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While there are countless examples of the 
dramatic difference taking action on data 
can make within an organization, one of 
the more popular ones is UPS’ right-hand 
turn policy. The story goes roughly like this: 
Seeking to become a more environmentally 
friendly business, UPS took a look at its CO2 
emissions data to see where it stood. Not 
satisfied with its numbers, the company 
decided it was time to make a change: 
Rather than let trucks idle in left-hand turn 
lanes, emitting fumes, drivers would instead 
be required to make as many right-hand 
turns as possible to reach their locations, 
since wait times to make right turns were 
always shorter comparatively. 

Sure enough, this seemingly small change 
led the company to reduce its CO2 output 
and achieve its goal of being “greener.” But 
this single change proved to impact the 
organization in a couple more significant 
ways, too. Thanks to this new procedure, 
UPS not only reduced its emissions by 
several thousand metric tons, but it also 
managed to save millions in fuel costs 
and reduce driving distances and times. 
In short, it had become a more productive 
organization as well.

Whether you’re seeking to achieve specific 
initiatives like “going green,” wanting 
to differentiate your organization from 
the competition, or simply looking to 
make a bit more money, optimizing your 
business is the key. And in today’s world, 
that optimization depends upon synergy 
between data and improved processes. 
For increased efficiencies, reduced costs 
and greater profits, look no further than 
these five productivity best practices, which 
explain exactly how you can leverage your 
data to create and implement the kind of 
business processes that can truly transform 
your organization.

INTRODUCTION
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Should be obvious, but it’s often not. 
Certain things are of no use if we don’t 
actively make use of them, and data is no 
exception. No matter what your business, 
if you aren’t tracking your data and using it 
to assess where you currently stand as well 
as to find areas in which your organization 
could improve, you’re missing out on the 
single biggest opportunity to increase your 
productivity — and profits.

In today’s world — the business world 
especially, where everything is moving and 
changing at such a rapid rate that to not 
keep up equates to hammering the last 
nail into your own coffin — you simply can’t 
afford to drop the ball on using your data to 
improve your business.

PRODUCTIVITY 
BEST PRACTICE NO.1 Use 
Use Your Data

Using your data to become a more 
productive organization translates roughly 
to conducting an assessment. This 
assessment can be as simple or fancy as 
you want, but you need a way in which to 
measure the trajectory your company takes 
as it departs from its baseline (i.e., your 
current state of affairs). As has been said 
many a time, you can’t manage what you 
can’t measure. 

This is where your data comes in. You have 
a ton of it. Question is, do you have the 
access you need to it and the ability to make 
sense of it? If not, get these things. (Our 
Customer Success team can help you with 
that. Please feel free to reach out through 
the contact information located at the end 
of this e-book.) 
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If you’re a service management organization, 
you’re probably familiar with how to 
perform assessments already, as you likely 
do so for your clients. Well, it’s time to eat 
your own dog food and do the same for 
your organization. Use data to figure out 
who your problem customers are, what 
they’re struggling with and how it’s affecting 
you, etc. 

But go beyond that too. Start using your 
data (or, again, tracking it if you aren’t 
already) to figure out which devices around 
the office are breaking most often, where 
bottlenecks are occurring, what processes 
should be considered for automation, etc. 

You might be thinking this is a lot of ground 
to cover. The good news is, you don’t have 
to do it all at once. But you do need to do 
some amount of it in order to figure out 
where your problem areas are and be able 
to develop an action plan to start clearing 
some of them up. Start wherever you’re 
comfortable, but start — and, perhaps most 
importantly, don’t stop.

Tracking the amount of time it takes from 
when a ticket is opened to when it is closed 
— often referred to as “time to close” (TTC) 
or “mean time to repair” (MTTR) — is one 
of the most commonly measured service-
desk metrics. Many organizations tie this 
metric to an SLA and guarantee customers 

certain performance based on it (for 
example, all Priority 2 tickets will be closed 
no later than 6 hours after they’re opened). 
While knowing what this metric is serves 
as a good starting point, the real value 
is understanding the underlying reason 
why this number is what it is — and more 
importantly, what improvements you can 
make in order to reduce it. 

By being able to quickly view your standard 
TTC metric through a variety of different life-
cycle lenses such as these, you can pinpoint 
which segments of tickets in your service 
desk are the biggest influencers of your 
overall TTC. Subsequently, you can target 
those specific segments for improvement, 
and once you’ve done that, just imagine 
… All those pesky penalties you pay when 
you miss your SLA targets? Gone. Those 
unhappy customers waiting and waiting 
— and complaining and complaining — to 
be back up and running? Gone. Your boss 
hearing about how satisfied clients are 
with the service you’re providing instead? 
Check. Saving the company money because 
the help desk is performing better? Check. 
Suddenly getting more funding for your 
department? Checkmate. 
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As productivity best practice No. 1 detailed, 
using your data is essential to becoming a 
more productive organization. But the truth 
is, you could have all your company’s data 
at your fingertips, you could have that big 
data culled down to relevant information, 
and you could even have all the insight 
and analytics you’d ever need in order to 
determine which areas you’re excelling 
or struggling in, and it wouldn’t make a 
difference.

See, assessing your business means nothing 
if you don’t intend to do something with the 
resultant data. More than just looking at the 
numbers, nodding your head, then carrying 
on with business as usual, you need to 
develop a measurable, strategic action plan 
that will get you moving in the right direction 
on your problem areas. 

PRODUCTIVITY 
BEST PRACTICE NO.2 Use 
Develop an Action Plan

The term “action plan” alone is enough to 
send most people running for the hills. But it 
doesn’t have to be this labyrinthine task that 
fills you and your staff with dread. 

All you really need in order to get moving 
on developing your action plan are the 
following four things:

• The data that illustrates your 
organization’s problem areas, 
bottlenecks, etc.

• Tangible actions you can take — 
ones that have trackable metrics 
associated with them

• Something (paper, digital file, etc.) 
to record those actions on

• A timeline for getting those things 
done 
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Let’s say your data analysis has uncovered 
that XYZ legacy device, which happens to be 
in 75 percent of your clients’ environments, 
has ABC component that is peculiarly prone 
to failure. Let’s also say that your data 
analysis has uncovered that, in the past 
quarter, you’ve dispatched 20 technicians 
to replace this component, but out of those 
20 techs, only 10 have had the replacement 
part with them when making the service call. 

Yikes, right? But with a good action plan, you 
can pretty quickly turn that frown upside 
down.

Clearly, your goal is to make sure those 
techs have the right part on hand when 
they make their service calls the first time 
around. That may be just a short-term goal 
— the long-term goal likely being replacing 
the XYZ devices containing ABC component 
with new devices that work – but let’s focus 
on the short-term goal to start.

Since you haven’t always had the ABC 
component available the first time around 
and you’re losing money each and every 
time you don’t, some tangible actions that 
can be taken to solve this problem might be 
to keep an overstock of ABC components in 
your techs’ service vehicles. Another solution 
might be to ship said component to the 
location ahead of a service tech’s arrival as 
soon as a related diagnosis is made. There 

are many other options — some more viable 
than others — but you get the drift.

Whichever option you decide upon, write 
down that strategy somewhere, along 
with how the action’s effectiveness will be 
gauged and where that associated data will 
be recorded. A grid of some sort is good 
for this purpose. For example, you could 
plan to have four spare ABC components 
per service vehicle starting January 1, with 
a check-in and replacement of any used 
supply scheduled for January 7, 15, 21 and 
31. Track how many ABC components have 
been deployed per week from each vehicle’s 
surplus. 

And since this problem is costing you 
money, figure out how swiftly you want 
to remedy the situation with your chosen 
action plan. For the purpose of illustration, 
let’s just set a three-month time period in 
which to achieve a 100 percent first-visit fix 
rate. 

As you go along, checking in on the weekly 
dates specified, you’ll be able to quite 
quickly tell if you’ve overshot or undershot 
your need. Better yet, you’ll be able to adjust 
quite easily on the fly, getting pretty close to 
or actually achieving that first-visit fix rate 
you had in mind. Action plan deployed and 
completed!
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Say you’ve utilized your data effectively 
in order to develop a solid action plan to 
increase your organization’s productivity. No 
matter how viable or downright brilliant that 
plan may be, though, you can never forget 
the one thing that can doom even the best 
intentions: employees. 

As you move forward with necessary 
changes, you may get resistance. After 
all, your proposed adjustments will affect 
employees’ duties, workflows … potentially 
even their titles and paychecks. Even if your 
employees understand and agree with your 
plan for change — which won’t likely be 
the case entirely — they may still fail you 
simply because of old, hard-to-break habits. 
While up until this point, your focus has 

PRODUCTIVITY 
BEST PRACTICE NO.3 Use 
Manage Your Organization Toward Change

been strictly on the technology and planning 
that can make your organization more 
productive, the people who work there and 
the company culture you have established 
simply cannot be ignored.  

If you’re really serious about succeeding at 
optimization, you have the responsibility 
of marrying your new processes and 
technology with your staff. That means 
considering the impact the overall 
transformation you intend to make and 
the individual steps your action plan 
contains will have on your community — 
before you implement change. It means 
establishing a governance framework — a 
set of policies for anything that calls for it 
so no one’s left guessing in this uncharted 
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territory. It means if you’re going to tell 
people they should do something in a way 
that’s different than what they’re used to or 
anything they’ve ever done before, you need 
to provide them with the tools and methods 
for doing so. 

If this sounds like you’re going to have to 
develop another action plan, it’s because 
you are going to have to develop another 
action plan — this time addressing your 
people rather than your problem. You’ll have 
to formulate a strategy for ramping staff 
members up, measuring their success, and 
keeping them engaged in the change until 
the change is no longer change, but simply 

the way things are done. You’ll also have to 
figure out how to introduce and phase out 
any tools related to this change so that your 
current business doesn’t suffer during the 
transition.

And what about those “tough customers” in 
this scenario — the employees resistant to 
change? Are you wondering how you might 
be able to persuade them to embrace the 
changes your business success depends 
upon? Check out the section “How to 
Get Your Staff on Board With Business 
Improvement Changes,” for some 
strategies related to that.

HOW TO GET YOUR STAFF ON BOARD WITH BUSINESS IMPROVEMENT CHANGES

If there’s one thing people hate, it’s change. Maybe that’s why there are so many 
lengthy books and clever quotes on the subject. Regardless, because adaptation and 
evolution are essential to any business’ survival, change must occur. So, how do you 
get staff buy-in on your business improvement plans?

1) Get staff involved with the decision-making surrounding the process and 
communicate transparently about it every step of the way. No surprise here, but 
people tend to cooperate more when they’re included in discussions and decisions. 
Even if they disagree with the ultimate decision or direction taken, being included 
does count for something.

To that end, make sure you’re engaging your staff in the change process from 
beginning to end, constantly communicating with them in an honest fashion. 



www.5000fish .com

8

Honor the old way so that employees don’t feel everything they’ve done for the 
organization has been for naught, but also explain why changes are necessary and 
detail the benefits of the new way of doing things.  

2) Have a solid plan for executing change that includes benchmarks and 
training. More than just talking the talk, you need to walk the walk — and in this case, 
that means having a plan to enact change that incorporates tangible steps and well-
defined, measurable goals. Don’t hesitate to look to companies who’ve already made 
similar transitions for guidance and tips on how they succeeded in doing so.

And train, train, train. It’s always easier for people to perform tasks they feel they’re 
actually capable of accomplishing. If the improvements you’re proposing include new 
tools and procedures employees have never engaged before, give them the training 
they need to succeed so they’re less likely to want to fall back on the old ways. And 
when a few stand out as particularly successful with the new methods, be willing to 
tap into those talents, designating one or two employees as leaders that can help 
guide the others along. 

3) Give employees a stake in the process and outcome. Coming back to 
communication, acknowledge and hold people accountable for the good and bad 
that happen along the way — including individual attitudes. Address any employee 
resistance before it becomes mutiny and reward those staff members who make the 
change as smooth as possible. 

This doesn’t mean shutting down conversations that constructively point out flaws 
and propose solutions; employees may see something you don’t, so it’s important that 
they be able to have a forum in which to give honest feedback so you can improve 
your new processes as necessary. And those who provide this type of valuable 
feedback should be rewarded. Being willing to share the risks as well as the returns 
associated with the venture will inspire your employees to care more about their 
organization’s welfare.
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Now that you’ve used your data to identify 
areas for improvement, developed an 
action plan for improving productivity in 
those areas, and begun managing your 
organization toward change, you’re ready to 
focus on the next step in the optimization 
cycle: doing something meaningful with all 
the new data your changes are generating. 

Here is where we leave behind the strategic 
and conceptual and get down to plain and 
simple fact. Using the baseline information 
you first gathered, which pointed out 
your organization’s problems in the first 
place, you’ll now want to compare it to 
the data that’s been gathered under your 
“new regime” and see what, if anything, 
has changed. Stack up your new facts and 

PRODUCTIVITY 
BEST PRACTICE NO.4 Use 
Keep on Measuring

figures against your initial assessment data 
to see if you’re moving in the right direction, 
are close to your goal or have successfully 
completed your mission.

Returning to the example from productivity 
best practice No. 2, let’s say that you’ve 
chosen the strategy of keeping an overstock 
of ABC components in your service vehicles 
so your techs will always have that part 
the first time they visit a customer on a 
related service call. Let’s also say you’ve 
waited a month and are now going to revisit 
the number of service calls for the ABC 
component that are completely resolved 
during the first visit. 
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There are only a few directions this number 
could go: up, down or nowhere. 

Say your data shows that the number 
increased. Congratulations! Your approach 
to achieving greater productivity is working, 
and you have the numbers to prove it. You 
also probably have the savings to show 
for it, which is terrific too. You’re ready to 
move on to addressing another area your 
organization can improve upon.

But say your data instead showed that the 
number just kind of hovered around the 
same area as it was before — in the original 
example, a 50 percent first-call resolution 
rate. Or let’s say — even worse — that 
number decreased. 

You’re doing something different now, so 
perhaps all you need is a bit more time to 
work some of the new system’s kinks out to 
see good results. Or perhaps there’s another 
factor coming into play with this new 
strategy that wasn’t or couldn’t have been 
foreseen until the plan was enacted; your 
data should be able to give you some insight 
into this if that’s the case. Or perhaps your 
data is simply trying to illustrate that your 
current approach just isn’t a viable solution 
for your organization and it’s time to try 
something else. 

Either way, your data has revealed 
something valuable, which is why it’s so 
critical to keep on measuring the tangible 
results of your efforts, and often. Even 
though the former news is much better to 
hear than the latter, both types do, with 
effort, eventually lead to the same end 
result: increased productivity and profits. 
One just happened to be a more direct 
path, but your data will ultimately get you to 
your goal — if you’re measuring it, heeding 
its warnings and applause, and adjusting 
accordingly.
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Although many things in life often seem 
linear, given their definitive beginnings and 
endings, much eventually proves to also be 
circular, as will this e-book.

See, the best of the best practices to 
increase productivity (the linear part, which 
hopefully points upward) is to continue 
the cycle of improvement (the harmonious 
circular part), to constantly be on the 
lookout for problem areas and make the 
effort to improve upon them. 

The concept of the workplace is in major 
transition. Technology is responsible, in 
large part, for this upheaval. Technology 
itself is changing at so swift a rate now that 
it seems like devices and programs are 

PRODUCTIVITY 
BEST PRACTICE NO.5 Use 
Repeat the Improvement Process

inefficient and obsolete almost as soon as 
they’re released. Yet you will be forced to 
keep current with them … or be forced out 
of business — whichever you prefer. 

This is why it’s become essential to accept 
the idea that you will constantly have to 
monitor what you do, constantly have to 
think about and rethink how you do things, 
constantly have to make changes with 
productivity and improvement in mind. 
Although this is a cyclical pattern, it’s also 
linear, thankfully; as you complete each 
cycle, your productivity continues to ratchet up. 

So it’s evolution and revolution at the same 
time — which is pretty neat, when you think 
about it. 
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It is hard work, but it can be exciting. 
Productivity, like life, is about honoring 
the journey, not focusing solely on the 
destination. The tools will keep improving, 
making all your initiatives easier to 
accomplish, and as you go along through 
this cycle of using information to increase 
your organization’s productivity, just as 
would be the case with any other art, 
you’ll personally get better and better at 
it — perhaps someday even mastering this 
practice. 

And once you’ve done that? Well, you and 
your organization will likely find yourselves 
on solid ground for years to come.
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One of our primary missions at 5000fish is 
to help organizations succeed in achieving 
their goals. Our educational materials 
are one way we accomplish this, so if you 
have any questions about the information 
presented in this e-book or anywhere else 
on our website, please contact us. We’re 
happy to help.

Another way we help businesses succeed is 
by facilitating the swift, easy and affordable 
access to and use of their data. Our business 
intelligence solution, Yurbi, allows any size 
company to move forward with achieving its 
productivity goals and much, much more. To 
learn about Yurbi and how it can help your 
organization, please reach out to us via the 
contact information below.

EMAIL: info@5000fish.com 
WEBSITE: www.5000fish.com
PHONE: 1-855-GET-5000
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