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Core	Ques<ons	

What	is	a	quality	culture	?	
	
	
	
	
	
How	to	assess	quality	culture	?	







Monkey	experiment	



Defini<on	

The	way	we	are	doing	things	around	here.	



Quality	Culture	

A	mental	construct	
Shared	by	the	staff	
Partly	visible,	partly	invisible	
Durable,	stable	and	difficult	to	influence	
The	core	values	��are	the	binder	
Expresses	the	idenCty	of	the	organizaCon	



How	we	really	work	

•  Leading	principles	
•  Our	opinions	
•  Our	percep<ons	and	

interpreta<ons	
•  AOtude	and	behaviour	of	

employees	
•  Our	feelings	(fear,	anger…	)	
•  Our	values	and	norms	
•  Our	rituals	and	tradi<ons	
•  Our	heroes	and	stories	

Quality	Culture	

What	we	say	how	we	work	
•  Aims	and	objec<ves	
•  Structures	and	systems	
•  Policies	and	procedures	
•  Processes	
•  Services	/	Products	
•  Costs	



Principles	and	opinions		 Values and norms Rituals and traditions 

Symbols 

Heroes and stories 



How	to	assess	Quality	Culture	?	



The	model	
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Organisa<onal	Culture	Model		
Perspec<ves:	Power	and	cooperaCon	(by	Handy)	
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Organisa<onal	Culture	Model	
Perspec<ves:	orientaCon	(by	Robert	Quin)	

Flexibility	

Control	

External Internal	

Family	
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Ad	Hoc	
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Adaptability	Involvement	

Consistency	 Mission	

Building	human	capability	and	
crea<ng	a	shared	sense	of	
ownership	and	responsibility	
throughout	the	organiza<on.		

Defining	the	values	and	systems	
that	are	the	basis	of	the	culture.	

Transla<ng	the	demands	of	the	
external	environment	into	ac<on.	

Defining	a	meaningful	long-term	
direc<on	for	the	organiza<on.	

Flexible	

Stable	

Internal	 External	



Adaptability	Involvement	

Consistency	 Mission	

•  Empowerment	
•  Capability	development	
•  Team	orienta<on	

•  Core	values	
•  Agreement	
•  Coordina<on	&	planning.	

•  Crea<ng	change	
•  Customer	focus	
•  Learning	organisa<on.	

•  Vision	
•  Strategic	orienta<on		
•  Goals	&	Objec<ves	

Flexible	

Stable	

Internal	 External	



Adaptability	Involvement	

Consistency	 Mission	
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Q
uality	Culture	Profile	

•  Par<cipa<ng	in	decision	making	process	
•  Input	improvement	ac<vi<es	

•  Working	in	a	team	
•  Coopera<ng	with	colleagues	

•  Ac<ng	independently	
•  Par<cipa<ng	in	training	and	development	ac<vi<es	
•  Solving	problems	

5	behaviour	Indicators	for	each	aspect	



Quality	Culture	Survey	

Quality	Culture	Survey	
	
•  4	perspec<ves	
•  4	cultural	dimensions	
•  3	indexes	per	dimension	
•  5	specific	quality	‘behaviours’	

per	index	(statements)	

•  Total:	60	statements	

Results:	
1.  Profile	on	performance	(spider	web	diagram)	
2.  Profile	per	dimension	(bar	diagram)	
3.  Strengths	of	quality	culture	
4.  Priori<sing	aspects	of	quality	culture	improvement	
5.  Opportunity	for	benchmarking	(comparing	quality	culture	performance)	



Methodology	
Scope	

Survey	

Sta<s<cal	Analysis	

Quality	Culture	
Profile	

Performance	
indicators		

Benchmarking	

Whole	organisa<on	–	department(s)	–	service(s)	

Ques<onnaire	–	individual	–	min	65	%	response		

Mean	–	Varia<on	–	Correc<ve	factor	based	on	SD	

Spider	web	–	4	dimensions	–	12	aspects	

4	Dimensions	–12	Aspects	-		5	indicators	per	aspect	



Example	













Loca<on	1:		 Loca<on	2:		

Loca<on	3:		

28	



Loca<on	1:		 Loca<on	2:		

Loca<on	3:		

Coopera<on	across	different	parts	of	the	organisa<on	is	ac<vely	encouraged	



Loca<on	1:		 Loca<on	2:		

Loca<on	3:		

Authoroty	is	deligated	to	those	employees	who	can	act	on	their	own	



Case	study	



The	VET	provider	
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Objec<ve:	Increasing	awareness	of	needs	and	expecta<ons	of	
service	users	&	external	stakeholders.	



Brain	stroming	and	planning	with	staff	
Discussion	with	staff	about	an	event	with	the	purpose	
to	understand	the	needs	and	expecta<ons	of	service	
users	and	external	stakeholders	



Service	user	consultaGon	
Mee<ngs	with	service	users	about	their	needs	and	
expecta<ons	towards	offered	services.	
	



Stakeholder	consultaGon	
One	day	seminar	on	“needs	and	expecta<ons”	with	
staff,		key	partners	and	external	stakeholders…	

	



0	

25	

50	

75	

100	
Crea<ng	change	

Customer	focus	

Organisa<onal	learning	

Strategic	decision	

Goals	&	Objec<ves	

Vision	

Coordina<on	&	Planning	

Agreement	

Core	vlaues	

Capability	development	

Team	orienta<on	

Empowerment	

Quality	Culture	Profile	2014	and	2015	

May	2014	

August	2015	



0	 25	 50	 75	 100	 125	

Leaders	and	managers	prac<ce	their	commitment	to	quality	

There	is	a	characteris<c	management	style	and	a	dis<nct	set	of	management	
prac<ce	

There	is	a	clear	and	consistent	set	of	values	that	gives	direc<on	to	the	way	we	
provide	services	

Ignoring	the	core	values	of	this	organisa<on	will	get	you	in	trouble	

There	is	an	ethical	code	that	guides	our	behaviour	and	tells	us	right	from	wrong	

When	disagreements	occur,	we	work	hard	to	achieve	"win-win"-solu<ons	

There	is	a	"strong"	quality	culture	

It	is	easy	to	reach	consensus	even	on	difficult	quality	issues	

We	osen	have	trouble	reaching	agreement	in	quality	issues	

There	is	a	clear	agreement	about	the	right	way	and	the	wrong	way	to	provide	quality	
services	

Our	quality	approach	in	the	provision	of	our	services	is	very	consistent	and	
predictable	

Employees	from	different	parts	of	the	organisa<on	share	a	common	quality	
approach	

It	is	easy	to	coordinate	quality	improvement	project	across	different	parts	of	the	
organisa<on	

Working	with	someone	from	other	parts	of	the	organisa<on	felt	like	working	with	
someone	of	a	different	organisa<on	

There	is	a	good	alignment	of	quality	goals	and	objec<ves	across	the	levels	of	the	
organisa<on	
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Consistency	



Assignment	for	working	groups	

1.  Discuss	organisa<onal	profile	(August	2014)	and	
the	details	for	the	aspect	“Agreement”.	

2.  Formulate	objec<ves	and	3	concrete	ac<ons	for	
the	team	to	improve	the	performance	on	the	
Quality	Culture	aspect	“Agreement”.	

3.  Record	the	objec<ves	and	improvement	ac<ons	
on	the	collect	sheet.	



ObjecGve	 AcGon	
	
	
	

	
	
	

	
	
	

	
	
	

	
	
	



Working	groups	



Feedback	of	working	groups	



ObjecGve	 AcGon	



Mee<ng	the	manager	

•  The	manager	is	part	of	culture	and	
therefore	part	of	the	problem.	

•  Manager	want	to	‘fix’	problem	with	
staff.	

•  Cultural	problem:	many	emo<ons	
“in	the	air”.	



Detailled	analysis	

•  Lack	of	communica<on	
•  Lack	of	trust	(between	individuals,	departments	and	management/staff)	



Competence	building	

•  New	experiences:		
– knowledge	and	skills	
– Workshops:		

•  Organiza<onal	knowledge			
•  How	to	listen	to	each	other?	
•  How	to	work	as	a	team?	

•  Prac<cing	knowledge	and	skills	in	daily	work	



Plan	for	the	future	

Strategy	development	

	2-days	strategy	seminar	with	all	staff,	management	and	the	board	to	
develop	a	plan	for	the	future		

•  Mission	
•  Vision	
•  Values	
•  Strategy	
•  Goals	
•  Tasks	and	resposibili<es	
•  Ac<vi<es	
•  Ways	of	working	



Aser	12	months	of	systema<c	interven<ons	




