
Is quality cultural?
Shombit Sengupta 
Feb 05, 2012 

“Re l ig ion  i s  the  op ium o f  the  masses , ”  sa id  
Kar l  Marx .  Had he  exper ienced the  po l i t i ca l  
scenar io  a f te r  imper ia l i sm and feuda l i sm,  he  
may have  sa id  po l i t i cs  i s  more  than  op ium,  
i t ’s  anes thes ia  to  make the  popu la t ion  
s leep .  However,  nobody  can  deny  tha t  a  
count ry ’s  cu l tu ra l  base  i s  a lways  re l ig ion .

I ’ ve  been in t rospec t ing  about  why,  
co l lec t i ve ly,  Ind ia  i s  no t  qu i te  qua l i t y -
cen t r i c .  In  bus iness  workshops ,  I  t r y  to  
p ro jec t  tha t  as  a  de l i ve rab le ’s  h idden par t  
i s  i t s  rea l  qua l i t y,  compan ies  shou ld  s t re tch  
to  score  here .  Bu t  th is  non-v is ib le  qua l i t y  
a rea  ge ts  scan t  a t ten t ion  f rom par t i c ipan ts .  
Be ing  a t  a  loss  to  unders tand  th is ,  le t  me 
hazard  an  ana lys is  w i th  re l ig ious  roo ts  as  
QCW (qua l i t y  cus tomers  want )  has  been 
th is  co lumn’s  sub jec t  these  pas t  four  weeks .  
P lease  take  my ana lys is  w i thou t  p re jud ice ;  I  
respec t  every  ind iv idua l ’s  fa i th .

France ,  my adopted  count ry,  i s  Catho l i c  
domina ted .  Here  God is  one  and good 
and bad va lues  we l l -es tab l i shed.  I t ’s  the  
on ly  c red ib ly  anchored  re l ig ion  ex is t ing  in  
exac t l y  the  same admin is t ra t i ve  way  fo r  
2000 years  in  the  Vat ican .  Chr is t ian i ty ’s  
doc t r ines  have  under ly ing  ra t iona l  fac to rs  
tha t  b ind  Chr is t ians  in  a  s t rong  be l ie f  
sys tem.  Catho l i c  ru les  were  so  s t rong  tha t  
in  1559,  re fus ing  to  go  to  church  a t t rac ted  

a  12-pence f ine .  Re l ig ion  doesn ’ t  a l low 
k i l l i ng ,  ye t  po l i t i cs  found a  way  to  e l im ina te  
enemies .  They ’d  leg i t im ised  po l i t i ca l  dea th  
sen tence  by  pu l l ing  in  a  Catho l i c  p r ies t  to  
cer t i f y  tha t  soc ie ty  i s  sacr i f i c ing  i t s  ev i l  
s ide .  Be fo re  the  Church  gave  f reedom o f  
express ion  in  a r t ,  l i te ra tu re  and  sc ience  in  
end-15 th  cen tu ry,  peop le  weren ’ t  a l lowed to  
th ink ,  c rea te  o r  wr i te  any th ing  beyond God.  
Us ing  th is  l i bera l i sa t ion ,  Western  soc ie ty  
mesmer ised  the  wor ld  w i th  inven t ion  a f te r  
inven t ion .  Bu t  the i r  va lue  sys tem ca l led  
“va leur  ra t ione l le ”  i s  a lways  recogn isab le .  
A l l  consc ious ly  fo l low cu l tu ra l  a t tachment  
to  one  God,  one  pr inc ipa l  ra t iona l  be l ie f  
sys tem to  avo id  God ’s  wra th .  I f  you  
ex t rapo la te  Chr is t ian i ty ’s  s ing le  God and 
be l ie f  fac to r,  you  w i l l  f i nd  i t  ex is ts  in  Is lam,  
Buddh ism,  Juda ism.  These be l ievers  in  
any  count ry  have  the  same unders tand ing  
because the i r  known,  indoc t r ina ted  
p rac t i ces  g lue  them cu l tu ra l l y.

In  deve loped count r ies ,  no t  everyone 
regu la r l y  p rac t i ces  re l ig ion .  Bu t  the i r  
s ing le  minded co l lec t i ve  focus  in  one  non-
v is ib le  God is  so  s t rong  tha t  everyone can  
eas i l y  s t r i ve  fo r  one  goa l .  Sex  i s  taboo in  
Catho l i c i sm,  a l lowed on ly  fo r  p rocrea t ion .  
A sec t ion  o f  Chr is t ians  revo l ted  aga ins t  
th is  den ia l  o f  sex  and  abor t ion .  Bu t  in  sp i te  
o f  d is rup t ions  and pervers ions ,  a  re l ig ious  
p r inc ip le  b inds  be l ievers  to  the i r  non-v is ib le  
God,  h is  representa t i ve  s i t s  in  the  Vat ican .  
Th is  co l lec t i ve  “va leur  ra t ione l le ”  has  made 
Western  bus iness  p rac t i ces  very  s t rong  in  
the  ob jec t i ve  o f  p rov id ing  QCW.



Coming now to  H indu-domina ted  Ind ia ,  we 
f ind  hundreds  o f  Gods  and Goddesses .  
H indu ism is  a  way  o f  l i fe .  There ’s  no  
compu ls ion  f rom re l ig ious  dogma.  Every  
ind iv idua l ’s  inc l ina t ion  towards  God can  
d i f fe r  by  cho ice .  Th is  misce l lany  a long  
w i th  a l l  o ther  re l ig ions  secu la r  Ind ia  
accepts ,  makes  ours  a  vas t  mu l t ip l i c i t y  o f  
peop le  requ i r ing  no  sanc t ion  f rom anyone.  
So  by  re l ig ion  i t se l f  we  are  democra t i c .  
Apprec ia t ion  o f  th is  l i ber ty  i s  the  b i r th  o f  
Hare  Kr ishna movement  and  h ipp ies  in  the  
1960s  when Western  Chr is t ians  sought  
sanc tuary  f rom re l ig ious  domina t ion .

On ly  in  th is  open-minded mi l ieu  o f  Ind ia  
can  you  nur tu re  f lex ib i l i t y  to  d r i ve  a  
$70  b i l l i on  g loba l  bus iness .  That ’s  the  
s t reng th  o f  Ind ia ’s  IT indus t ry  wh ich  
un leashes  thousands  o f  eng ineers  to  
serv ice  MNC compan ies  in  every  corner  
o f  the  g lobe .  F ree- th ink ing  and to le rance  
have  unpara l le led  va lue ,  however,  
co l lec t i ve  d isc ip l ine  becomes a  cha l lenge 
in  th is  ega l i ta r ian  cu l tu re .  Indus t r ia l  
bus iness  sys tems requ i re  qua l i t y  de l i ve ry  
w i thou t  dev ia t ion  and  qua l i t y  cus tomers  
want  requ i res  co l lec t i ve  focus .  Th is  i s  
where  d i f fe ren t  peop le  hav ing  d i f fe ren t  
in te rp re ta t ions  snowba l l s  in to  a  huge 
concern .  Ind ia  has  no  QCW s tandard .  I s  
H indu ism’s  d ivers i t y  mak ing  i t  more  o f  a  
cha l lenge to  ach ieve  QCW than anywhere  
e lse?  My research  revea ls  tha t  H indu ism’s  
go-as-you- l i ke  sys tem is  sub l im ina l l y  
ingra ined  in  ma jo r i t y  o f  Ind ia ’s  popu la t ion .  
So  co l lec t i ve ly,  one  s tandard  qua l i t y  has  no t  
been easy  to  ga in .

I t ’s  norma l  fo r  every  company  in  Ind ia  to  
have  employees  o f  d i f fe ren t  re l ig ions  and 
be l ie fs .  Bu t  as  company  cu l tu re ,  how do  
you  a l ign  them to  a  s ing le -minded qua l i t y  
d r i ve?  In  the  g loba l i sed  wor ld  where  the  
sca le  o f  p roduc t  and  serv ice  dup l i ca t ion  
i s  the  b ig  bus iness  game,  there ’s  now a  
c lash  o f  unders tand ing  “va leur  ra t ione l le ”  

o r  non-v is ib le  qua l i t y  cus tomers  want .  
The  on ly  way  to  address  QCW in  Ind ia  
i s  fo r  every  indus t ry  to  de f ine  i t s  qua l i t y  
parameters  by  f i l te r ing  the  QCW in  tha t  
indus t ry.  An  in te rna l  p rocess  has  to  then  
s t r ingent ly  d r i ve  these  f i l te red  po in ts  as  a  
s ing le  company  cu l tu re .  A f te r  a l l ,  what ’s  
QCW but  the  s t ra igh t  rou te  to  cus tomer  
repeat  purchase? L iv ing  in  the  West  has  
d isc ip l ined  me to  fe r re t  ou t  non-v is ib le  
fac to rs  tha t  s t reng then qua l i t y.  My urge  i s  
to  a lways  fo r t i f y  the  work ing  p rocess  roo t  
o f  every  p roduc t  o r  serv ice  by  incorpora t ing  
QCW. Bus inesses  in  Ind ia ,  bo th  domest ic  
and  fo re ign ,  requ i re  huge QCW d isc ip l ine .  
Cu l tu ra l  f lex ib i l i t y  was  thumbs up  fo r  the  
IT indus t ry ;  QCW is  the  sure- f i re  w in  fo r  
each  and every  company ’s  g rowth .  Ind ian  
compan ies  w i l l  succeed in  compet i t i ve  
g loba l  marke ts  on ly  when employees  
mandator i l y  d r i ve  each  company ’s  iden t i f ied  
QCW parameters .
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