
What is quality?



It’s subjective and can mean 
many different things

We all care about it

As you grow in scale, 
quality decreases



Conditions for 
quality at scale.
Ale Urrutia



“A lot of the most successful companies are those that 
are distinguished by the extent to which they exhibit 
appreciation for and skill in realizing craft and beauty”

Patrick Collison
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“When starting @linear, one of our goals was to inspire 
the industry to focus more on quality. I was so tired 
seeing the subpar execution and the data lead approach 
to building products”

Karri Saarinen
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“Investing in craft, means you invest in quality of the 
experience, and that benefits in all of areas of the 
business”

Design Leader
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“The CDO is most responsible for elevating the quality of 
the customer experience, with special attention to craft. 
No other individual should care more about craft and 
quality”

Design Leader
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“Everyone is 
a designer”
Jarred Spool
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Defining great 
experiences

The core of any product is that must serve a useful purpose for the 
customer and prove product market fit

VALUABLE

Platforms that allow users to utilise them across different channels, 
without interruptions, safely and securely.

AVAILABLE

Enable tasks to be completed 
efficiently and effectively

USABLE

Experiences tailored to users 
needs, behaviour and 

preference

PERSONAL

Moments 
of delight

JOY
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Defining great 
experiences

Great 
experiences

Dining out

DecorMusic Taste

Service 
ready

Table 
ready

Food Social

Cutlery, Menu & 
Seating

Condiments Dietary 
needs
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20% designing 
80% conditions
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CREATING QUALITY

Execution
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Excelling 
execution

e.g. User/Market research, OKRS, 
strategy, vision etc

e.g. Roadmaps, Concepts, Prototypes, 
Experiments, MVP/MLP etc

Personalised, valuable, secure, 
accessible experience that delights

INPUTS OUTPUTS OUTCOMES
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Too many cooks in 
the kitchen?
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