Building Blocks of a Quality Culture

e Commitment

Commitment from Senior Management is a “MUST”.

It is the driving force —the motivator

Senior management must want to see a Quality culture in the organization.
Senior management themselves do not show the attitude to follow the right
path.

e Capability

Focusing on job preparation and continuous skill improvement to undertake
quality work successfully

Understanding quality is important - maturity

Training in the basic and advanced topics of quality

Team work — blend capable people in project teams to make improvements
Cooperation exists across work groups and departments/divisions

People are self motivated to make things better

e Understanding of Customer Expectations

Knowledge of customer needs
Provide quality where it matters most to the customer
Employees perceive the organization as truly customer oriented

* Empowerment

Employees closest to the issue feel accountable to make change
There is support for change and the challenge of tradition
There is open and honest communication at all levels

e Process Focus

Commitment to quality is apparent on a day-to-day basis

Processes have clear performance criteria focused on the customer
Constantly looking, identifying, and eliminating potential sources of error
Process owners feel accountable for making process improvement
Managers make time to work on quality improvements.

¢ Institutionalization

It is everywhere - Continuous Improvement is the norm

Clear strategic goals define quality as a means to achieving them

We run the organization by the principles of quality

Quality tools are used throughout the organization

Customer needs are the focused on at all times

Everything has a process focus

Reward systems recognize quality improvement efforts

Career development is focused on recruiting, developing, promoting, and
retaining best talent to help advance the quality focus
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