that the public website has not been updated for a number of years, and for this reason, the systems have failed to serve the company’s needs or to portray and reflect the company’s key wishes of fun. Believably, these new developments would be essential in ensuring that the company’s website supports the customer’s needs and increase cumulative productivity. Arguably, the development of a new platform that is more user-friendly would promote offline supported services for the company’s customers. 
The quality management plan would include the following:
· Overview of the quality management plan
· Purpose 
· Customer quality objectives 
· Quality control plans
· Quality assurance 
· Project-specific requirements 
Al-Qahtani et al. (2015) described quality management as a set of deliberate plans for quality enhancement that are particularly designed for extensive administration to improve overall efficiency, customer loyalty and general productivity. In the understanding of these plans, it is essential to note that quality management plans are continuous and iterative processes that aim at identifying and resolving underlying issues successfully. 
Ideally, the implementation of these plans by organizations enable them to improve their internal efficiencies, which have for a long time been considered a prerequisite to becoming competitive in the global marketplace. 
This quality management plan will be used to: 
· Identify the specific traits that will be built into products and processes to meet quality requirements. Evaluate whether quality requirements are being met.
· Respond to specific quality concerns within the systems and process
Scope
The quality management processes and deliverables will be managed throughout the lifecycle of the PPI quality management project. 
· Purpose of quality management 
· Quality planning 
· Documentation of standards and framework for quality 
Quality assurance
Prevention of quality problems through planned and systematic activities including documentation. Corrective or preventive actions. 
· Quality control tools 
· Assessment of Metrics
· Checklists
· Process Audit
· Stage-Gate Audits
· Testing Inspections
The quality management plan should incorporate the following:
· Planning
· Design
· Development
· Testing 
· Deployment of the system 
Purpose of the quality management plan
The primary goal of this quality management plan is to ensure that the company develops and implements a new customer support system to support cross-functional departments in PPI. In this view, the new system is expected to provide real-time data for customer relations, streamline sales and support services and provide reporting metrics for historical reviews. 
Components of the quality management plan
In undertaking this quality management plan, PPI should include the following: 
· Quality planning - this would provide the documentation of standards and frameworks for quality during this project. It is important to note that quality planning shall be undertaken by the project team and the quality manager. 
· Quality assurance- this step provides the necessary attention to detail for the continuous improvement of activities and processes to achieve quality. Similarly, the project team and the quality manager shall perform these activities. 
· Quality control- this refers to a rigorous process of monitoring and inspection to ensure that all the deliverables and the work products are measured and tested to particularly ensure that the results are in line with the intended quality standards. The project oversight t and the SI shall plan and coordinate all these activities. 
· Quality improvement- this identifies quality improvement and implements corrective action or process improvement. 
Quality management cycle






Methods of implementation
Quality management applies to deliverables, documents, work products and processes. Quality controls are essential in monitoring and verifying that the project deliverables meet the intended quality. Quality assurance on the other hand ensures that the processes used in creating and managing the deliverables are followed effectively. Quality improvement refers to activities that seek to ensure that the project presents a continuous improvement of quality. This plan will establish quality assurance, maintain quality control and apply policies and guidelines designed to achieve a specific goal set forth for the PPI improvement project. It is essential to note that this quality management plan is not primarily limited to systems improvement and quality only but also seeks to achieve optimal quality in every facet of the project.
Quality philosophy
The Quality Philosophy describes the overall intentions and approach to be applied for maintaining quality.  
· The Quality Philosophy for the PPI CSS Project involves: 
· Standards and methodologies for project management quality assurance  
· Communicating deliverable review deficiencies and tracking correction of non-conformances 
· Constant communication of audit results and identifying opportunities for improvement. 



Quality review
After project metrics are defined, monitoring quality metrics against performance targets is an integral part of QC activities. A quality metric is an operational definition that describes, in very specific terms, a project or product attribute and how the QC process will measure it. Metrics will be measured in the following ways:
· Review of risks, issues and action items in a relational database tool.
· Review of document repository in the shared network folder and SharePoint.
· Review of Change Control Items and Configuration Items in the designated tool.
· Review and observation of project and technical processes.
· Review and observation of testing results.
· Review of project status in various project status meetings.
· Graphs, charts, and other graphical tools will be developed to report on the metrics results and share them with the project team
Management of changes in the scope
Management of changes to the project involves: 
· Planning for possible changes through proper risk analysis  
· Keeping track of all types of possible unanticipated issues  
· Identify all the areas of the project that have been affected 
· Verifying that all the team members understand the change in scope and the corrective measures required to ensure that the quality is not adversely affected. 

Risk management
Risk management in quality management plans is essential to highlight the possibility of any eventuality and how such occurrences can be effectively addressed. It is argued that risks and associated uncertainties are inherent in almost all projects particularly risks revolving around overbudgeting and past deadlines. For this project, an effective risk management plan would include; 
Creating a risk register for the project highlighting all the possible risks associated with the project in a spreadsheet. The stakeholders and the project team members will together determine the likelihood and risks of these potential risks. Focusing on the highest potential impact and the likelihood of a risk happening, the next step would be determining the response to lower the impact of the risks. 
Continuous Quality Improvement
The results from QA and QC activities should be assessed to determine the actual quality achieved. If the quality achieved does not meet the established quality standards, then quality improvement actions should be implemented. This process should continue until the quality of the deliverables and processes meet the quality standards initially defined. Questions to ask when considering an area for improvement:
· How many project staff does this specific process affect?
· How much time do project staff spend working within the constraints of the current process?
· What would we gain if we spent time working to improve this process? (Gains must be measurable, as in dollars, hours or other value metrics that are quantifiable.
	Stakeholder Role 
	Responsibility 

	Project Sponsor
	· Provides Directions
· Approves the project scope
· Endorse funding

	Project manager 
	· Define and manage the project scope
· Coordinates the project
· Determines the project’s cost and time
· Communicate quality (risks and issues) to internal and external stakeholders.
· Develop and track project metrics.

	Technical manager 
	· Identify and escalate any critical project issues to the Project Manager.
· Execute technical policies, processes, procedures and ensure adherence to defined quality standards
· Establish technical policies, processes, procedures and defined quality standards

	Quality manager 
	· Identify Quality Standards and Metrics
· Provide QA inputs for developing project work products and ensuring that quality targets are defined for each deliverable and process
· Review system integrator processes and deliverables.

	System integrator
	· Participate in quality reviews and audits
· Communicate with project's technical staff and project technical consultants on quality-related issues.
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