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QUALITY  
REVIEW

In terms of Quality, the strategic objectives for the year under review included: (i) maintaining or improving client 
perceptions regarding delivered quality; (ii) implementing a continuous improvement programme and targeted training 
based on non-conformance reports; and (iii) continuing the rollout of the Quality Management System (QMS) training 
programme. This review describes our progress in tackling the specific objectives set for 2014. For further information 
regarding our overall philosophy and approach to Quality, please see the ‘Sustainability’ section of our website.

CLIENT PERCEPTIONS
WBHO is synonymous with high-quality workmanship and this is integral to our reputation and ability to procure repeat work from clients. We 
have been tracking client perceptions of quality delivered since 2006 using a comprehensive questionnaire at the completion of every project. 
The questionnaire requests detailed information regarding our competency and performance. The findings are analysed and reviewed at both 
management and board meetings. The following line graph plots our annual overall client rating (as a percentage) since 2006.

50

60

70

80

90

100

20152014201320122011201020092008200720062005

Client perception ratings

We consider an approval rating of 80% or above to be satisfactory and, as the graph illustrates, client perceptions of our performance 
have been relatively stable over the last eight years. Our client rating for the year under review was 88%, down slightly from the 90% 
rating achieved in 2013. Any significant shifts in the performance of a particular division will be brought to the attention of the relevant 
management teams to ensure appropriate remedial actions are taken.

CONTINUOUS IMPROVEMENT PROGRAMME
We analyse Non-Conformance Reports (NCRs) on a monthly basis in order to identify trends and areas for improvement. This insight is 
used to improve processes and focus training on areas of concern. The following line graph plots the % improvement in the total number 
of NCRs raised throughout the group per annum since 2011.
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The total number of NCRs raised during the year increased by 50%. Contrary to appearances, this increase is actually a positive 
because it reflects the fact that the monitoring and reporting processes of the group have improved and shows that our ability to identify 
opportunities for improvement is developing at the same time.

Analysis of the NCRs revealed that ‘survey’ and ‘setting out’ were two key areas that needed to be focused on and a internal training 
initiative was launched in response. We are already seeing a clear reduction in these errors as a result.

QUALITY MANAGEMENT SYSTEM (QMS) TRAINING PROGRAMME
An essential requirement for the success of our ISO 9001 Quality Management System is the training of on-site personnel and, during 
the year, our ongoing QMS training was successfully expanded to include senior project management (directors, agents and contact 
managers).

QMS training Total
Site 

personnel
Site 

management

2014 367 300 67
2013 128 116 12

As a result of the programme, a total of 367 employees were trained during 2014, up from 128 in the previous year, and approximately 
18% (67) of the trainees were members of site management.


