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This is our work-in-progress update to CPCMCM8002 Manage the quality of projects and processes: https://training.gov.au/Training/Details/CPCMCM8002.  

We are working with industry experts to ensure the updated unit: 
· meets current and anticipated industry needs 
· complies with current Standards for Training Packages
· is written in clear understandable English.
Information on our training package review and development process is available here: http://www.artibus.com.au/project-stage. 
Summary of changes from current endorsed unit
Re-templated to meet Standards for Training Packages 2012.
List of tools and material from Range Statement now listed in Knowledge Evidence. 
Other Range Statement lists deleted or listed under different headings in Knowledge Evidence.
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Manage the quality of projects and processes
Application
This unit of competency specifies the outcomes required to establish performance measures of projects and processes, and review and improve their management and accountability.
The unit covers the need for quality control and responsibility for providing service outcomes to customers. Managing organisational change is a major focus of the unit.
This unit supports the attainment of skills and knowledge required for competent workplace performance in organisations of all sizes. It will support senior managers with responsibility in all sectors.
The unit may be contextualised to the specific needs and knowledge and skill requirements of all industries, provided the essential outcomes of the unit are not changed.
No licensing, legislative, accreditation, regulatory or certification requirements apply to this unit at the time of endorsement.
[bookmark: _Hlk512512031]Prerequisite Unit
Nil.
Competency Field
Management.
Unit Sector
Common.
Elements and Performance Criteria
	1. Establish parameters for delivery of a quality project or process.
	1.1	Research and analyse concepts, principles and tools of quality management and continuous improvement.
1.2	Undertake extensive research to determine current and future service requirements of customers.
1.3	Communicate recommended or anticipated changes to services and their processes to senior management for review and negotiate with stakeholders.

	2. Establish and implement performance measurement strategies.
	2.1	Establish and agree upon financial and non-financial performance indicators and evaluation criteria for specific project with relevant stakeholders and communicate these to relevant staff and service providers.
2.2	Determine and agree to appropriate financial and non-financial benchmarks with relevant stakeholders.
2.3	Monitor project and services to ensure they meet identified needs and service expectations.
2.4	Communicate feedback from customers to relevant areas in the organisation and incorporate this into performance reviews.
2.5	Monitor trends in customer or stakeholder satisfaction and service use to identify opportunities for improvements to services or processes.
2.6	Review and report issues of responsiveness and accessibility.

	3. Facilitate accountability for project and service outcomes.
	3.1	Establish and communicate project management systems, reporting mechanisms and processes to staff and service providers.
3.2	Report results of service reviews against desired targets according to standard organisational procedures.
3.3	Monitor tenders and contracted works regularly and address adverse variations in established performance targets immediately.
3.4	Measure and document quality and efficiency of operational processes.
3.5	Analyse and resolve service shortfalls in line with organisational policies and procedures, including customer service standards.

	4. Develop and implement change management processes.
	4.1	Identify need for change in organisational processes and work culture to support project or service delivery.
4.2	Identify, develop and implement change process to address the need.
4.3	Inform staff members of implemented changes and provide training, coaching and other assistance as required.
4.4	Employ appropriate methods to gain commitment for change.
4.5	Monitor and report on effectiveness and benefits of implemented changes.
4.6	Review and share outcomes of improvements across the organisation to support further learning and continuous improvement.


Foundation Skills
To achieve this unit, candidates require the following language, numeracy and employment skills: 
· learning skills to:	
· attempt complex tasks requiring sophisticated conceptualisation and analysis and employ lateral thinking and problem solving strategies
· use formal approaches to critically reflect, gain insights and learn from project outcomes, refine and improve future processes, and consider and respond to performance feedback from stakeholders.
· numeracy skills to:	
· extract, interpret and comprehend a range of mathematical information to calculate benchmarks, analyse financial reports, and monitor the performance of the project or process.
· oral communication skills to:	
· liaise with management and other stakeholders on project progress using appropriate vocabulary.
· reading skills to:	
· synthesise and critically evaluate information from a range of sometimes complex sources, including organisational systems, processes and activities to support the implementation of a quality project or process.
· writing skills to:	
· collate and organise data to produce reports on customer service review and implementation success.
Unit Mapping Information	
Supersedes and equivalent to CPCMCM8002 Manage the quality of projects and processes.
Links
Companion Volume Implementation Guide: to be added. 

Assessment Requirements for CPCMCM8002  
Manage the quality of projects and processes
Performance Evidence
To demonstrate competency, a candidate must meet the performance criteria of this unit by managing the development and delivery of two projects:
· one project requiring the person to review a proposed new process in an organisation or department 
· one project requiring the person to oversee the development and delivery of quality outcomes.
For each project, the person must:
· provide a detailed overview of the project and identify a set of performance measures and evaluation criteria for the project
· select or develop appropriate reporting mechanisms which will assist in identifying project progress against agreed quality and service levels
· develop strategies to communicate the change to stakeholders
· monitor project progress against agreed performance measures and evaluation criteria
· outline key learning outcomes from the project that will enhance or contribute to the implementation of future projects.
For each project the person must also develop a change management process that identifies:
· changes to be introduced
· key stakeholders who will be affected by the change
· a communication strategy for informing all stakeholders throughout the implementation phases of the project 
· strategies for training or mentoring stakeholders during the implementation phases of the project.
Knowledge Evidence
To be competent in this unit, a candidate must demonstrate knowledge of:
· principles of change management processes and their application
· principles of quality management and continuous improvement processes
· benchmarking 
· continuous improvement methodologies
· failure mode and effects analysis
· ISO 9000 Quality Management Systems and processes for certification
· lean transformation processes
· total quality management
· organisational policies and procedures:
· customer service standards
· procedures for reporting on review of services
· functions and limitations of relevant project management software
· non-financial performance indicators 
· completion times for projects measured against project plans
· customer satisfaction ratings
· demonstrated compliance of work with codes and standards
· industry awards received
· number of business referrals
· performance in industry benchmarking studies
· volume of repeat business.
· methods of measuring customer or stakeholder satisfaction	
· gap analysis approach
· customer satisfaction monitoring approach, such as:
· questionnaires
· face-to-face interviews 
· customer-focused key performance indicators
· reporting mechanisms 
· financial and non-financial system reports, including budgets
· informal reporting methods
· regular team meetings
· departmental meetings.
Assessment Conditions
Assessors must meet the requirements for assessors contained in the Standards for Registered Training Organisations. 
Assessment of performance must be undertaken in the workplace or in a simulated workplace environment. Tasks are to be performed to the level of proficiency and within the time limits expected in a workplace. 
Assessors are responsible for ensuring that the person demonstrating competency has access to:
· equipment:
· computer with internet and email access
· software that enables the development of spreadsheets and word processing
· materials:
· project documentation, including project briefs, drawings, specifications, construction schedules and other relevant supporting documentation.
Links
Companion Volume Implementation Guide: to be added. 
