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The shared beliefs, perceptions, norms, values and expectations 
of individuals in organizations. 

 

 

 

 

 

 

Organizational Culture 



What is a Culture of Quality? 

Culture of  Quality = Continuous Improvement +‘The Human Element’ 



• Continuous improvement vs. status quo 

• Intrinsic motivation vs. extrinsic motivation 

• Data driven decision making vs. assumptions 

• Collaborative vs. siloed  

• Customer focus vs. management focus  

• Innovation vs. tradition 
 

Characteristics of a Culture of Quality 



Transforming Culture and Change Management 



NACCHO’s Roadmap to a Culture of Quality: 
www.qiroadmap.org  



Assessing your Culture: NACCHO Roadmap to a Culture of 
Quality 

Phase 1: 
No 

Knowledge 
of QI 

Phase 2: 
Not 

Involved 
with QI 

Phase 3: 
Informal 

or Ad Hoc 
QI 

Phase 4: 
Formal QI 
in Specific 

Areas 

Phase 5: 
Formal 
Agency-
Wide QI 

Phase 6: 
Quality 
Culture 



Quality 
Culture 

Leadership 
Commitment 

Employee 
Empowerment 

Teamwork & 
Collaboration 

Customer 
Focus 

QI 
Infrastructure 

Continuous 
Process 

Improvement 

Source: NACCHO’s Roadmap to a Culture of Quality 

Building a Culture of Quality  



 
 

Employee 
Empowermen

t Leaders must enable employees by:  

• Designating resources to QI 
• Granting authority  
• Establishing clear expectations 

 
Employees must have access to:  
• QI related trainings and resources 
• Mentors and coaches 
• Meaning feedback systems 
• Opportunities to voice concerns and apply 

QI skills 

 
 



Teamwork & 
Collaboration Create effective team performance by:  

• Defining team expectations 
• Carefully selecting team members 
• Holding teams accountable  

 
Break down silos:  
• Communication of lessons learned 
• Formal/informal learning and problem solving 

groups 
• Eliminate redundancies and create alignment 

 
 

 



Leadership 
Commitment Transform the culture (the “human” element):  

• Defining and selling the vision 
• Coaching and mentoring 
• Transparent, 2-way communications 
• Manage resistance 

 
Realize the vision (the“technical”element):  
• Seeking out and designating resources to QI 
• Incorporate quality into policies, plans, procedures, & 

values 

 
 

 



Customer 
Focus Exceed customer expectations:  

• Understand customer needs and values 
• Collect and use customer satisfaction data 
• Empower employees to exceed customer 

expectations 
• Customer input informs organizational 

planning and improvement efforts 

 
 
 

 



QI 
Infrastructur

e 
 QI Committee:  

• Cross-sectional 
• Early adopters 
• Oversee QI initiatives 
 
Performance Management:  
• Meaningful performance measures 
• Performance targets and standards 
• Reporting performance 
• Prioritize areas for improvement 
 
QI Planning: 
• Assess QI culture 
• QI plan 

 
 

 



Continuous 
Process 

Improvemen
t 

Incremental Improvement:  

• QI project prioritization process 
• Use of defined improvement method 
• Document and monitor improvements 
• Celebrate!!! 

 
 
 

 







• Comprehensive assessment 
• Based on the 6 foundational 

elements (20 sub-elements) 
• Aligned with QI Roadmap 
• Links results with transition 

strategies 
• Word and PDF available 
 

Organizational Culture of Quality Self-Assessment Tool 









Thank you!  
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