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THE BASICS OF PRODUCTION

By Paul Muller

[All quotations in bold font are from the works of L. Ron Hubbard.]

It is no doubt true for the owners and executives of most companies that 
a major priority in improving their business is getting their staff to be more 
productive. It seems that one must be part father, boss, tyrant, counselor, 
and coach. This is time-consuming and stressful and is where most 
managers feel they need help.

To address productivity in staff it is 
important that you understand what 
production actually is. Someone can walk 
into a business and discover personnel 
flying about and appearing very busy. 
One could mistake all this busyness as 
“productivity.” Truth is, all this motion could 
be a manifestation of doing things out of 
sequence and which, in the end, does not 
result in something valuable. It could mean 
that things are not well coordinated and 
people are simply running into each other. 
This “productivity” could be otherwise 



described as chaos. And there isn’t much value in chaos and confusion.

When you hire a new employee, you are bringing them on board to 
wear a specific hat1 and produce something valuable. The production 
of this valuable (a commodity or service) justifies their existence in the 
organization. But you might be surprised to discover that this is not widely 
known. People have become spoiled into thinking that it is their time that is 
valuable. This is wrong-way thinking. Time isn’t what’s valuable. It is what 
gets produced in that time.

So it becomes necessary to understand what we mean by this word 
PRODUCT:

“A completed thing that has exchange value within or outside the 
activity.”

In breaking down this specific definition, you can see there are a number of 
components that have to be fulfilled for a product to be produced.

The first of these is that the item or activity needs to be completed. Can you 
recall a time when you had to get a staff member to finish something they 
had started? Or get them to redo something they said was complete, but in 
fact, was not?

1 Hat: any of the several titles, positions, jobs, roles, etc. that one person may have.
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This is stressful when it happens and it wastes time (never mind the 
financial cost to your business). However, if you had to ask most of your 
staff what it was they were supposed to be producing, or what they think 
their “product” is, they would not be able to name a specific item.

The second fulfillment required of any product is that it must have an 
exchange value to others inside or outside of your activity. You ask for a 
report on something and get back an illegible report that makes no sense 
or which you can’t even read. How valuable is that?

Let’s start with an easy example: a Sales 
Manager. What valuable commodity or 
service do you expect from this position 
each week? You want that sales manager 
to give you a viable range of closed sales. 
You would, of course, want this sales 
manager to also control and contain any 
confusion arising from all sales activities. 
But the final product can be expressed as 
a viable range of closed sales. This has 
value and justifies the existence of a Sales 
Manager. You’d need a policy that defines 
precisely what this product means and 
that Sales Manager would need to fully 
understand it and have no disagreements 
about it. He would also need to know how 
to make it happen.

How could you quantify this product? You could measure it with a statistic 
called TOTAL or GROSS SALES and define this as the total of all sales 
from any source during any given week.
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Other examples of final products:

l A Receptionist: What does a receptionist basically do? Well, he or she 
receives various particles – phone calls, mail, parcels that get delivered 
to the business, persons such as patients, job applicants, in-person 
inquirers, service vendors who arrive 
to repair copiers and other equipment, 
etc. What does the receptionist do 
with these particles?  He or she 
routes these particles to their correct 
destination within the business. We 
could therefore state the receptionist’s 
final product as particles courteously 
received and swiftly routed to their 
correct destination within the business.

l A Shipping Manager: What does a Shipping Manager (or clerk) do? This 
staff member would establish and maintain a well-organized warehouse 
that is adequately stocked with merchandise and literature that can be 
effectively used to fulfill customer orders. The Shipping Manager would also 
receive detailed order forms of items to be shipped to buyers as well as all 
required shipping information. Further, the Shipping Manager would work 

directly with a courier 
each day to get fulfilled 
orders shipped out the 
door to customers. The 
final product could be 
stated as complete and 
accurate orders shipped 
on time to customers.
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l A Marketing Director: What does a Marketing Director do? This person 
would engage in research and surveys that indicate what items to sell, who 
to sell them to, and which determines the reality of each targeted public in 
order to communicate effectively to each public and bring about responses 
and consumption of what gets offered. The final product of the Marketing 
Director could be stated as intelligently researched marketing campaigns 
that generate increased public demand for the company’s products/
services.

l A courier such as a UPS or FedEx driver can have a final product stated 
as parcels efficiently delivered on time to the correct address.

l A Collections Clerk: What does a Collections Clerk do? This staff 
member would ensure that invoices are written or created for all customer 
purchases and would see to it 
that all customer bills are accurate 
and free of any accounting errors 
so as to maintain and preserve 
healthy public relations with the 
company’s customers. Further, the 
Collections Clerk would enter all 
monies collected into the records so 
the customer’s balance is always 
accessible. The final product could 

How to Get Your Staff to Be More Productive, Page 6



be stated as income collected for all sales invoiced.

l A General Manager: A General Manager manages the organization. He 
formulates long-range planning for the company or collaborates with a CEO 
or owner to get long-range planning created that effectively overcomes 
blocks or barriers to the company’s forward thrust toward its goals and 
purposes. He also creates short-range plans that implement the long-range 
plans; engages in financial planning that preserves the financial viability of 
the business and ensures that it expands and does not contract. His final 
product could be stated as a viable and expanding organization.

Every staff member in your organization should have a stated product and 
each should be precisely defined and set in stone as a company policy.

REPUTATIONAL HAZARDS

The above definition of a product very clearly indicates the vital role that 
ALL your staff plays. A single staff member not producing a completed 
product can bring your organization to a standstill and create a huge 
reputational hazard.

l For example, an office clerk 
keeps entering incorrect billing 
information for suppliers, who then 
refuse to supply your business. 
Now the office clerk’s final product 
could be perfect and accurate 
supplier billing information. Incorrect 
capturing of this information could 
lead to a disagreement with a 
supplier, with you demanding 
service and insisting you have paid 
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them; until you spend time investigating the cause and discovering the 
problem. If the clerk understood the need for perfect accuracy as part of 
their product this would reduce the additional work created by situations 
such as this.

l When a plumber’s final product is stated as, a fully functioning, and 
faultless water and sewage system, a broken pipe reduces confidence 
to some degree in the validity of that product’s achievement. When the 
pipe bursts again a week after the repair the plumber faces a reputational 
issue as the chance the client will use him again is minimal. The plumber 
has also incurred direct costs by having to do the work twice, but if they 

understood that their product included doing a free follow-up visit to 
double-check their work, they could spot the problem and fix it before 
the pipe bursts again. I am sure you can think of times you can recall a 
similar situation where this has occurred, looking at instances where your 
company lost repute and spent money or time trying to correct a problem 
with a client. You could also look at instances where your supplier or a 
service provider did not do what they were paid for and had to come back 
to fix the problem.

How to Get Your Staff to Be More Productive, Page 8



Can you recall the frustration in both instances? I am sure you do, and this 
is caused simply by staff not knowing what products they were supposed to 
produce.

MEASURING PRODUCTS

So how would you recognize a product or know to state one where 
needed? A key indicator is whether that product is clearly and easily 
measurable.

A running back in football is measured by the number of yards they make in 
a game or a season. Salespeople are measured by the total value of viable 
sales that they conclude. A window cleaner is measured by how many 
windows they clean.

This measurable is called a “statistic” and 
is a clear unit of production; these units can 
be dollar values, or a number of specific 
physical units, or distances, or people. The 
statistic is measured over a period of time, 
be it an hour, a day, a week, or a month.

The purpose of measuring this statistic over time is so that one can 
compare one time period’s production against a previous one, to see if 
production has increased, decreased or remained the same, and so that 
one can act to improve or sustain the production.

Internal production should also be measured, and it’s important that staff 
know what their products are, and know how to measure their statistics. 
A health care practice receptionist has a product of “effectively routed 
patients” which is measured by the number of patients greeted and directed 
to the correct room.
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A website manager has a product of “an 
effective website.” The statistic of this 
product is the number of people who 
visit the website and respond or request 
more information. A person that mows 
lawns has a product of “well-mowed, 
beautiful lawns.” Their statistic is the 
total number of yards of lawn mowed in 
a set period.

Now that you have the basic 
understanding of what a “product” and a 
“statistic” is, you should probably list out 
the key products that:

l You personally produce for the 
company along with its statistics;
l Then repeat the above for key staff 
members. Then all staff;
l The products that your company or 
organization produces, with its statistics.

As a last word on defining products for 
you and your organization, you must be 
as specific as you can be when listing 
products and statistics, and that when 
one is measuring a product, you are not measuring the activity, but rather 
the completed activity that is ready to be exchanged.

How to Get Your Staff to Be More Productive, Page 10



Written by
Paul Muller

Paul has made a career of growing businesses, having held executive 
positions in the telecoms, technology, hospitality, and management 
consulting industries. He has steadfastly applied the Hubbard® 
Management System over the past 27 years as a speaker, coach, 
consultant, business executive and entrepreneur.

Your Next Step: The Primary 
Law of Personal Success Course
Your next step toward 
practice success and 
prosperity is the “Primary 
Law of Personal Success” 
course. Is it enough to 
just “work harder” and “try 
to get more done?” What 
is the key to increasing 
production in a practice? 
This course teaches 
the fundamentals of 
production, including how 
to “organize backwards” to 
increase overall production. 
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With this course, you’ll be able to organize your practice for maximum 
production and success.

To start the course, go to:
https://effectivepracticemanagement.com/personal-success/
Feel free to contact us with any questions.
Call: 727-683-5900
Email: epminfo@effectivepracticemanagement.com
Visit: www.effectivepracticemanagement.com
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