Q9. My associates or fellow employees are committed to doing quality work.
Summary
· Empower employees with everything possible to ensure quality. 

· Understand that mistakes will happen and perceive them as learning opportunities rather than as fatal errors. 

· Structure teams so that team members can learn and grow from interaction with each other and optimize their work products.
Key Findings
“[Quality looks like] cooperation and teamwork. We're like a basketball team, we have fluid motion.” 
Trusting that one’s co-workers share a commitment to quality is a key to great team performance. Employees have a natural tendency to believe that the work they produce is high quality and they want their co-workers to share their commitment to quality. Helping team members identify what will result in a quality product can lead to insights into greater efficiency and increased productivity.
“ I'm impressed with this group [because] there's a commitment to integrity. They place a lot of trust not only in each other but in themselves to really be responsive and being accurate and being efficient.”
FSA’s best practice managers foster an environment in which mistakes are understood to be unavoidable and often provide a valuable learning experience.
“ I have no problem with mistakes, they happen, we're human beings. It's when you don't recognize the mistakes or you keep making the same mistakes, then we have a different problem going on.”
During the focus groups with FSA’s best practice workgroups, it was clear that the employees believed that their fellow team members did good work. One employee described his workgroup’s mission statement as “Customer service has no limits.” They also understood that mistakes are bound to occur now and then and not everyone can excel at everything. They are willing to step in and assist whenever necessary. 
“ It makes a big difference when you don't have to fear going to ask a question, that they're going to make you feel stupid or something, that has never happened to me. They're always so willing to help.”
Great managers in FSA: 1) supply their employees with everything possible to ensure quality; 2) understand that mistakes will happen and perceive them as learning opportunities rather than as fatal errors; and 3) structure their team so that team members can learn and grow from interaction with each other.
Relevant Quotes From FSA Interviews
I think they all do quality work, I think they do the best they can.
I'm a task oriented kind of person so I appreciate when I can go to somebody like [NAME] or [NAME] that are more creative and they can figure out some different way for me to do something or help me out with something that I don't have the talents to do. And I've found a willingness from all of my coworkers to step up and help me in an area where I don't have the knowledge or the skills that I need. I think we complement each other in areas where one or the other one might have a weakness.
[We get] no complaints.
[Quality means] they get the job done, they get it done right and they get it done on time. 
Just from the limited time [I’ve been] here, we've been having staff meetings every morning just to get together. You can tell just from the conversation and the questions, [the team is] interested in the quality of work and in improving. They already were in discussions as to if there's some way we can communicate with each other and do something better to improve quality. You can see that even in the first week and a half. 
I see that in my fellow workers. A lot of emphasis on doing it right, getting the right numbers. May not be the most exciting work in the world but they're very dedicated.
Customer service has no limits.
Responsiveness is the key.
I'm impressed by with this group [because] there's a commitment to integrity. They place a lot of trust not only in each other but in themselves to really be (inaudible words) being responsive and being accurate and being efficient.
When I engage in conversations with other fellow employees or peers about the work, a lot of times the conversation is how can we do the job better. I hear that all the time … just change this, we could do this differently, if we had this information and so forth we could do it better. I think (inaudible word) has a lot of input, or at least my impression of the employee's commitment to doing quality work is part of our daily conversation. 
I have no problem with mistakes, they happen, we're human beings. It's when you don't recognize the mistakes or you keep making the same mistakes, then we have a different problem going on.
Nobody gets stuck in ‘this is what you do and that's all you do.’ Basically new things come along, people want things done a different way and we just have to step out there and get it done no matter what it takes.
Development Questions
What does the following survey question mean to you? “My associates (fellow employees) are committed to doing quality work”
Managers:
How do you define quality? Do you think your people define quality in the same manner? How do you know?
Employees:
How does your supervisor define quality? 
How do you help each other achieve quality? How does your supervisor help you achieve quality? 

