
Strategic Capability Ltd Ryton Management Consultants

Relating Productivity to Organisational Context: Project Outputs

Productivity Insights Network project: Relating Productivity to Organisational Context

THIS DOCUMENT PRESENTS THE PROJECT OUTPUTS:
FIRSTLY THE METHODOLOGY, AND SECONDLY THE CASE STUDIES RESULTS

1. METHODOLOGY

1.1. Approach.  The primary approach was to engage with
six organisations with as much sectoral and
product/service difference as possible, with a strong
bias towards SMEs.

The six organisations (anonymised) are shown in
Table 1.

1.2. Engagement.  Companies A-E were invited on the basis of existing relationships - which indicated
suitability for this study – with project researchers Clive Reynolds (Strategic Capability Ltd) and Colin
Siddle (Ryton Management Consultants Ltd).  Company F was invited through an introduction.  All
companies invited then participated, none declined. Engagement discussions were held with the
senior management team, who then nominated individual participants.

1.3. Questionnaire. Because the advent of Covid19 precluded face-face workshops, a process akin to
semi-structured interviews was adopted.  A questionnaire was designed with broad-based questions
inviting textual responses covering both principles and practices associated with value creation and
productivity: please see Appendix 1.  It was communicated to nominated participants via Google
Forms who entered their personal responses.  We therefore had a set of responses in Google Forms.
This was transferred to Excel, and shortly before the Workshop the complete set was circulated back
to all the participants in an easily-read pdf form for pre-workshop familiarisation with their
colleagues’ views.

1.4. Workshop:  To prepare for the workshop we added a ‘consensus row’ in which we had pre-entered
a consolidation of the individual responses: grouping responses by theme and eliminating
duplication.   In the workshop this was used as a medium for discussion, reviewing and updating in
real time.  One project researcher facilitated this process, while the other observed and made notes
of the conversation and examples quoted.  Three specifics of the workshop process are worth
highlighting:

 ‘Value Creation & Productivity Framework’. To aid understanding of
the meaning of productivity to the organisation, to evaluate current
status and support future development and monitoring, we
adapted the Kano Model1 into a three-step process: please see
Appendix 2.

 We introduced the first step at the start of the workshop, Figure 1,
and discussed it with the group as a warm-up to the session.
Further use of this tool in the follow-up stage is outlined in 1.6
below.

1 The Kano Model (Dr Noriani Kano, Tokyo University of Science, 1984) compares customer satisfaction
(‘Delight’ versus ‘Basic’) with individual product or service features against how fully implemented they  are.
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 ’10 Words’.  The first step in the questionnaire asks the participants to suggest 10 words they
would instinctively “use and/or find useful when communicating about productivity”.  As a last
step in the workshop (i.e. after thoroughly considering the matter) they were asked to now select
their ‘top 5’ from the full set originally suggested by the whole team, and their individual choices
were captured.

 ‘3-2-1 reflection’.  The three questions shown in Table 2 were first
posed at the end of the Google Forms questionnaire.  This was
repeated and captured at the end of the workshop using a Word
template. Although this is fundamentally good practice to enable
participants to get maximum value from their experience, it also
provides important feedback to the facilitators on the
effectiveness and results of a workshop.

1.5. Follow-up.  As immediate next steps, companies were asked to carry
out the following follow-up actions, and feed the outcomes of this back to the project team in  order
to evaluate the impact achieved to date:

 Completion of the Framework slides 2 & 3 in Appendix 2 with (a) organisation-specific, customer-
related ‘value-adding attributes’ framework to be delivered by a productive environment, rated
by current performance - to form an easily-absorbed picture of Productivity completely specific
to the organisation and its context; and (b) current or potential KPIs that will be used to measure
and monitor the performance of the productive environment and drive improvement.

 Brief statements in their own words of their organisation’s ‘take’ on productivity following this
intervention, and their vision of the situation they now aspire to in 15-18 months’ time.

 The whole process is then completed with a short session – online at present – using Gibb’s
Reflective Cycle to capture the entire experience from an organisational standpoint.

1.6. Full process. To put the workshop in context, the subsequent opportunity provided for each
organisation by this project comprises:

a) Real time ‘lessons learned’ through individual reflection, leading to

b) Team based application, resulting in

c) A cycle of potential productivity opportunities for further examination and improvement by
colleagues, that when implemented provide

d)  Recognisable competitive advantages for the organisation

2. CASE STUDIES: RESULTS & FOLLOW-UPS

2.1. Results. Please see Appendix 3. This provides a comprehensive overview of the outputs obtained
for all the organisations, and indications of the expected outcomes.  It uses the participants’ own
words in arriving at a consensus to illustrate their current situation regarding value creation and
productivity, its relevance to business performance, and future imperatives. In terms of outputs, this
provides the best view of the effectiveness of the process used and its potential impact on
operational management and performance.

2.2. Follow-ups & Feedback. At the end of the workshop, or immediately afterwards, follow-up and
feedback was requested and agreed with each organisation.  This was carefully structured to be
worthwhile without being time-consuming.  Two examples of the outputs from this are presented in
Appendix 4 – one from Engineering/Manufacture, one from the service sector, demonstrating the
insights and sense of purpose gained by these companies
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To complete the engagement, we facilitate use of Gibb’s Reflective Cycle to enable each organisation
to recognise and evaluate the process they have undertaken.  This is intended to be for the
company’s own benefit, and so has not been treated as a project output for wider reporting.

3. BENEFITS FOR ONGOING WORK.

A number of benefits have been demonstrated as a result of this project, including:

 This process can be deployed as a thorough engagement activity prior to the first full stage  of an
HPW programme.  The results achieved clearly demonstrate deeper insights into - and
understanding of - the relevance, importance and opportunities for value-adding practices.  This
will significantly enhance the capacity of an organisation to set itself up to best effect to undertake
the HPW programme.

 Previous experience has often been disappointing in terms of companies taking ownership of
follow-up activities arising from a funded project. However in this project motivation and
commitment to embark immediately on improvement programmes has exceeded our
expectations.

 This project has demonstrated the possibility of marrying top-down and bottom-up approaches to
resolve many of the issues which have previously been rehearsed and researched.  Across a range
of sectors and a variety of manufacturing/service activities organisations have developed new
perceptions and concrete opportunities to enhance their value creation and productivity using
their unique criteria, parameters and measures.  Senior managers’ resource input has been
minimal – between half and one full day each - and can be expected to be massively outweighed
by the gains.

 A return to face-face facilitation will be welcome when this is practicable. The above process will
be re-designed – with the help of this experience – to provide the optimum experience and
outcomes in such a format.

 The processes of this methodology will enable carry-over enhancements to the methodology of
associated work.  For example in our HPW methodology:
  The content of the Self-Assessment Audit, and establishing a ‘level playing field’ for all

participants, irrespective of role or seniority
 The vision, objectives and priorities setting phase following the audit
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Building Capacity & Capability - Introduction
Productivity is a word often used by economists and others to describe an organisation (or a nation’s)
level of competitiveness when reporting how business is performing compared to others. Business v’s
Business producing widgets etc; Nation v’s Nation comparing output in league tables taking the
traditional outputs and mindset to declare productivity levels and how we should all improve to better
our position (in competition with others) to observe who is top and bottom and much more. The
overall notion being that in reporting productivity we can immediately improve it. However, latest
research shows that 'productivity' measured by traditional methods is going backwards!
We desperately need a new and broader understanding of individual and collective productivity
defined for use by organisations in any sector and the many individuals who contribute their talents
in teams; as a company and /or as individuals. So, the challenge for you is to help inform researchers
with your thoughts and ideas about what really defines productivity and as importantly share your
current thinking about building capacity and capability in context with organisations in which you are
a member. In completing the following questionnaire please consider our heading Building Capacity
and Capability as a broader definition to release your thinking, perspectives and ideas. Thank you.

Preliminary questions
Please list below 10 words that you use and/or find useful when communicating about
productivity. Please rank in order (1=most important) your words that make the most impact
on those receiving your communications
What does productivity look and feel like for ME?
What does productivity look and feel like for my team/part of the business?
What does productivity look and feel like for my organisation?

Main questionnaire
1. How would you describe your business today? (Describe as you would in a presentation

to a prospective customer? What are your main product/service revenue streams?)
2. How do customers describe your USP and the added value from using your

products/services?
3. How do your customers describe the brand value arising from your reputation, resources

and internal systems & processes?
4. How could the above answers be different in 2-3 years’ time?
5. On a scale of 1-10, how productive would you say your business is? Why? How would you

measure it today? (Please comment in the space provided)

6. On a scale of 1-10, how significant is the capture and reporting of productivity
performance to your business? (Please comment in the space provided)

7. On a scale of 1-10, how effective are you in clearly defining and measuring productivity
performance in your business? (Please comment in the space provided)

8. Where and how is value created in the business?
9. Describe your operational and business performance management processes. What

digital systems and tools support it? (e.g. Balanced Scorecard, ERP, SAP….).
10. How digital will your organisation be in 2-3 years’ time?

‘3-2-1 Reflection'
(i) State - 3 Aspects / elements of Productivity that became CLEARER for me:
(ii) State - 2 Things I will do to improve my personal AND/OR team productivity :
(iii) State - 1 Thing I will EXPLORE to make a positive impact on my business’s productivity:
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THIS APPENDIX CONSOLIDATES THE OUTPUTS OF THE QUESTIONNAIRE/WORKSHOP STAGE
WITHIN THE PROJECT, SHOWING EXAMPLES OF THE CONSENSUS REACHED BY EACH OF THE

COMPANY TEAMS DURING THE PROCESS, PLUS INDIVIDUAL REFLECTIONS

1. Meaning:  Through a series of questions, workshop participants identified Value-Adding Attributes
of their unique organisation in its business context, categorised as:

i. Adding to the organisation’s USP and brand value: key differentiators in the marketplace, to
be protected at all times, and enhanced regularly to maintain competitive advantage.

ii. Expected by the marketplace:  These features are firmly in the category of ‘Order-Qualifiers’,
so that a failure to provide them will result in lost business.

iii. Internal enablers/CSFs:  These features are essential elements of a productive environment,
and their role in value creation must not be under-estimated.

Findings:
The first two categories are associated with marketplace perceptions.  All organisations gravitated
towards their own view of their strengths.  This gave a credible first-sight list of key attributes but little
evidence was provided into a robust division between ‘delighters’ (i.e. USP & brand value-related) and
‘basic’ (i.e. expected).  The importance of ‘Customer Intimacy’ as a means of making the necessary
distinction became recognised in this discussion. There was an interesting range of perspectives, for
example:

- Pure product/service: turnkey installation & commissioning (A); very different experience, in a
unique setting (B); workforce engagement tools (C); flexible product incorporating reliability,
durability and simplicity (D); bespoke service to comprise all stages from Design for Manufacture
of complex engineering requirements through manufacturing to treatment and paint (E); global,
value added solutions covering the full sector logistic (F)

- Manner of delivery: shortest sale-to-delivery lead times (A); ability to tailor the venue, products
and services to customers’ specific requirements (B); understanding and empathy with clients’
issues & challenges (C); leading-edge expertise and experience in providing solutions (D); end to
end ownership (E); efficient integration of several partners (F)

- Customer support: exceptional technical support (A); ease of booking, welcome, security, comfort
(B); shared values with clients (C); flexibility to meet and exceed customers’ expectations each &
very time (D); best in class management of customer expectations/delivery against programs (E);
ability to adapt by finding alternative solutions to overcome customers’ real-time issues (F)

The third category was developed throughout the process, with a noteworthy breadth of topics,
recognition of relevance and acceptance that a number currently require performance improvement.
Examples include:

- Capacity: i) wide array of process knowledge & experience, ii) culture of welcoming change and
feedback (A); i) thorough induction at the infancy of everyone's employment, ii) reviewing and
refining support and control processes (B); i) helping each other when required and using each
other's strengths, ii) responsiveness  (C); i) project cost model accurate & fully utilised, ii)
optimised site layout (D); i) excellent management of internal customer expectations, ii) full
information utilisation (E); i) looking for continuous improvement in the service, ii) our people and
the efforts of the team (F)

- Capability: i) dispatch full quantity of products for a high order intake in a given period, ii)
resources used efficiently to maximum capacity (A); i) large number of diverse offers within the
business, ii) innovative initiatives to drive new and repeat business (B); i) experience of both public
and private sectors, ii) cost-effective (C); i) teams focused on achieving maximum results, ii)
efficient handling of documentation and support, joined-up thinking and communication (D); i)
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fewer wasted back office transactions, ii) more focused internal and external supply chain and
production outcomes (E); i) listen and execute in a time efficient and cost effective manner, meet
the sector’s exceptionally dynamic fluctuations and short-term changes in demand and
requirements (F)

2. Keywords: To help complete the meaning of ‘Productivity’ in their organisation, each workshop
team compiled a list of words which would be meaningful, useful, and impactful when communicating
about it with their colleagues and teams.
Findings:
At the start of completing their questionnaires, the participants suggested 22 (A), 49 (B), 25 (C),
25 (D), 27 (E) and 50 (F) potential keywords they would instinctively find useful when communicating
about productivity.  At the end of the workshop, after they had both completed the questionnaire and
compared and discussed inputs, they individually selected 5 keywords from their respective total list
of potentials.  Those scoring more than 1 vote are shown in the Table below:

Co A
(4 participants)

CO B
(5 participants)

Co C
(3 participants)

Co D
(4 participants)

Co E
(4 participants)

Co F
(6

participants)

4 votes ‘Plan-do-review’ - - - ‘Ownership’ ‘Clear
objectives’

3 votes
‘Communication’

‘Strategic’
‘Accountability’ ‘Team’ - -

‘Efficient’
‘Quality’

‘Teamwork’

2 votes
‘Efficiency’

‘Focus’
‘Resources’

‘Accuracy’
‘Efficiency’

‘Motivation’
‘Quality’

‘Teamwork’

‘Communication’
‘Engagement’

‘Communication’,
‘Feedback’,

‘Innovation’,
‘Ownership’,

‘Planning’,
‘Priority’

‘Empowerment’
‘Involvement’

‘Passion’
‘Sustainability’
‘Teamwork’

‘Attributes
 & details’
‘Effective’

‘Important’
‘Monitoring’
‘Processes’

‘Carry-
over’

choices
61% 46% 55% 60% 53% 50%

We analysed the number of  final choices made by each individual which had also been in their own
original list, compared with the number of their final choices. The bottom row in Table 1 aggregates
for each company the percentage of ‘carry-over’ choices made within their team.  This shows that on
average each team made a substantial number of changes at the end of the process; the overall picture
averaging across all six teams was 54%.

Commentary on Sections 1 & 2
As stated in the Introduction, the aim of this project is neither to develop common ground between
organisations, nor to propose outcomes on organisations’ behalf.  We can however make the following
observations:
a) In two short steps, each organisation has been provided with a set of material from which to

develop its own common language and criteria for value creation and productivity
b) Whilst there are some common themes, the specific content is clearly focused on different and

unique business situations
c) A stronger bedrock is in place on which to build a process of performance evaluation and

prioritising improvement activities for each business
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3. Current relevance:

a) Driving value creation: this section considers the relationship between (i) responses made
concerning those value-adding attributes which either add to the organisation’s USP and brand
value or are expected by the marketplace and (ii) responses made concerning the meaning,
relevance and importance of productivity in their organisation

Findings:
All the teams were able to establish cause-and-effect links between a productive environment and the
value-adding attributes specific to their organisation and its marketplace context, and therefore the
means to drive value creation more effectively:

Co A: The team felt strongly that attention to the fundamentals of an established productive
environment would make achievement of these results much easier – “more efficient, more cost-
effective, and enabling the envisioned growth plan to come to fruition; recent gains such as current
digitalisation and process improvements are facilitating lead time achievement.”

Co B: ‘‘A review of the business model precipitated by lockdown, new products and services under
development, and more use of IT systems will add further value to these attributes.’‘

Co C: ‘‘Working together as a team to ensure to produce the best ‘work’ we possibly can in the most
efficient way, and that overall objectives are achieved – especially a successful product/ending to
projects.  Helping each other when required and using each other‘s strengths; effective & efficient use
of information for reporting, and carrying this through.’‘

Co D: ‘‘Simply delivering a product not enough - value comes from understanding the metrics that sit
behind our deliverables’‘

Co E: “In all functional areas, passion, teamwork and collaboration internally and externally to create
a business that can add value to our customers; making it easy for our customers to buy from us”

Co F: “KPI are the most important facts that the business can action upon and present to our
customers; as a 3PL we provide a better, more economic service than they can do themselves”

b) Driving critical improvements: this section considers the relationship between (i) responses made
concerning value-adding attributes categorised as ‘Internal enablers/CSFs’ and (ii) responses made
concerning the meaning, relevance and importance of productivity in their organisation.

Findings:
As indicated in 3(a) above, all these teams acknowledged that (i) a productive environment and their
specific value creation can be directly linked; but that (ii) historically it has not been used explicitly in
this way, or even used at all.  In some cases it has been represented by lagging KPI indicators for
reporting purposes - such as hotel bed occupancy (Co B) or project costs (Co D).  However for all
organisations this study has raised the perception of its relevance, and its potential to stimulate,
underpin  and drive critical improvements and thereby increased value added:

Co A: “Many processes still outdated/not value adding …. a stronger culture of continuous
improvement with a ‘productivity mindset’ will overcome a lack of open feedback and challenge, and
resistance to change ways of working.”

Co B: “Although a lot of data and statistics is captured, extracting them and acting on what they are
telling is sometimes slow and after the event.”

Co C: “The potential for new and innovative opportunities to create engagement and trust to achieve
productivity through capacity & capability developments - to enhance product and service offerings
and delivery.”
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Co D: “We need to capture and make use of customer intelligence, develop constructive links between
personal and operational performance, and improve accuracy and deployment of the project cost
model – leading to enhanced project acquisition and delivery.”

Co E: “Recent gains from our ERP project, still to be fully capitalized on (e.g. further reduction in
manual interventions); higher mix of more complex work: still getting used to this and how it can
positively impact the business model”

Co F: “KPIs - no measurement equals no improvement … and can't have efficient management ... the
business will be in-efficient and in-effective; we are nowhere near the finish line, the biggest challenge
being a cultural change”

4.  Measurement: participants described the processes and systems in place to measure and monitor
productive performance, and reflected on current capacity and capability in this respect.
Findings:

The process clearly revealed that measurement connected with these topics has at best been
fragmentary, and there was little evidence in most of the organisations of the systems approach
needed for coherent and sustained achievement of business excellence:

Co A: “Productivity is not currently measured or captured, and information doesn't spell out how well
resources are being used.  An ERP package has been in  use for many years, so much operational data
is available  with the potential to provide pertinent performance management information …. we
should be looking at other measures to provide a more valuable insight.”

Co B: “Guest satisfaction is often taken as the key performance indicator; however it does not provide
detailed information on specific value-adding attributes, or their efficient and effective delivery.”

Co C: “We have a Balanced Scorecard derivative system that could be used for performance
management, it is not currently used for measuring and monitoring the value-adding attributes for
the whole organisation.”

Co D: “Main measures are concerned with project performance:  frequent progress meetings, on-time
delivery, project cost; further value could be gained from examining and analysing the metrics behind
the project deliverables.  Overall organisational productivity is not a current measure.”

Co E: “Improved and somewhat effective, have started putting in place processes to help productivity
and any further help we can get from system to develop SMART Metrics would be great; most
improvement so far has come from non-operational metrics, such as an aligned S&OP driving a
management re-structure and re-alignment to customer and industry - now needs to give rise to
enhanced operational measures; customers currently provide scorecards - we need to be in position
to deliver them the scorecards and to challenge us”

Co F: “We know what we need to measure, we need to put in place the correct process and tools to
allow the correct tracking; effective integration of systems is required”.

However, development of the Value Creation & Productivity framework in the workshop and follow-
up activity enabled them to create a first-sight model for future development including the definition
of appropriate KPIs and their provision via existing or enhanced systems and processes.

5. The future. In the course of the workshop, participants commented on the likely and important
changes they perceived over the coming 2-3 years, with particular reference to products/services, USP
& brand value, and to digital capability.  They also carried out an immediate reflection exercise at the
end of the workshop, to capture and articulate their own insights and next steps (personal and
organisational).
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Findings:
a) Next 2-3 years

Co A:  “Already working on connectivity between its IT systems, in particular between the technical
suite and ERP.  This digitalisation is expected to proceed at a steady pace over the next 2-3 years. It
will also need better staff training, and effective induction of new staff.  Clear need for better cross
departmental relationships and processes. We need to start using our ERP Workflow to provide the
necessary data and information.”

Co B: “Lockdown forces us to review our business model to take us forward for the next decade. Core
values need to remain but difference would be enhancement of experience, with additional facilities
and greater access to technology, and more use of systems.”

Co C: “Current strengths are expected to carry forward, with an eye to continuous improvement.
Digital is an area of particular interest considering - for example - clients’ new working practices
initiated within the response to Covid19, and enhanced CRM for our own use.”

Co D: Co D has recognised that a fundamental change programme is necessary, and including the
potential of a radical look at productivity is an important component in this.  The observations and
suggestions made by the workshop team will all make contribution to the journey.

Co E: has the clear objective to “become the supplier of choice in its marketplace, and first port of call
for new programs projects, supplying services as well as manufactured parts, and working with our
customers at inception of programs to help develop the sub-contracting process in and around the
route to and delivery to market”.  To support this aim, they will be “quite digital, with heightened
controls for input and outputs in the business management systems”.

Co F:  Recognises it needs to  “invest in technology and integrate systems to improve productivity and
efficiency; better Comms and KPI's”.  Also to “facilitate customer information provision – so they can
find it for themselves”.  Regarding Customer Intimacy: “With an open mind vision, knowing what
motivates our customers' behaviour and buying decisions, be clear on processes and standards before
accepting new business”.

b) Individual outcomes:  3-2-1 Reflection.  The specific viewpoints requested were:

 3 Aspects / elements of Productivity that became CLEARER for me

 2 Things I will do to improve my personal AND/OR team productivity

 1 Thing I will EXPLORE to make a positive impact on my business’s productivity

These responses are primarily individual reactions to help cement personal outcomes. They also
provide valuable feedback on workshop achievements.

In the figure below we have included an unattributed selection of the total of over 130 comments to
illustrate participants’ ‘takeaways’ and intentions.
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6. Summary
6.1 Workshop Process and Outcomes

a) Effect on the participants
Across six workshops all the 26 participants were extremely engaged, prepared to spend what time it
takes, appreciative of the process structure and its conduct.  This applied both to the questionnaire
activity and to the online workshops.  The general consensus was that this research has provided a
welcome opportunity to give proper consideration to an important but under-informed aspect of
performance management.
By the same token, they were passionate about their different businesses, eager to describe and
emphasise their specific characteristics, receptive to new perspectives and enthusiastic to adopt
them.  The discussions in the workshops were easy to facilitate, as the teams were all open-minded,
prepared to be flexible and consensual, and didn’t display any instances of arrogance or
dismissiveness.

Finally and most importantly they demonstrated clear determination to take value creation and
productivity agenda forward.

b) Potential impact on their organisations
Every workshop – irrespective of the seniority of the participants – saw an immediate shift to a broad-
based productivity mindset, evidenced by the holistic nature of responses, discussion, outputs and
outcomes.  It is pleasing to note that immediate follow-ups are being undertaken in all cases.
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Interestingly there was no mention of ‘standard’ measures such as Value Added/Employee, rather a
concern about the degree of focus on delivery performance.

Three companies nominated middle managers to undertake the process, and their contribution was
raw, realistic and highly charged.  This contribution made a clear progression from ‘what we do/don’t
do’ to at the outset, to ‘what is important/relevant to current/future performance’.

Co A for example has immediately capitalised on this energy: the team reported back at the monthly
Management Meeting a week after the workshop, and the Directors responded by setting up a
working party to set priorities and co-ordinate actions to address the issues raised, with progress to
be reviewed each Management Meeting.

c) ‘One-liners’:  a capture of succinct and diverse responses from participants

Co A: “Productivity is important, we’re not doing things - priorities!! Not a focus!”
“Need to set a benchmark for productivity levels/how we want to measure this”

Co B: “Very different business [post-Covid] … who is going to be our customers?”
“We need to induct everyone & integrate productivity into our comprehensive training”

Co C: “What do our customers say our strengths are”
“What is truly unique that will make us the ‘go to supplier’?”

Co D: “We are making the same mistakes as before; meetings take too much resource”
“Productivity = collecting the opportunities for improving customer relationships”

Co E: “Climbing the bill of materials to bring in more complex, valuable work”
“A supplier worthy of continued investment and to support in the adding of capabilities”

Co F: “Partners Unlimited … Infinite Proximity”
“Need to show our customers how well we perform!”

d) Learning for the project

 The purpose and objectives of this project are being met.  Talking to organisations in their own
terms about value creation and productivity is fruitful and augurs well for improved performance
in the future.

 The questionnaire/ online workshop process has stood up robustly – approach, engagement,
structure, content, delivery.  It was equally effective with senior teams and middle managers, and
independent of sector – the relevance, process, and enthusiasm was uniform.  It is also flexible:
one company found so much to discuss in the workshop that they requested a week to consider
further and a follow-up session to complete their responses.

 Ease of engagement and quality of contribution: the researchers had anticipated at least some
cases of disinterest in the topic, or even cynicism, but found none.  This may be an indication of
how welcome an intervention on this subject is.

 Our learning capture: because the remote format made real-time capture much more difficult, one
of the researchers attended as observer and note-taker. After each event, the observer conducted
his own Gibb’s Reflective Cycle.  The capture of this reflection was instrumental in enabling
continuous improvement of the of the process mechanisms from one workshop to the next, and
providing added inputs to our individual company case study write-ups.  These captures were also
shared with the companies as additional input for their workshop follow-up activities.
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1. Meaning of productivity for Company A (Engineering/Manufacture)
Productivity has rarely been a focus topic for us, with no tools in most areas of the business in place to measure of define
productivity. However, following the review workshop a clear need has been identified to both define and measure
productivity, with an emphasis on the analysis
of the data and working to improve our
processes based on the issues found.

Following the review workshop, it is also clear
that as a business we are aware of the actions
needed to improve our productivity, this has
opened a wider discussion to analyse our
business plan/model.

Defining Productivity. Working in and with
our organisation, we define Productivity as ‘a
streamlined set of processes to work in the
most efficient way possible from enquiry to
despatch and project completion (invoicing,
installation, commissioning) encompassing
all areas of the business’.

Vision for Value Creation & Productivity. Our
vision in relation to productivity is to put the tools in place to effectively measure productivity levels across departments,
and use this information to review our resource allocation and working processes.

2. Meaning of productivity for Company B (Service Sector)
Productivity for us is the way we look at all aspects of the business. This could be how we use systems and processes,
how quickly our team members respond to Guests requests for service. From this process we have set several KPIs that
are non-financial or relating to guest experience. These have focused on the efficiency of booking platforms, performance
of individual products and the performance of key systems within the business.

Defining Productivity.  Working in and with our organisation, we define Productivity as ‘The most efficient use of all
resources to deliver KPIs across all business functions’

Vision for Value Creation & Productivity. As we move into Q3 of 2020 the business focus is changing. Whilst our Core
business is and will always be the Hotel we are beginning to use the infrastructure within this business to deliver other
services and products to our customer. Using digital platforms, the Co B experience can and will be delivered within the

hotel, the park and with
new products we are
bringing to market, in
your own home or your
office. These are
extensions of the core
function of the business
utilizing the expertise,
brand and
infrastructure that is
already in place. We will
by the end of 2021 be ‘a
broad ranging leisure
business that operates
a hotel’.


