
QUALITY    
REVIEW
Quality is of strategic importance to the group. We have built our reputation on consistently delivering high quality projects to clients on time and within budget. This 
achievement requires using the very best construction practices and employing our resources in the most effective and cost-efficient manner. We rely on our Quality 
Management System (QMS) to help us achieve this standard by reducing delays, waste and rework and ensuring that the materials we use are of the right standard. 
This review describes our focus areas and initiatives for FY16, with continuous improvement (CI) being the sole objective.

EXTERNAL AUDIT
In May 2016, the group QMS was successfully audited and re-certified by the South African Bureau of Standards (SABS). Being ISO-compliant assures stakeholders that the 
group is focused on meeting all client, specification and statutory and regulatory requirements. Only one minor finding was raised during the audit and the group is ISO 
9001:2008 certified until 2019. We are also on track in terms of aligning our QMS to the new ISO 9001:2015 standard and will be audited against this standard in November 2016.

INTERNAL AUDIT (ON-SITE QUALITY)
We conduct regular internal (on-site) audits. These are risk and control-based audits conducted using the BarnOwl risk management solution. The audits aim to identify actual 
and current site-specific risks at a given time (rather than measuring against a generic set of criteria). Audits begin with an analysis of the specific site to identify potential risks 
(prior to visiting the site) and auditing against those specific risks. This approach (implemented last year) provides the business with more dynamic insight and assists the risk 
management function of the company by providing assurance regarding risk mitigation.

We conducted 136 audits during the year and can confirm that we are monitoring and managing quality-related risks is at satisfactory levels. Our site audit coverage was 46% 
during the year, which is slightly lower than usual because numerous visits were for gap analysis and/or training purposes and not formal audits. Based on the findings of these 
site audits, corrective action notifications (CANs) are issued. As the name suggests, CANs are clear and concise descriptions of identified problems and instructions on how to 
rectify the situation and prevent future occurrences.

FY16 FY15 FY14

Internal Audits 136 137 115

Corrective Action Notifications (CANs) 1 269 628 595

Compared to the previous year, the number of CANs issued during the period under review almost doubled, up from 628 in FY15 to 1 269 in FY16. This increase is a reflection of 
the more proactive, hands-on approach being taken to minimise reoccurrences.

TRENDS AND AREAS FOR IMPROVEMENT
We also 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 and awareness on areas of concern.

In response to the specific areas identified by analysing NCRs, Infograms on the following subjects were distributed during the year: concrete (compaction); concrete (planning & 
communication); building finishes (fire doors); specifications & standards (C&B); and specifications & standards (R&E). These Infograms are concise information sheets that 
remind site personnel of the critical aspects of specific construction products (materials) or processes.

INTERNAL QMS TRAINING
We continue to train all employees on our QMS so that they understand both how to use the system properly and also why its correct use is vital to deliver quality to our clients 
consistently. A Level 3 training course has been developed for more senior site agents and contracts managers, which will be rolled out in the next financial year.

STAFF QMS TRAINING BY LEVEL

FY16 FY15 FY14

Senior Management 22 29 66

Site Personnel 220 164 300

Engineering School Personnel 96 40 22

SUPPLIER AND MATERIALS QUALITY
As the supply market becomes increasingly competitive and margins are squeezed, there is a natural tendency to try and cut costs wherever possible, which has made 
managing supplier and materials quality an even more critical function. One aspect of this shift has been an increased requirement for material and manufacturing inspections 
and audits.

The level of quality of materials and services supplied by subcontractors and suppliers is critical to our processes and performance and so we have begun working ever more 
closely with our partners in this regard. Proactively ensuring that the right quality materials are delivered to site, for instance, is far more efficient than inspections conducted on 
site after delivery.

FY16 FY15 FY14

Supplier Inspections 19 51 72

Supplier Audits 25 23 26



The decrease in inspections conducted during FY16 was the result of personnel changes during the year, which interrupted supplier assessments for a period. Since the 
interruption, we have intensified the programme and are now auditing all “critical” and “high value” suppliers before we place order with them. In addition, once an order has been 
placed, we conduct “in process” inspections at the factory, while the materials are being fabricated or manufactured

Supplier quality has become an area of focus for the group; for instance, “supply chain management, with focus on structural steel and pipe fabrication” was identified as a major 
risk during the year. In response, a new supplier quality manager, with 20 years of industry experience, and a welding and coating (Level 3) inspector were appointed and all 
structural steel fabrication is now inspected at the supplier prior to being released to projects. An infogram on structural steel (welding) was also developed and distributed.

   

Dry film thickness (DFT) readings being taken to    Structural steel elements inspected for final release to the TNPA project 
measure the thickness of protective coatings.   at Coega Industrial Development Zone.

CLIENT PERCEPTIONS AND REPUTATION
The WBHO brand 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.
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Our target was raised to 90% last year to reflect our stringent, “no-compromise” attitude to quality. While we did not meet this revised target, client perceptions of our 
performance have been relatively stable over the last nine years. Our client rating for the year under review was 88%, slightly up from the 87% rating achieved in FY15 and the 
same as our rating for FY14.
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