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Chapter 10

DKK 100 per employee per day to eat in the 
canteen; the organization would pay DKK 75 
and the employees DKK 25.

“It’s probably true,” Rebecca said, “but it 
can’t be done any cheaper. Everything we pre-
pare is eaten, and the four of us work all the 
time. Nobody is redundant.”

“I believe that your inner efficiency is ac-
ceptable, but DKK 100 per person per day is 
not a price I’m willing to pay in the future,” 
said the CEO. “You have to work in the exter-
nal efficiency, by which I mean that you have 
to do the right things so that there will be 
better consistency between the actual value 
and the perceived value.”

“What?” replied Rebecca.
“I have two offers from external compa-

nies. Both offers are based on the same con-
ditions that you work under, which include 
the use of the kitchen and canteen, including 
the equipment and electricity/heat and so 
forth. They will provide the food at a price of 
DKK 50 per person per day. This means that 
the company is paying half, and the employ-
ees half. That’s fair, I think. Their menu sug-
gestions have been submitted to the HR de-
partment, who think it looks exciting.”

“Do they also include three different kinds 
of eggs EVERY day: Fried egg, hard-boiled, 
and scrambled eggs? Are thy serving warm, 

homemade liver pate with bacon, mushrooms 
and home-pickled beetroot EVERY day? Do 
they serve homemade soup with freshly 
baked bread EVERY day? Do they have...”

“Calm down, Rebecca,” said the CEO. “No-
body is criticizing your work. The four of you 
have made a great effort and been very effec-
tive – on the inner lines. External efficiency is 
about how the customers will pay for what we 
do. The prerequisite for all business is that we 
create a value that is perceived by customers 
as higher than the actual cost of producing 
this value. What you are doing now costs DKK 
100 to make, but customers do not feel that it 
is worth it, and will not pay DKK 100 for it. This 
is not about you having to work faster or use 
fewer or poorer goods. It’s about you doing 
the right thing – that is – something equal to 
the DKK 50, which is what this customer is 
willing to pay.”

“If we have to cut cost in half, it is inevita-
ble that quality will suffer,” Rebecca replied.

“That may very well be, but this is not 
about quality, but about what the customer 
will pay for. You get three months, Rebecca, 
to work on this external efficiency. My po-
sition is that I would like to keep you as our 
canteen, and basically, I do not want to bring 
in the external companies, but you have to 
meet me on this matter.” 
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FIGURE 10.31
Efficiency Chart for the change the CEO wants from the canteen.
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