Quality Management

A look at the tools and tricks of the trade for staying on
top of things and producing the best work possible.
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The term “guality management” is a broad one, tg #& least. Most, if not all,
consultants strive to produce the best quality pcodhey can for their clients, but the
ways in which they do so can vary. This brief dgtiexamines just a few different tools,
practices and standards some consultants takeyt@sianized, maintain consistency and
achieve a successful end-result.

Checking, Re-checking and Checking Again

“It all begins simply with communication,” says Migel Johnson, principal of Hilliker
Associates. Sounds obvious, but one thing Johnges t stay clear on the client’'s goals
and also on track throughout a project, is to eredtecklists of what's needed in the
kitchen.

In developing such a checklist, some of the questitohnson asks include: “Are they
going to use gas for equipment? Are there certeands they prefer? Are they going to
have a pastry chef? If so, will the chef do a liobaking? Where is the dishwasher going
to go? Where are we going to store the soap fodistevasher? Is there going to be a
clock on the wall? If so, where’s the electricabkop for that?” Discussing every detail,

no matter how major or minor, Johnson says, heipsdnd his client stay on target.

Typically, Johnson will create an initial list withe client during the fist meetings. Then,
he’ll use that same list while working on the desig

It's important to establish a solid understandifighe client’s needs early on, he says.
“The client may say he wants a specific thing, lbeitmay really mean something else,”
Johnson says. “We’re only separated by the Endéislguage. It happens in families,
with your children, and as a consultant among tdieBoth parties need to understand
what each wants.”

The last step in the process, and a final way twuenyour project is high-quality,

according to Johnson, is testing the equipment dtredeen specified and installed.
“Some people don’'t always make sure the equipngergady. They leave that up to the
salesperson or equipment supplier, but | believe dur responsibility as consultants to
make sure everything is working so you don’t haweagor problem if it's not.”

Back to School
No, that isn’'t a repeated headline you're readitigthree words that make up the basis
of excellence for Mike Lawshe, owner of Paragonu8ohs. When it comes to quality
management, Lawshe says that constantly learnidgedncating himself on industry



trends, issues and best practices not only keepsahreast of competition, it also helps
him do his job the best he can as a consultant.

Aside from intensive listening to the client’s neexhd goals, Lawshe says, “My job as a
consultant is to be the bearer of information fa tlient so they have all the information
they need to make informed decisions. | go to egghitine conferences and trade shows
a year, and that covers a broad spectrum fromwestts to convenience stores.”

In addition, he says, reading the numerous magatiegyets each week and month also
helps him stay abreast in the industry. “Attorneysctors, nurses, architects — these
professionals all have continuing education coutisasare required,” Lawshe says. “To
me, that’s just a minimum.”

What's another great source for information? Thent$ themselves, he says. “They have
a tremendous base of knowledge that | don’t havey to incorporate my knowledge
with theirs to come up with the best concept. dtt®am effort.”

Tools of the Trade
E-mail, cell phones, voicemail — these technologies essential for consultants trying
to stay organized and maintain communication wiints and project team members.
But James Camacho, president of Camacho Assocgsgs,he’s got another cool new
toy: a digital voice recorder that he uses durirgget meetings.

The tiny, three-inch recorder records up to fiveidsoand plugs into a computer via a
USB port so Camacho can download the entire meétisgll take notes in the meeting,
but if | have a question about something, thennl ga back and listen to the meeting on
my computer,” Camacho says. “I can even convertfitheto a CD and send it to the
architect or client so they can use it.”

Staying organized, Camacho says, remains key talupnog quality work. Close
coordination with a great staff that includes eismaand follow-up phone calls helps in
this effort, he says.

Building a Relationship
Loyalty and trust are the names of the game for &dwstanford, president of Kamau
Sage & Associates, when it comes to maintaininghigaest standards, for himself, the
client and other project team members.

“For me, the important thing is face-to-face commation, and that doesn’t necessarily
take a whole lot of meetings,” Stanford says. “$tjwant the client to have a good
comfort level with me so | can get them what theyaoking for, and they don’t feel that
I’'m treating them like just another project on nst.l

To accomplish this, Stanford says, he makes itr diedhe client at the very start of a
project, that he’s available at any time if thewdajuestions or concerns. He also
encourages them to get a second opinion if thejesae. It's best to be honest, he says.



“There are a lot of people who will take a projbetause it's a project, and figure it out
later if they don’t have the expertise,” Stanfoags But, in his opinion, “It's better to be
up front and say, ‘I'd love to do your project, Hukally don’t have the expertise to do
that,” and give a suggestion of someone you trimt gan do that job.”

Clients, he says, “come to appreciate that a Buth honesty also helps ensure trust.
“Nowadays, most clients have already establishetestype of opinion about the people

who do what | do, and that can be the result dd@dgexperience or a bad one,” Stanford
says.

To further build relationships, Stanford maintasasisistency in his actions, and sticks by
his word. He also sticks by other teammates’ sidgchen equipment contractors,
fabricators, architects, manufacturers ? it's tbastltant's responsibility to make sure
you have a good reputation with them, too,” Stash&ays. It only takes one person to tell
others you’re not doing a great job; then your tapon is on the line, he says.

In the case of manufacturers, Stanford says, kgepim word to them means holding

spec. “If you use a manufacturer or a rep and tieegll this work for you, and then you

don’t hold spec, you tend not to get their suppdr, says. “I hold my spec and then they
know if they get on my job I'm going to do my besbt to get that equipment

substituted.”

This consistency in his actions from client to iti@as helped him put forth high-quality
service. “If you can’t back up what you say yougaing to do, your quality goes down
the drain, and the quality your client gets goesmthe drain,” he says.



