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1. Introduction
To contribute to the pre-quality questionnaire is it important to discuss several procedures and processes that are put in place for a company to achieve excellence. Within this documentation, the Management Procedure of the company will be discussed, including the role of the site manager and how they can lead the various parties on site and ways of communicating if a collaborative procurement approach has been used – this will be shown in a flow chart form with a brief description. This document will also go through the Quality Management Procedure and discuss the documents that are generated for the quality management system, along with the quality process map and the procedure in place for quality assurance and how to improve quality standards. 

2. Management Procedure
It is important that the appointed site manager for the project is a competent and qualified persons. They must be able to understand and recognise the different processes and regulations/standards in place for managing any size project. As per (designingbuilding.co.uk) the major responsibilities of a site manager are:
· Advise and assist in overall planning,
· Plan and coordinate resources,
· Monitor and control progress and quality,
· Provide feedback and reports to the client,
· Carry out safety inspections and ensure construction and site safety,
· Assess and minimise risks,
· Constant communication between clients and various contractors.
For a project to be completed to the highest standard, within time and budget, it is important for the site manger to communicate all data to the relevant persons, clearly and effectively to ensure successful delivery. The (CIOB) states, Successful delivery of projects are highly data sensitive, reliant upon seamless exchange of different types of data among diversity of actors who may be dispersed geographically and in terms of their business models and systems.
Data can be communicated in different forms, from written i.e. reports and specifications to visual i.e videos, drawings and posters, and also oral communication i.e. meetings, instructions and telephone calls. When different data has been communicated, site managers must log the time and day and the type of communication that has been carried out, this must be held in record and used if any issues come up in the future works of the project. 
While it may seem simple to communicate with the workforce, there are typically some barriers that can make it difficult to communicated. Typical barriers are usually, physical, cultural, organisational, interpersonal and linguistic. To overcome any barriers while communicating, site managers should reference the 7 C’s of communication. According to (The World of Work Project) the 7 C’s can be summarised as a list of principals that you should ensure all of your communications adhere to. Their purpose is to help ensure that the person you’re communicating with hears what you’re trying to say. It is vital for the site manager to use the 7 C’s when communicating to subcontractors to ensure information that is being relayed is taken on board which will help eliminate and mistakes or a drop in the quality of the work. 
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Site managers and subcontractors can communicate in various ways. The main way of communication is through site meetings and walkthroughs, this is where discussions can take place regarding the works being carried out, any alterations/adaptions that are needed or any changes in the environment that may affect the working area. Site meetings are usually a verbal communication, but it is important for the site manager to write any information that has been discussed and kept for records. It is key that there is constant communication between all parties involved. If it is seen that there is a breakdown in communications, the site manager must act accordingly and find a resolution to overcome any barriers that may be causing the breakdown. 

During collaborative procurement, there must be constant communication between all parties. For effective communication, it is best practice to use Business Information Modelling (BIM), according to the NBS ‘BIM is a process of creating and managing information across the project lifecycle which sets out collaborative ways of working. This is generally in the form of a model that encapsulates all the information required as set out by the client from their EIR (employers information requirements). 
BIM is categorised into different maturity levels, under PAS 1192, 4 levels of BIM Maturity have been introduced:
L0 – Low Collaboration 
L1 – Partial Collaboration
L2 – Full Collaboration 
L3 – Full Integration
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https://www.eurostep.com/crossing-the-collaboration-chasm-between-bim-level-2-and-level-3-in-digital-aec/

BIM level 2 is effective to achieving constant communication during collaborative procurement. Within this level there is a large focus on how the information is shared between the relevant persons of the project, it begins with a ‘statement of need’. At Level 2 we incorporate two new dimensions to expand the way a project is managed. 4D the time management and 5D calculating a budget for the construction. BIM Level 2 is controlled by requirements set in the international standard PAS 1192-2, the standard is, according to desigingbuilding, the specification for information management for the capital phase of construction projects using BIM.
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The flow chart above shows the process for communication between the different persons within the company. Information is to be passed fluidly from above to below and below to above, it is important that all persons are open to communicating effectively with one another.


3. Quality Management Procedure
According to ISO 9000 2015, quality is defined as; Degree to which a set of inherent characteristics fulfils a set of requirements. To achieve the requirements set out, it is vital for our company to follow the Quality Management System (QMS) in place. The QMS can be described as an organisation wide approach to directing, controlling and coordinating quality. The QMS must be to the highest standard as it will have an impact on the outcome of the quality of a project, within the QMS a number of activities are involved; planning, control, assurance and improvement.
Within a QMS will determine the mandatory documents required as per ISO. Documents required are; quality policy, quality manual, quality records and control of documents to name a few. 
Quality Policy
The quality policy statement is a document that is produced to define what quality means to the company and the targets that will be set for achieving high quality. Dependant upon what the construction project will include, the quality policy will usually include important aspects such as, customer needs, compliance, defect management, testing and compliance. It is important for a construction company to implement the policy throughout the workforce and ensure all employees are aware of the collective goals. 
Quality Manual
To achieve the targets set out in the quality policy, a quality manual is developed to set out how they will be achieved. The quality manual will consider risks that are likely to appear to the company from both within and from outside, it will also state how the risks will be dealt with (designingbuildings.co.uk). Within the quality manual items such as, the managements commitment to the quality management principles, list of people within the organisation and their roles and the Plan-Do-Check-Act flow chart.
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Quality Records
These are used to evidence that all the correct documentation and actions have been carried out for the activity or process. It is important to keep quality records as it is a; legal requirement, contractual requirement, to control work and provide data for future work.
Control of Documents
The control of documents is used as the first step in designing the companies QMS. There must be a review and approval for any documentation that will be used for adequacy prior to issuing.

Quality Assurance
Quality Assurance (QA) can be simply defined as a ‘systematic process of determining whether a product or service meets specified requirements’. Within QA, several requirements are set that must be followed and maintained to ensure the delivery of a successful project to the client. ISO 9000 is seen a ‘driving force’ who ensure that the requirements for quality are constantly updated and exceed any expectations with regards to quality. 
To achieve QA, methods are put in place for project managers and quality managers to follow. Thorough testing and inspection will be carried out at regular points during a project to ensure the product passes all requirements and determine if there are any faults, records of testing through checklists will be held for a period time in case of any problems arising after the project has been completed.

Above is a map of process usually found in within quality assurance.
Quality Assurance will set targets, which will ensure the company is proactive in the way it plans the work and employs the correct staff who are capable of preventing any defects. 
Other targets are to achieve a high level of client satisfaction and always maintain excellence. It is important to understand that the people in the workforce are the strength, we are duty bound to the continual investment of their development and skills and creating an environment in which each person is motivated towards these goals. Each member of the team understands the importance of their role in quality management.
These objectives will be achieved by placing particular emphasis on:
· Ensuring all projects are carefully managed by appointing the right persons,
· Continually improving the work to achieve right first-time approach,
· Handing over all projects to the client at the highest standard.





After Sales Procedure
The New Homes Quality Board Glossary of the terms used in the Code and Guidance, published by the New Homes Quality Board in 2021, defines after sales service as ‘The service provided by the developer to resolve any emergency issues, snags, defects or complaints during the first two years following legal completion.
It is best practice to strive to achieve a zero complaints environment. The processes that are in place during the Construction Phase give the best possible chance to carry out the work and complete to all specifications provided and to achieve client satisfaction. 

However, it is recognized that when clients make a complaint or have a query during the after sales process, it is because service delivery has failed and to undertake an appropriate investigation to ascertain the reason(s) why and where the processes implemented have failed and need to be improved.

The flow chart above shows the process in place to deal with any complaints or queries that arise during the after-sales period, which is 24 months, as stated by the New Homes Quality Board.

4. Conclusion
To conclude, it is the aim of the company to abide by all the information provided within this documentation, by doing so, it should deliver a successful project to the highest standard avoiding any issues or complaints with regards to the use of the building. By following the documentation, the effectiveness and efficiency will be greatly improved. Any questions that may arise within the Pre-Quality Questionnaire should be answered within this document.
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The four stages of the cycle are illustrated in Figure 1, below:

Figure 1: The Plan-Do-Check-Act Cycle
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