
     

The most valuable asset in any company is its employees.                               Surprisingly, many 
companies look at employees as an expense, rather than an               investment.  But, these are the 
people   who   (hopefully)  show  up  every  day  to  help  you  accomplish  your  business  goals and 
objectives.    Investing   in their   skill  development  pays  dividends  to the  company  in  heightened 
productivity, effectiveness, sales and customer satisfaction.  How are you continuing to invest in your 
employees?  As J. Paul Getty once said, “The employer generally gets the employees he deserves.” 
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“In Japan, employees 
occasionally work 

themselves to death. 
It's called Karoshi.  I 

don't want that to 
happen to anybody in 
my department.  The 

trick is to take a break 
as soon as you see a 

bright light and hear 
dead relatives beckon.” 

   
- Scott Adams 

 
TriOpus Group’s David Colman has always said that he has a face for 
radio.  We’re not sure about that, but he definitely has the voice!  
David has been heard regularly sharing his wisdom on Canada’s CBC 
Radio.  To listen to archived columns, click on www.cbc.ca/biznet 
then click at the left on “archives” and under the “columns” 
heading, David can be found on:  
 
December 13, 2004 
November 23, 2004 
August 13, 2004 
July 21, 2004 



  
 

 

You’ve all heard the old riddle: “What’s the difference between the English and canoes?”  The answer, of 
course, is that “canoes tip.”  Ba-dump-bump! 
 
If there is the slightest bit of truth to this riddle, I think I’ve stumbled onto the reasons why. 
 
Recently, while in Britain, I experienced a practice that has been going on for as long as I can remember, 
and it looks unlikely to change.  It’s this.  When you go into a Pub or Pub/Restaurant (unless it is a very 
high end establishment) you must go through the exact same ritual in each place to get food. 
 
First of all, there are no waiters or waitresses.  You find the menu (often written somewhere on the wall) 
and decide what you would like to eat.  You then find the number of the table you are sitting at.  You 
proceed to the bar, tell them your table number, let them know what you would like to eat, and then you 
pay for it.  Some time later (often much later), your food arrives.  Oh, and if you want a drink, go back to 
the bar and get it yourself.  As simple and straightforward a process as this may sound, you can 
understand why people don’t tip.  Why would they?  The customers are doing all the work. 
 
I felt I had found the exception to this practice in Edinburgh.  I was greeted by the maitre d’ in one 
particular restaurant, escorted to a very nice table, and then told that if I wanted to eat, I should place my 
order at the bar.  Close, so very close! 
 
But nobody seems to complain.  The residents of this island kingdom simply put 
up with it. 
 
I have since fantasized about having a random group of Pub/Restaurant owners 
in one of my training sessions.  I would ask them, “Do you think of your 
employees as an investment in your success or do you consider them a 
necessary expense?”  I can just imagine what they would say. 
 
I can hear them now. “Employees are expensive, unreliable, and make us 
uncompetitive.  And we would have to train them.  We operate with as few people 
as possible.  It’s the only way we make a living and keep prices low and 
competitive”.  Therein lies the irony to me.  Exchange rates aside, prices in 
Britain will never be accused of being low and competitive. 
 
Of course there are cultural differences between Britain and North America.  But these Pub/Restaurant 
owners have clearly exchanged reduced employee costs for very poor customer service. 
 
Meanwhile, back on this side of the pond, where does your company stand?  Is your organization 
sacrificing excellent customer service by reducing its investment in top quality employees?  Are the 
people in your company getting the right training at the right time to make sure that your customers would 
never think about going anywhere else?  Are you creating a culture that allows employees to be creative 
and take chances in a safe environment?  Is your organization creating employee loyalty?  The questions 
are almost endless. 
 
Now for the most important question of all.  Like the customers in those British Pubs, do your customers 
have to do all the work to get what they want from you?  If the answer is ‘yes’, don’t worry.  This won’t be 
a problem much longer. 
 
They’ll be gone. 
 

Mad pubs and Englishmen 
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