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Thus, we can assess an organization, division, department, or entity and mark the 
result in the performance chart. If we want a change, we can mark our objective.

The fact that this issue of internal and external efficiency is included in the 
book is partly to facilitate readers’ use of and communication with sources/
persons in the English-Speaking world – but also to draw attention to the fact 
that, in everyday life – and not least when we talk about strategy and meeting 
objectives – it is important to distinguish between internal and external efficiency.

The management researcher, Peter Drucker has expressed it this way (Druck-
er, 1986):

“Quality in a product or service is not what the supplier puts in. It is what 
the customer gets out and is willing to pay for. A product is not quality because 
it is hard to make and costs a lot of money, as manufacturers typically believe. 
This is incompetence. Customers pay only for what is of use to them and gives 
them value. Nothing else constitutes quality.”

FIGURE 10.30  
Efficiency chart.

CANTEEN
The organization had its own canteen. Re-
becca was the canteen manager and had 
three assistants: Elly, Helle, and Lone. For 
three years, the team had operated the 
canteen, and there had never been any 
complaints.

As fate would have it, the organization 
had a new CEO who was very concerned 
with “optimizing resource utilization” and 
“streamlining the processes”.

“There nothing to cut here,” Rebec-
ca said to her three employees. “We buy 

cheaply, never throw anything out and 
work as hard as we can.”

The employees agreed: there was no 
excess to cut.

The new CEO had the finance depart-
ment assess the canteen’s operation, and 
a report was prepared.

According to the report, if only the four 
employees’ salaries and the cost of the 
food were included, and not the operation 
of the kitchen and canteen (premises, 
electricity, heat, etc.), then it cost  
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