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Many people think of improving 

service and improving productivity as 

diametrically opposing objectives. 

Increasing productivity means doing 

more with less, which means 

reducing service levels. Meanwhile, 

upgrading service means doing more 

than before, which causes 

productivity declines. 
 

These views may be common 

sense, but they are also incorrect. 

Improving service and productivity 

go hand in hand and are easy to 

accomplish when you have the 

right understanding of what 

service really means. 

 
Here’s our definition: Service is 

taking action to create value for 

someone else.  

 

With this definition, any action 

taken inside a company that does 

not create value for someone else 

is unnecessary, it’s not productive, 

and should be classified as 

“waste”. Yet there is a 

tremendous amount of wasted 

activity inside large organizations. 

This occurs as a result of 

ignorance (“I’m just doing what 

I’m told to do”), or legacy 

processes (“Because we have 

always done it that way”), or 

misaligned metrics of performance 

(“I’ll do whatever is needed to hit 

my KPIs”). And in many 

companies, these behaviors 

persist year after year, because no 

one asks the right questions about 

who and how we serve. 

 

Improving Service means 

working with questions like 

these: 

1. Who do we serve externally 

and internally? 

2. What results are most 

important to them? 

3. What outcomes do they truly 

value? 

4. What else will they want, 

need, or value in the future? 

5. Which actions will be essential 

to deliver this value?  

6. What other actions could we 

take to create even more 

value?  

 
Increasing Efficiency means 

working with questions like 

these: 

1. Which actions can we 

eliminate and still deliver 

value? 

2. Where can we find wasted 

effort in our work? 

3. How can we shorten 

processes, streamline 

procedures, or reduce 

requirements? 

 

Improving service means creating 

more value for others. Improving 

efficiency means not doing what 

does not create value. Eliminating 

waste liberates time and 

resources. And you can use that 

energy to take new actions that 

do create value.  

 

The conclusion is clear to see.  

Improving efficiency is a natural 

ally of improving service – as long 

as you start with the right 

definition: Service is taking action to 

create value for someone else. 

 

Where do you see wasted 

effort in your organization? 

What actions do not create 

value? What new actions 

would create more value? 
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Important Notice 
© Copyright 2022, Martin Pollins, All Rights 

Reserved 
 

This article appeared in Better Business Focus, 

published by Bizezia Limited (“the publisher”). 

It is protected by copyright law and 

reproduction in whole or in part without the 

publisher’s written permission is strictly 

prohibited. The publisher may be contacted at 

info@bizezia.com  

 

Some images in this publication are taken 

from Creative Commons – such images may 

be subject to copyright. Creative Commons is 

a non-profit organisation that enables the 

sharing and use of creativity and knowledge 

through free legal tools. 

 

The article is published without responsibility 

by the publisher or any contributing author 

for any loss howsoever occurring as a 

consequence of any action which you take, or 

action which you choose not to take, as a 

result of this article or any view expressed 

herein.  

 

Whilst it is believed that the information 

contained in this publication is correct at the 

time of publication, it is not a substitute for 

obtaining specific professional advice and no 

representation or warranty, expressed or 

implied, is made as to its accuracy or 

completeness.  

 

Any hyperlinks in the article were correct at 

the time this article was published but may 

have changed since then. Likewise, later 

technology may supersede any which are 

specified in the article. 

  

The information is relevant within the United 

Kingdom. These disclaimers and exclusions 

are governed by and construed in accordance 

with English Law. 
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