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The question: 
Does knowledge worker productivity really matter?

“The most important, and indeed the truly unique, 
contribution of management in the 20th century 
was the fifty-fold increase in the productivity 
of the manual worker in manufacturing.
The most important contribution 

management needs to make in the 21st century 
is similarly to increase the productivity 
of knowledge work and the knowledge worker. 

The most valuable assets of the 20th-century company 
are its production equipment. 
The most valuable asset of a 21st-century institution, 
whether business or nonbusiness, 
will be its knowledge workers and their productivity” 

Drucker, P.F. (1999) Management challenges for the 21st century. New York, Harper, p.135.



Slide 402.09.2010

The question: 
Does knowledge worker productivity really matter?

Levy, F. & Murnane, R.J. (2006) How computerized work and globalization shape human skill demands. 
MIT IPC Working Paper [Internet], 05-006. Available from: <http://web.mit.edu/ipc/publications/pdf/05-006.pdf> 
[Accessed 09.01.2007].
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The study:
What is success in expert work?

Donoghue, L.P. & Harris, J.P. (1999) Knowledge management strategies that create value. Outlook 1/1999, pp.48-53. 
Davenport, T.H. (2005) Thinking for a living: how to get better performance and results from knowledge workers. 
Boston, Harvard Business School Press.

Expert Model
• Judgement-oriented work
• Highly reliant on individual expertise

and experience
• Dependent on star performance

Transaction Model
• Routine work
• Reliant on formal rules, procedures

and training
• Dependent on low-discretion

workforce or information

Integration Model
• Systematic, repeatable work
• Reliant on formal processes, 

methodologies, or standards
• Dependent on integration across

functional borders

Collaboration Model
• Improvisational work
• Highly reliant on deep expertise

across functions
• Dependent on fluid deployment of 

flexible teams

Routine Interpretation /
Judgement

Collaborative
groups

Individual
actors

Le
ve

l o
f i

nt
er

de
pe

nd
en

ce

Complexity of work



Slide 602.09.2010

The study:
What is success in expert work?



Slide 702.09.2010

The findings:
Performance indicators for expert work
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Clients

Business
Management

Expert community

Technical
Management

Stakeholders assessing the performance of expert work

Repu-
tation

Impres-
sionRepu-

tation

Impres-
sion

Repu-
tation

Repu-
tation

Impres-
sion

Impres-
sion

Repu-
tation

The findings:
Performance indicators for expert work

Experts

Impres-
sion



Slide 1502.09.2010

The conclusions:
Management of expert work
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