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A
Accountability: chaos of empowerment

without, 64–65; employee survey
used for, 65–67; limiting belief on
credibility being tied to, 112–114;
personal happiness linked to personal,
14–15; QBQ method for, 121–122;
questions to ask for results, 116

Actions: based on feelings about event,
21; inspiration generated by,
123–124; learning to respond to facts
and not story, 22–24; results of the,
21–22; understanding failure to act,
55–56; value of helping or coach-
ing, 54

Adversity response, 85–87
The Alignment Survey, 46
Ambiguity: about goals, 128; as source of

all conflict, 127–131

Page references followed by fig indicate an illustrated figure; references followed by t indicate a
table.

Anger: redirecting your, 140; as response,
95–96. See also Conflict; Feelings

‘‘Arguing with reality’’: examining the
appeal of, 16–18; examples of, 12–13;
futility of, 62–63; Reality-Based
Leaders’ refusal to engage in, 33. See
also Reality

B

Battle fatigue, 14
Behavior: ego-centric, 38–41; of favorite

employees, 74; Freak-Out Factor,
16–18; identifying organizational
goals from, 46; learning from feedback
and changing, 44–46. See also
Change

Being right. See ‘‘I am right’’ mindset
Beliefs: embracing reality instead of per-

sonal, 10–13; judgments based
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on, 10; Reality-Based Leader
facilitating changes in, 52, 75; resis-
tant employees’ retreat to safest, 84.
See also Limiting beliefs

Bullet-proofing competencies: ability to
respond to adversity, 85–86; com-
mitment to succeed, 87–91; will to
resolve and move through conflict,
92–94

Bullet-proofing employees: best practices
during crisis, 96–101; importance
of, 83–85; three core competencies
of, 85–94; three mistakes to avoid,
94–96

Bullet-proofing mistakes: dropping sup-
port, 96; lying, 95; trying to reason
with anger, 95–96

Burnout, 92

C
Change: becoming the, 139;

bullet-proofing your employees to
handle, 83–101; commitment to
make successful, 87–88; Reality-Based
Leader facilitating belief, 52, 75;
redirecting your focus for, 72–74;
response to adversity for, 85–87;
three stages of, 82–83; Who Moved
My Cheese? on, 72. See also Behavior

Change mistakes: dropping support after
change is made, 96; lying, 95; trying
to reason with anger, 95–96

Chronic Shock Syndrome, 16
Coaching: The Alignment Survey to

prepare for, 46; by allowing people to
grow into their roles, 61–62; avoiding
blame and focusing your, 56–59; by
building confidence, 59–60; focusing
on hearts and minds, 60–61; leading
then managing principles, 53–64; on
playing favorites, 70–82; teaching
employees to reframe, 54–56; on
teamwork, 125–137

Common ground, 40–41
Competencies: ability to response to

adversity, 85–87; commitment to

succeed, 87–91; as following confi-
dence, 59–60, 90–91; thinking inside
the box, 93–94; will to move through
and resolve conflict, 92–94

Confidence: coaching by building,
59–60; competency as coming after,
90–91; ego versus, 35–36; as leader-
ship quality, 35

Conflict: aiming for common ground in
case of, 40–41; ambiguity as source
of all, 127–131; costs of, 126; find-
ing solutions instead of engaging in,
41–43; moving through and resolv-
ing, 92–94; professional perspective
to resolve, 140; theory on root causes
of, 126–127. See also Anger; Events

Consensus builders, 38
Cortisol hormone, 60
Credibility, 112–114
Crises best practices: dealing with emer-

gencies/disasters, 99–101; dealing
with impending layoffs, 97–99

Cy’s bottom lines: action, not opinion,
adds the most value, 124; bad ego day
is a good day for soul of a leader, 36;
bulletproof employees use change to
their advantage, 88; clarity is source
of a successful team, 131; happiness
correlation to personal accountability,
15; learn not to put up with prob-
lem employees, 76; over-managing is
under-leading, 64; trust is a choice,
135; what is missing from situation is
whatever you are not giving, 32–33

D
Decision making: aiming for common

ground, 40–41; ego motivation vs.
organization goals, 38t

Defensiveness, 39–40
Delegation: managing vs. leading and,

131–132; maximizing your time/
empowering employees by, 132–134

Depersonalizing work environment, 39
Disaster best practices, 99–101
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E
Editing stories: client breakthrough by,

27–30; exercise on learning to, 25–26
Ego motivation: masquerading as self-

lessness, 36–38; organizational goals
versus, 38t

Ego-centric behaviors: defensiveness,
39–40; knee-jerk criticism, 40–41;
personalizing your work, 39

Ego-centricity: confidence versus, 35–36;
people pleasers as targets for, 38; warn-
ing signs of, 36–37

Einstein, Albert, 52
Emergency best practices, 99–101
Emotional blackmail: description of, 62;

disregarding attempts at, 62–64
Employee survey: for accountability,

65–67; eliminating the victim factor
from, 66

Employees: bullet-proofing your,
83–101; event-to-results process
taken by, 19–22; Gallup poll on
disengaged, 2, 3; identifying the
visionaries among, 71–72; impending
layoffs of, 97–99; lack of feedback
as causing issues with, 76–77; learn-
ing not to put up with problem, 76;
limiting belief related to solutions
by, 117–119; mediocre, 70; playing
favorites with, 70–82; resistance from,
79–82. See also Roles

Empowerment: accountability required
with, 64–65; delegation for employee,
132–134

Events: action following your feelings
from the, 21; description of, 20; feel-
ings following your thinking about
the, 21; finding solutions when things
go wrong, 41–43; results of your real-
ity of the, 21–22; thinking to create
your version of reality of the, 20. See
also Conflict; Problem situations

Exercises: learning to edit your story,
25–26; management assimilation,
129; thinking inside the box for solu-
tions, 94

F
Fact-based responses, 22–24
Failure to act, 55
Feedback: employee issues caused by

lack of, 76–77; Feedback Frame
resource for giving, 78; learning and
growing from, 44–46; negative criti-
cism, 40–43; not everyone’s opinion
counts, 106–108; one-on-one meet-
ing agenda for giving, 78–79

Feelings: action taken following, 21; fol-
lowing the thinking about event, 21;
learning to respond to facts and not
story, 22–24; result following action
and, 21–22. See also Anger

Fight-or-fight mode, 60–61
Freak-Out Factor quiz, 16–18

G
Goals. See Organizational goals
Godzilla movie analogy, 119

H
Hank, 131
Happiness: personal accountability cor-

relation to, 14–15; self-told stories
eroding your, 15

Helpless stories, 24
Human Resources (HR), 3

I
‘‘I am right’’ mindset: diverting energy

to blame others, 111; high price of
the, 41, 42; learning to redirect your,
137–140; prioritizing the, 16, 23;
Reality-Based Leaders’ focus on being
happy vs., 142

‘‘I know’’ mindset, 124, 137
Inspiration, 123–124

J
Judgments: challenging people to find the

lesson instead of, 134–135; embrac-
ing reality instead of making, 10–13;
getting sidetracked by villains and
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blame, 56–59; personal beliefs cre-
ating, 10; Steve’s tendency to make,
42–43

K
Karen: editing the story breakthrough by,

27–29; situation faced by, 27; stress
experienced by, 27–28

Knee-jerk criticism, 40–41

L
Layoffs, 97–99
Leadership: absence of reality-based, 2;

delegation as vital to good, 131–134;
Human Resources’ inability to fill gap
of poor, 3; management compared
to, 49–50; people and circumstances
as challenges of, 1–2; people work
of, 50; self-testing your own, 67;
under-leading form of, 50–52. See
also Reality-Based Leadership

Leading/managing principles: 1: resist
urge to add more value, 53–56; 2:
coach the person in front of you,
56–59; 3: work on confidence first,
and competence will follow, 59–60;
4: forget logistics and focus on hearts
and minds, 60–61; 5: allow people to
grow into their roles, 61–62; 6: disre-
gard attempts at emotional blackmail,
62–64

Learned helplessness: description of,
13–14; examining the appeal of,
16–18

Limiting beliefs: 1: everyone’s opinion
counts, 106–108; 2: great results
can only come from perfect plans,
108–112; 3: accepting accountabil-
ity for failures is loss of credibility,
112–114; 4: there is no I in team,
114–116; 5: don’t bring a problem
without also a solution, 117–119; 6:
there is no such thing as a stupid ques-
tion, 119–122; 7: hold back during
downturn, 122–124. See also
Beliefs

Loyalty, 79
Lying, 95

M
Management: business work of, 50;

leader’s focus on resource, 51–52;
leadership compared to, 49–50;
over-managing/micromanaging form
of, 50–52, 133; self-testing your own,
67. See also Leading/managing princi-
ples

Management assimilation exercise, 129
Mediocre employees, 70
Micromanaging, 50–52, 133
Miller, John, 120
Motivation: assigning positive vs. nega-

tive, 134–135; ego, 36–38t; getting
clear about your, 139

N
Negative brainstorming, 88–90
Negative feedback: aiming for common

ground instead of, 40–41; how to stop
using, 41–43; learning and growing
from, 44–46

No I in team belief, 114–116
No stupid questions belief, 119–122

O
Opinion: limiting belief on importance of

everyone’s, 106–108; value through
action and not, 124

Organizational goals: ambiguity about,
128; behavior that reflects, 46; ego
motivation versus, 38t; providing
clarity about, 130–131

P
People pleasers, 38
Plans: false belief on results requiring

perfect, 108–112; for transition of
resistant employees, 81–82

Playing favorites: compensating value
and not effort, 74–75; fairness of,
70–71; identifying the visionar-
ies, 71–72; loyalty component of,

166

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



index

79; one-on-one meeting agenda for
connecting, 78–79; redirecting your
focus on, 72–74

Problem situations: event-to-results pro-
cess in, 19–22; Godzilla movie anal-
ogy for, 119; learning and growing
from feedback on, 44–46; limit-
ing belief on employee-solutions
for, 117–119; making judgments
about, 10–13, 42–43; negative crit-
icism responses vs. common ground,
40–43; reframing, 54–56. See also
Events; Solutions

Professional courtesy, 24–25
Professional perspective, 140

Q
QBQ! The Question Behind the Question

(Miller), 120
Questions: to ask resistant employees,

80–81; to ask when accounting for
results, 116; belief on no stupid,
119–122; QBQ method for using,
120–122

R
Reality: commitment to succeed in new,

87–88; defensiveness against, 39–40;
learning to edit the story to accept,
25–30; as a projection of you, 30–32;
response to adverse, 85–87; story
versus fact-based, 22–24. See also
‘‘Arguing with reality’’

Reality check, 139
Reality-Based Leaders: characteristics of,

33; crises best practices for, 97–101;
facilitating belief changes, 52, 75;
inner peace movement role of, 33;
leading first, managing second prin-
ciples followed by, 53–64; negative
brainstorming by, 88–90; playing
favorites, 70–82; providing clarity
about goals, 130–131; redirecting
your ‘‘I am right’’ mindset, 137–140;
resource management by,

51–52; understanding dangers of
being indispensible, 51

Reality-Based Leadership: absence of,
2; delegation as vital to, 131–134;
description and benefits of, 3–5;
resource management focus of, 51–52;
You go first theme of, 53. See also Lead-
ership

Redirecting yourself: five steps for,
139–140; focus for change, 72–74;
strategies for, 137–139

Reframing: coaching employees by help-
ing them, 54–56; description of, 54

Resistant employees: dealing with,
79–80; negative brainstorming to
transform, 88–90; planning transition
of, 81–82; questions to ask, 80–81

Respect, 140
Restoring peace: measuring Freak-Out

Factor to understand, 16–18; under-
standing source of your suffering for,
12–13

Results: learning to respond to facts and
not story, 22–24; limiting belief on
perfect plans required for, 108–112;
process of event-to-, 19–22; questions
to ask when accounting for, 116; stress
created from the, 19, 21–22; Toyota
dealer’s example of getting, 112

Results Circle, 109–110fig
ROI (return on investment), 132
Roles: allowing people to grow into

their, 61–62; ambiguity about pro-
cedures and, 129–131; providing
management assimilation to estab-
lish, 129; Reality-Based Leaders and
inner peace movement, 33. See also
Employees

Root causes of conflict theory, 126–127

S
Self-serving vision, 123
Self-test, 67
Solutions: best practices for crises,

97–101; instead of engaging in con-
flict, 41–43; limiting belief on
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employee, 117–119; thinking inside
the box for, 94–95. See also Problem
situations

Steve, 42–43
Stories: beliefs and judgments leading to,

10; client breakthrough by learning
to edit, 27–30; editing your, 25–26;
embracing reality to create, 10–13;
eroding your happiness through,
15; event-to-results process creat-
ing, 19–22; helpless, 24; learning to
respond to the facts and not, 22–24;
professional courtesy instead of react-
ing to, 24–25; as a projection of you,
30–32; stress resulting from created,
10, 18, 22; victim, 24, 55–56, 66;
villain, 24, 56–59

Stress: beliefs, judgments, and stories
leading to, 10; client breakthrough by
editing story and reducing, 27–30;
event-to-results process illustration,
20fig; process of event-to-results of,
19–22

Stupid questions belief, 119–122
Suffering: examining the real sources

of, 9–10; learned helplessness creat-
ing, 13–14; measuring your office’s
Freak-Out Factor, 16–18; under-
standing the source of your, 12–13

Susan, 57–59

T
Tammy, 57–59
Teams: clarity as source of successful,

131; how ambiguity derails, 127–131;
importance of delegation in, 131–134;
no I in team belief about, 114–116

Thinking: action taken following feelings
and, 21; creating your reality from,
20; delegation strategies through,
132–134; event leading to, 19–20;
feeling that following mental work of,
21; results taken from created reality,
21–22

Thinking inside the box, 93–94
Trust: as a choice, 135; issues related to

creating, 136; value of creating,
136; when not to trust someone,
137

V
Value: action, not opinion, adds the

most, 124; of coaching actions, 54;
compensate employee, 74–75; of cre-
ating trust, 136; resist urge to add
more, 53–56

Victim stories: description of, 24; elim-
inated as employee survey factor, 66;
taking responsibility and avoiding,
55–56

Villain stories: coaching while avoiding,
56–59; description of, 24

Vision: limiting belief on waiting for clar-
ity of, 122–124; pitfall of self-serving,
123

Visionary employees, 71–72

W
Wakeman, George, 11–12
Who Moved My Cheese? (Johnson), 72
‘‘Work with the willing’’ strategy, 115

Y
You go first theme, 53
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