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 A quality management system is a set of rules that must be followed to ensure 
that the company (the project) makes products or supplies services that fulfill 
the agreed quality requirements. The purpose of the system is to ensure that 
the project does not disappoint the customer when it is handed over.
 As in the example below, products are made at a factory where there is very 
little or no quality assurance.

The considerations concerning the quality concept are summarized in the 
figure below.

The innermost circle is the product’s quality. Then comes the quality of the 
process: is the project being run in such a way that we can justifiably say that 
we are fulfilling the customer’s expectations? Are we following the guidelines 
in the PMBOK Guide, for instance?

THE REFRIGERATOR
Ole bought a cheap refrigerator. It was not 
one of the familiar brands, but it suited his 
needs and not least his finances. It broke 
down after a week and would no longer cool 
anything down.
 The shop where he had bought the re-
frigerator sent along a technician with a new 
refrigerator who took the defective model 
with him. He told Ole, – They do very little to 

ensure the quality of their production at the 
factory where they make these refrigerators. 
Personnel are always changing and the new 
people are given almost no training so there 
are always many refrigerators that don’t work 
or – as in your case – soon break down. But 
we give a year’s warranty, and if your refriger-
ator works for a year, it will also work for ten 
years. It’s the first month that’s critical.

Figure 4.24 Quality
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