
Watson,  De r ek  (202 3)  Building  a  Qu ali ty Cul tu r e  Tha t  Works.  In:  
NKT HVC Ltd  UK Q u ali ty Week, 2 5  Oc t  2 0 2 3.  (Unp u blish e d)  

Downloa d e d  fro m: h t t p://su r e . s u n d e rl a n d. ac.uk/id/e p rin t /16 8 4 1/

U s a g e  g u i d e l i n e s

Ple a s e  r ef e r  to  t h e  u s a g e  g uid elines  a t  
h t t p://su r e . s u n d e rl a n d. ac.uk/policies.h t ml  o r  al t e r n a tively  con t ac t  
s u r e@s u n d e rl a n d. ac.uk.



Dr Derek Watson
Associate Professor

Faculty of Business Law 

& Tourism

University of Sunderland



Quality Cultural Compliance 

Enlighten Model

Global Quality Impact Profile of

Dr. Derek 

Watson



Quality means “Performance upon expectations” 
and “fit for functions.”

A product is said to be of good quality if it satisfies 
the customer requirements in terms of 
performance, grade, durability, appearance and 
intended use/purpose, etc.



Satisfiers

Exciters

Delighters



Quality is not 
an act, 

it is a habit. 

Aristotle



Quality means 

doing it right 

when no one 

is looking!
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Quality Culture



Staying focused 
on the future

Bethany Hamilton



Neil Armstrong
Moon Landing

Test!







John Adair and Quality  Culture 

Task

Team Individual



John Adair and Quality Culture



Quality  Culture

Artifacts

Values & Beliefs

Underlying
Assumptions

Visible Symbols

Underlying
Principles



Employees
Past

Experiences



Burst waterpipe
analogy



The older we get 
the more we 

know

At the end of our 
lives we can really 

tell

What was a good 
or bad

decision



Life can only be 
understood backwards

but unfortunately   
we have to live It forwards



You



Memory is the diary
That we all carry 

Around us



Book of  Life
Your Memory



A ledger  of the 
wrongs

done to us





Constructive Memory Distortion

1. Transience

2. Absent mindedness

3. Blockage

4. Misattribution

5. Suggestibility

6. Bias

7. Persistence



Our memories 
simmer  and simmer













Building

Repeat actions that are 
easy and fun

























Self belief





PERSPECTIVE

V



The way we do things around here?

Quality Culture is the code, the logic, 
the software of the mind that organises
the behaviour of people

Quality



You need to get the right mindset!!
Then comes the behaviour and structure
And quality



Culture is what we do when
we think no one is looking!



Culture is what we do when
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• Priorities

• Principles

• Learned responses



Culture is what we do when
we think no one is looking!

• Priorities

• Principles

• Learned responses

Determine how
people behave 
when no one
is looking



Quality Compliance Model

enlighten





Control



Co-operation



Communication



Competence



Approved



Triangulation of Data

Interviews

Questionnaires

Focus Groups

Mixed Methods

Quantitative &
Qualitative methods

48
Questions



Impacts
• Stronger Quality Culture

• Recommendations for Change

• Consultancy / Development & Training Support

• Quality Culture Policy, Plan and Manual

• Communications audit and recommendations

• Increased staff suggestionish

• Reward and recognition

• Recognition from BSi & BRCGS

• 3rd Party Auditors for Supermarkets:

‘Most impressive Quality Culture Model’



Sample of Clients

• Farne Salmon Scotland
• Lyon Seafoods UK
• Megas Yeeros Greece & USA
• MI Dicksons Meat Manufacture UK
• Northumberland Foods UK
• Quorn Foods UK
• SK Food manufactures UK
• Suvlas Food Suppliers Panama
• Yili Inner Mongolia



What was the company wide response?
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