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Excellence
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Quality perceptions
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What does Quality mean to you?
… to the Client

… the Contractor
…a Court
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Quality perceptions
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75% - 80%
(1% - 2%)
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Forces affecting Project Delivery Excellence

Changing technology

Globalization

Overlapping / conflicting regulation

Proprietary building systems

Project complexity

Litigation
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Traditional QA/QC Check
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Traditional QA/QC - Disadvantages

Little meaningful engagement

The work is often considered ‘complete’ when checked

The opportunity to ‘change course’ is limited, as the phase is 
already complete. 
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• Staffing is inconsistent
• Short staffing

• Staff not the right fit and/or 
duration

• Design or Technical decisions 
are debated and studied ad 
nauseum = late decisions

• The project is worked to the 
deadline in lieu of worked to 
completion

• The work is planned to the fee 
vs. the effort required

• Experienced staff not engaged 
early or often enough

Why do we fall short of the finish?
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L o n g e r design phase, shorter documenting phase

Simultaneous development

Advance design that can be built & afforded

D e s I g n

45 – 50% 30 - 35%

D o c u m e n t

20%

C o n s t r u c t

How many issues must be resolved?
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Improvement Strategies

Experienced 
staff inclusion 
vs. exclusion

01
Cost/benefit of 
doing it right 
now or fixing it 
later 

02
Proactive vs. 
reactive

Prevent 
problems from 
occurring

03
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Project Excellence 
Planning

rethink and improve quality process
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Project Excellence Planning

Systems 
Excellence 

Detail Excellence Quality 
Excellence

13 14

15 16

       Copyright 2022 by Michael F. Czap and Greg Buchanan



Quality Management: It all starts with a Plan 3/22/2022

Copyright 2022 Michael F. Czap and Greg Buchanan 5

Copyright 2022 Michael F. Czap & Greg Buchanan

Project Excellence Planning

Phase III Quality Excellence

Phase II Detail Excellence

Phase I Systems Excellence 
Setting the project up for 

success 

In-progress review of specific 
elements, focusing on the 
uniqueness of the project

QC is examined at a higher level
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PEP - Advantages

It allows for a better project flow, incorporates best practices, 
and trains staff at the same time. 

Higher quality documents results in fewer corrections 

Involves senior staff participation throughout the project 

Copyright 2022 Michael F. Czap & Greg Buchanan

Things that work

• QA reviews earlier

• Experienced staff input

• Invest in experience / OJT

• Empower the project team

• Accountability

• Lessen dependency on 
redlines

• Weekly team meetings

• Focused coordination

• Accelerate Decision Making

3/22/2022 19
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Pull Planning
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Restaurant Metrics

Dinner rush

Empty tables need clearing

• Not enough busboys!

Wait staff / cooks are idle

Options?

 Cost for Wait staff / 
Cooks to clear tables?
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Can quality be measured?
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Types of quality feedback

• Redlines

• AHJ review comments

• Contractor feedback

• RFI’s

• Clarifications to bids
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Other quality comparisons

“But my other architect does it 
this way…”

“Why does Johnny in the other 
studio mark up different things 
than Susie does in my studio?”
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42 - 15 - 28 
WIN LOSE TIE

{Your Firm Name Here} 2021 Record

PROFIT LOSS BREAKEVEN

Source: Microsoft
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Quality metrics
Rank, Track, and Score

Objective:
• Budget and Schedule success

• Permitting comments & issues

• RFI’s /ASI’s / Change Orders

Subjective:
• Client satisfaction surveys
• Repeat work

Project Quality Commissioning (PQx)
Objectify the quality process outcomes

• Profit & Net Multiplier impact
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Make decisions earlier

Involve Senior staff

Focus:
Systems, Details & Quality
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Thank-you!

This concludes the AIA accredited portion of the presentation.
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