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Abstract
This week we are tasked with looking at Quality Assurance in terms of our PPI Customer Service Support project. Quality Assurance is a set of management processes that are completed to ensure that the products and services the project delivers are at the required quality level. It’s pretty much a process driven and focused on the development of the product or delivery of the service.
Quality Assurance has many tools and technique principles. Such as the following.
· Cost-Benefit Analysis
· Cost of Quality (COQ)
· Control Charts
· Benchmarking
· Design of Experiments (DOE)
· Statistical Sampling
· Flow Charting
· Quality Management Methodologies (i.e. Six Sigma, CMMI (Capability Maturity Model Integration)
· Cause and Effect Diagrams
· Histogram
· Pareto Chart
· Run Chart
· Scatter Diagram
· Inspection
Before we came together as a group, we worked individually to answer which components we believed should be a part of the quality management. We then needed to work on a quality management plan. Below are the components that I think should be considered as part of the quality management plan. 
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· Failure testing
· Quality audit
· Benchmarking
· Kaizen approach

[bookmark: _Hlk44795544]Quality Control tools and techniques
· [bookmark: _Hlk44795587]Cause-and-effect diagrams
· Control chart
· Checksheet
· Pareto chart
· Flowcharts
· Six Sigma

[bookmark: _Hlk44795789]Continuous Process Improvement
· Request feedback
· Share more, not less
· Make and take notes
· Don’t blame the system or tool
· Identify changing requirements
· Think Lean (build ->measure -> learn)

Quality management plan should include
· Teams approach to quality control
· The deliverables (the verifiable products and services) along with the process that should be reviewed
· Deciding how the quality requirements should be defined for the deliverables and processes
· Roles and responsibilities
· When and how quality control should be managed
· When and how quality assurance should be managed
· Preemptive way to prevent issues along with how issues will be resolved

My Quality Management Plan needs some work, it seems a bit to general. I think there are some additional details that should be incorporated. I think some of the tools and techniques from above should have been added in. 
1 Overview 
1.1 Purpose of this Quality Management Plan 
The primary goal of the Quality Management Plan is to ensure that the project deliverables are of adequate quality and fit-for-purpose. Quality assurance and Quality control is an integral part of the Quality Management Plan. The primary intent of the plan is to provide a basis for the Program Manager (PM) evaluation of quality.  This plan affords the PM a mechanism to preclude major deficiencies (deviations) in quality
1.2 Quality Management Plan Components 
To achieve this, the PPI CSS Quality Management Plan includes the following components: 
[bookmark: _Hlk44787213]• Quality Planning (QP): The process that identifies the relevant quality standards and determines how to satisfy them,
• Quality Assurance (QA): Evaluating overall project performance on a regular basis to provide confidence that the PPI CSS project will satisfy the relevant quality standards established during Quality Planning,
• Quality Control (QC): Monitoring specific PPI CSS products to ensure they comply with relevant quality standards, and 
• Quality Improvement (QI): To use output indicators to help identify better standards in order to increase PPI CSS’s effectiveness and efficiency.  


1.3 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  
• Empowerment of program team members to make improvements within their areas of expertise;
[bookmark: _Hlk44787673]• Input from individuals with the appropriate subject or technical expertise to ensure the development of outputs that are fit for the purpose. 
• A focus on the customer and the notion that achieving customer satisfaction is an ongoing process while still addressing the needs of all stakeholders;
1.4 Quality Strategy 
The Quality Strategy for the PPI CSS Project involves: 
• Quality related issues faced in the application of the project management processes   
• Quality issues encountered in the development of the outputs 
• Relevant standards that must be applied  
• Activities in the work plan that should be conducted correctly  
 
2 Project Quality Assurance 
Quality assurance will be achieved by defining the defining the relevant quality project management processes.  
2.1 Methodologies and Standards 
The relevant methodologies, guidelines should be maintained for following items  
• Standards of Risk Management must be maintained  
• Records management, web publishing, information security, privacy, etc.  
• Relevant business domain driven standards 
Any changes to these standards need be recorded as an issue. 
2.2 Quality Review 
2.2.1 Project Quality Consultants 
The role of any Quality Consultants should be explained in detailed depending on their area of expertise. Project Quality Consultants also contribute to the formal Project Evaluation by providing a Project Performance Review. 
2.2.2 Project Evaluation and Review 
In this section the PM needs to define:  
• The timing for reviews, which may be conducted at the end of a phase or every phase. 
• Topics of each review(s)  
o A review of project performance and comparison with the defined project target outcomes 
o A review of the methodologies needed to produce the outputs 
o Learning points of the project 
o Area for improvement 
2.2.3 Management of changes to project 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  
• Using an iterative approach to make change within the scope of a single project  
• Reflecting changes of project scope in Project Business Plan  
In this section, you need to identify the process that helps you to manage changes to the project scope and how it will be reflected in the project business planning.   
2.3 Risk Assessment and Management 
Risk management aims to ensure that levels of risk are managed properly.  It includes the level of resourcing, time, cost, quality, and the realization of outcomes by the Business Owner should appropriately manage to ensure the project is completed successfully.   
Output Quality Control 
 PPI CSS Project Quality Management Plan Version 
The PM will need to document the project approach to risk assessment and management to identify how risks to quality will be reflected during the process
2.4 Information Management 
2.4.1 Document Management 
2.4.2 Record keeping 
3 Output Quality Control 
Quality control for the PPI CSS Project can easily be accomplished by defining the relevant quality criteria for the outputs, or what characteristics should be used for this purpose.  
• Stakeholders(s) - The Business Owners need to contribute resources to the project during their development to ensure that the outputs are being developed satisfactorily.   
• Project Group(s) - consist of small specialist work groups, which is dedicated to producing a well-defined output within a specific timeframe.  
3.1 Output Review Procedures 
• Progressive audits or appraisals to be conducted throughout the project. These reviews are undertaken progressively, as quality cannot be built in at the end of a project.  
• The technological aspects of the project. 
• Project compliance with internal and external audit  
• The form advice, preferably with dates, and to whom this advice will be provided should also need to mention here.  
Change Control  
• A structured process to facilitate the change to the system. 
• Complete assessment of the impact of the projected changed 
• A method of authorizing a change  

3.2 Output Acceptance Procedures 
• Processes that stakeholders will apply to conduct final review and acceptance of the outputs based on the agreed criteria. 
• Formal agreement captured in appropriate documentation like Handover Plan  
Appendices include: 
• Change request/rectification log 
• Forms and templates developed by the Project to offer consistent documentation  
• Relevant operational documents  

Once our group came together, we found that we all had pretty much the same idea when it came to what we wanted in the plan but delivered it differently. Yong-Jin took the lead on this project and created a group plan that was agreed upon. The one thing that I did like in Maurice’s was that he took what Yong-Jin had and added in more details. I suggested we should also incorporate Failure Testing to the Quality Assurance. I felt that it was a tool that would help to push the software to it’s limits in the hopes of exposing any weaknesses so that they can be used to improve upon and uphold a higher standard. Below is the list of components that I suggest for the group project
Quality Assurance 
· Process Decision Program Charts (PDPC) 
· Interrelationship Diagraphs
· Failure testing
· Quality audit
Quality Control Tools &Techniques
· Cause-and-effect diagrams
· Pareto chart
· Control chart
· Flowcharts
Continuous Process Improvement
· Request feedback
· Make and take notes
· Identify changing requirements
· Think Lean (build ->measure -> learn)
· Providing suggestions or solution to manage errors


Quality Management Plan
Project Name: PPI Customer Support System

1. Overview

1.1 Purpose of Quality Management Plan
The purpose of the Quality Management Plan is to illustrate the implementation behind the PPI Customer Support System, so the project outputs are delivered ‘fit-for-purpose’. Doing this will require that all project management processes to be performed in a quality manner (quality assurance) while setting a quality criterion for the outputs themselves (quality control).

1.2 Quality Management Plan Components
The following are components that must be satisfied in order to complete the Quality Management Plan:
	1. Quality Assurance – Ensure quality project management processes
	2. Quality Control – Look within the process behind quality outputs
	3. Quality Improvement – Review issues to address where quality can improve

2. Project Quality Assurance

2.1 Methodologies and Standards
Quality Assurance for the PPI Customer Support System will be met by the appropriate quality project management processes that are utilized.

ISO 9000 – Quality Management Requirements
ISO 9001 – Quality Management Definitions
ISO 26000 – Social Responsibility
ISO 31011 – Risk Management

2.2 Quality Review
	Description
	Comments

	2.2.1 – 
Project Evaluation and Review
	Reviews will be conducted at the end of each phase (phases total) and prior to the project closing.

Each review(s) will cover:
1. A review of project performance against the defined project outcomes
2. A review of the processes used to produce the outputs
- Lessons learned from the project
- Opportunities for improvement

The project manager (Fred Hatch) will be responsible for managing and documenting these reviews.

	2.2.2 – 
Management of Changes to Project Scope
	Risk analysis contingency plans are vital in the event of any possible changes:

1. Keep track of either emerging or unanticipated issues through issues management procedures
2. Bring issues that may have a significant impact on the nature of the project to the project advisory board so that they can either re-evaluate the project or set adjustments
- Use an iterative process of change within the scope of a single project
- Reflect changes of project scope in project business plan iterations

	2.2.3 – 
Role of Project Quality Consultants
	Legal issues related to the review of contractual documentations:
1. Auditors who report on the project’s compliance with internal and external audit requirements 
2. Quality reviews conducted of the project
3. Stakeholder’s interests being appropriately represented and managed



2.3 Information Management
	Description
	Comments

	2.3.1 – 
Document Management
	Acceptance criteria will be outlined in the contract.

Version control will be managed using Google Drive, a project and document management system.

Controlled copies of versions will not be accepted. Every change and version must be maintained in.

	2.3.2 – 
Record Keeping
	Record keeping will be maintained in accordance with quality and auditing standards, and all form and photo records will also be kept and organized with Google Drive for easy traceability.



3. Output Quality Control

3.1 Output Quality Control
Ensure that any materials, products, processes, and services required for output development are fit for their purpose:

ISO 9001
ITIL
PRINCE22
‘Fitness for purpose’ is also determined by the needs, expectations, requirements, and ‘critical success factors’ of key stakeholders such as the project sponsor, the project advisory board, reference groups, and any group of consultants.

3.2 Output Review Procedures
	Description
	Comments

	3.2.1 – 
Role of Output or Technical Quality Consultants
	- The technological aspects of the project (information technology specialist)
- Project compliance with internal and audit requirements

Advice and auditing are to be provided on a bi-quarterly basis and the point of contact is Jennifer Greene.

	3.2.2 – 
Output Change Control
	A structured process for facilitating the introduction of the change:
1. An assessment of the impact of the proposed change(s)
2. A method of authorizing change
3. An audit trail of changes



3.3 Output Acceptance Procedures
Output acceptance also includes acceptance of related ongoing management responsibilities and accountabilities from the project sponsor and project advisory board.

Project Manager (For Acceptance) 

Tanya Holcomb, Chief Technology

Project Sponsor (For Release)

Grant Strickland, CEO and President

This week Yong-Jin, Justin, Maurice and I all submitted initial posts on time. Yong-Jin, Maurice and I all submitted Quality Management Plans for review and discussion. Justin was the only one this week who didn’t submit a Quality Management Plan or give a lot of feedback. 
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