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1.1 Introduction
In this project I will produce and explain documents for the quality management of a construction company that I work for, on a specific site that is at present receiving complaints concerning the quality of the construction works carried out at currently on site. I will create a process map to explain the processes involved to improve the quality of construction on site. A flow chart will also be made to describe the after sales procedure. Finally, I will explain the procedure needed for quality assurance in the construction company. The aim of this project is to show that I can analyse the situation given and implement a quality management system needed to improve client satisfaction and continuous improvement, which I will solve progressively.
1.2 Steps for Control Quality
The first step in this project is to assess the quality through the supply chain, this can be seen in the process map which identifies processes specific to the client. Supplier selection and material verification are the starting point for controlling areas of the project where complaints from a client can arise. I will achieve this by creating a single quality management system that is followed by all contractors. Subcontractors must submit their own quality management policy. If they do not have their own, they must follow the quality management policy of my company that has been created for this project. However, if the subcontractor’s policy is not up to the standard needed, they will adhere to the company quality management policy. The company quality management plan supplied to all subcontractors will meet the standards included in BS EN ISO 19650 which replaces PAS 1192-2 (design buildings wiki suppliers for design and construction). 
Training and induction will be required for everyone before they start work on site and regular meetings will be held to review procedures, inspections and quality issues. There are five steps to quality control; definition of materials. This item can be seen in my process map under the heading key processes specific to the client, termed supplier selection and material verification. The first step would also include work units which can also be seen in the process map termed construction process monitoring and measurement. Step two would include definition of requirements. Step three would include planning for materials quality control (certificates, inspection on site and testing). Step four planning for production quality control (checking lists, as built records, partial and final acceptance reports). Finally step five testing and commissioning. These five steps must be followed strictly to increase the quality control on the construction site. 
1.3 Processes to Implement Quality Management
As large varieties of materials will be arriving on the construction site, there will be different characteristics and requirements for each material. As a result of this, checks need to be done in order to identify if the materials are up to a certain standard and that they have the requirements and characteristics needed for their specific use on the site. This procedure has been identified in my process map quality management system identified as supplier selection and material verification. 
The first document needed is the document for control of the supplies (traceability). In this document the origin, delivery note, labelling, certificate of guarantee from the manufacturer and conformity (CE marking and agreement certificate) will all be needed to not only make it valid, but to ensure that it has the highest chance possible of contributing to improving the standard of quality. A document regarding the control of technical characteristics required by the project and existing regulations is also needed. This includes the quality label (CE marking – a certificate of conformity to regulate requirements or standards), European technical approvals certificates (for new and innovative products) and finally control through tests according to the criteria establishes in the regulations, the project or the architect. These documents will all be required for the internal audit management of documents as shown in the process map under the heading internal audit management.
The certificate of conformity is an agreement of the conformity with the of approval of the European commission. It ensures the permitted movement of goods within the European Union, especially those that need the agreement and registration. There are four tests that are carried out to obtain the certificate of conformity; the initial test of the product, testing of samples from the factory (according to a defined testing plan), testing of samples taken from production, market or site and finally, test samples are taken from a set delivered or to be delivered. Once the tests are completed the internal production control of the factory in question must be reviewed and assessed. Finally, the production control of the company will be inspected by an authorised organisation, they will give a permanent and vigilance assessment of the production control in the factory. This is to ensure that the factory is up to a standard which meets the authorised organization specifications. At the end of this, an agreement certificate will be given which shows that it is in accordance with UK Building Regulations issued by the British Board of Agrément (BBA December 2019). 
In the process map formulated to implement a quality management system all the preceding elements of testing would be relevant to key processes specific to the client if a construction complaint arose. All the information required in this testing would be considered in any complaint under supplier selection and material verification as shown in the process map. The complaints procedure shown in the process map would be first on receipt of a client complaint analysed, this analysis would be carried out against existing procedures complaint against the companies existing procedures. If on analysis areas of the complaint were considered appropriate this information will be communicated to the workforce and existing procedural methods will be updated to accommodate changes to avoid the area of complaint arising again. The new processes implemented then becoming part of our quality management system.   
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4.1 Communication and Process Implementation 
The management process must have internal communication for the whole process to work at its best capacity. This means communication between all members of the construction site, from labourers and tradesmen to the site manager and foreman. Quality planning must also be implemented to be able to assess quality in different aspects. For example, from material quality to workmanship quality. Implementing quality planning if done correctly will first give an overview of the initial quality of different parts of the construction site which can then be re-assessed and changed if the quality is not up to the standard that is expected. All aspects of these procedures are considered in the process map quality management system. Managing the resources used and available on the construction site will show where the site can improve on resource usage, also identifying where they are not needed and if more tradesman are needed or not in certain areas. For example, if a certain number of tradesmen are working on the ‘first fix’ aspect of the building and the second fix is falling behind on quality or time management then this will be noticed and rectified. 
The quality management system is a set of business processes where the relevant documentation shows the assurance to producing products and services which will in this case improve the customer satisfaction and the general quality of the site in question. There will finally need to be an internal audit where the site’s risk management and internal control processes are up to the standards that have been set in BS EN ISO 19650 which replaces PAS 1192-2 (design buildings wiki suppliers for design and construction). This will be one of the final steps in the management process that I have outlined. 
4.2 Quality Assurance Processes 
Focusing on the key processes that are specific to the client is one of the top priorities in this case since the construction company were receiving many complaints about the quality of construction. Procedures for quality assurance to improve standards will be implemented, these procedures will take the form of, certificates and guarantees, user manuals, contact telephone numbers and correspondents’ addresses. The clients will also receive emergency contact details for specific elements of instillations so that if any maintenance is needed after the completion of the building then the client can get in contact with the contractor that has the specific skills needed to carry out the maintenance. Explanation of all guarantees applicable to all elements of construction will be explained to the client detailing the terms of the guarantee and the length of the guarantee. The use of emergency phone numbers will also be explained to the client detailing what is an emergency and what is not.
The processes shown in the process map are only part of the processes to achieve quality assurance. Quality assurance should be considered the implementation of quality control procedures through inspection and structure testing through every phase of a construction project. The clients will be given a questionnaire after the completion of the building to assess whether they are satisfied with the service/workmanship they have received. I believe a questionnaire is the best way to get the feedback needed to see whether the quality management process that I have implemented has had the desired effect. Client satisfaction and continuous improvement is the main priority of the quality management process that I have implemented, regular meetings and checks will be carried out during the construction process and at the end. The aim of these checks/meetings is to ensure the improvements being made are continuous. 


5.1 Quality Assurance procedures to improve quality standards
Continuous Development and Improvement of Company Quality Management System
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The after-sales procedure developed by my company in conjunction with the information gained from clients can be seen in the after-sales flow chart. The client’s requirements will be considered in the product development which should achieve a product to satisfy the clients requirements. This would then be achieved by continuous improvement by analysing feedback and information received from all stakeholders (those with any interest with the project’s outcome) in the project to achieve the required outcome. The process direction and responsibility for achieving client’s satisfaction must be driven by the client conveying fully their requirements throughout the timescale of the project. The information gained from the client is critical to good management of all resources available within the project to achieve the desired outcome of the project which is, client satisfaction.  As can be seen in the flow chart the continuous development and improvement of the quality management system is reliant on communication between the clients and my company. 
My role in this construction company is to implement a quality management system which was developed to focus on client satisfaction. The procedures for after-sales client care have been developed in conjunction with the process map and the quality assurance procedures to improve quality standards these processes can be seen in the following after-sales procedure flow chart. 
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