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A
Accountability, team, 206–207
Action items

making them specific, 77
versus To-Do lists, 74–77

Appreciation
as a value, 10
as a way to foster positivity, 44

Attraction, law of, 165
Audacity, as a value, 9
Awareness, self-, 3, 218–219

B
Baby Boomers, 70, 202
Belief, in others, 33–36
Bradley, Bill, 175
Branding, 16–21

versus selling, 21
versus values, 21
yourself, 16–21

Buffer time, 80–82
Business introduction, 18–19,

58–59
creating one, 18–19, 58–59
examples, 19

C
Carnegie, Dale, 98, 174
Chemistry, team, 208–209
Client

brainstorming, 179
building rapport with, 179
collaboration, 179

education, 184–185
management, 171–181,
planning 177–179
relationships, 172–180
service. See Customer service

Commitment(s)
as a choice, 120
as a value, 118
being reflective about, 118–119
breaking them, 118
inventorying your open,

114–116
issues, 113–120

Conflict, 36–40
as an opportunity, 36, 39–40
depersonalizing it, 36, 38
resolution, 36–38

Confrontation
scripting discussions about,

165–166
your style, 163–164

Consistency, in communications,
20

Courage, as a value, 10
Covey, Stephen, 101
Covey, Stephen M.R., 54
Creativity, as a value, 9
Crenshaw, Dave, 210
Customer service, 187–196

allowing clients to guide you,
193–195

reminding clients of your value,
187–189
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Customer service (Continued )
stories, 189
problems, handling them,

190–193

D
Delegation, 133–134, 207–208

E
Editing, separating it from writing,

156
Edwards, Mark, 32
E-mails, 121–138

body, 127
creating professional, 13–14
habits of others, 127–128
how often to check, 134–135
number of, 121–123
processing, 129–133
signatures, 14
subject headers, 124–128
without substance, 123

Empowering others, 110–111
Enemies, challenging yours, 45–47

F
Feedback, 23–32

contagious, 27, 29
culture of, 29–31
depersonalized, 31
on your listening skills, 205
specific, 28, 30
soliciting it, 19, 23–25, 29, 45
sources of, 23
starting with yourself, 29
questions, 23–25
value of, 25, 27
360 degrees, 29

Filing system, email, 132–133
Franklin, Benjamin, 66
Freidman, Morgan, 35
Friend, role of, 4

G
Gandhi, Mohandas, 39, 179
Gen X, 70, 202
Gen Y, 31, 70, 202
Goals, 215, 225

long-term, 211–213
short-term, 213

Growth, intentional, 3
Gruden, Jon, 25
Guardian, family, role of, 5

H
Honesty, as a value, 9, 10

I
Intentional, being, 218–219, 225
Interruptions, 105–111

classic tips, 105–106
dependence, 106–107
reinforcing them, 107–111

Introductions
of colleagues, 200
yours. See Business introduction

K
Kettering, Charles, 39

L
Laser introduction. See Business

introduction
Leader

at work, 4
of change, 46, 71, 81, 128, 145,

210
of community, 4

Leadership
journey, 224
routines, 97
summaries, 11, 22, 32, 47, 56, 61,

72, 78, 90, 103, 111, 120, 137,
149, 156, 161, 167, 181, 186,
196, 213
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succession, 202
transition, 200–202

Legacy, 11
Lincoln, Abraham, 46, 225
Listening

in a fully engaged way, 88–89,
205

skills, 10, 17, 205
Loehr, Jim, 31, 92
Loyalty, as a value, 10

M
Malone, Dudley, 39
Matrix Reloaded, the, 72
Meetings

post mortem, 72
increasing their effectiveness and

efficiency, 67–68
Mentors, 34, 204–206
Mission statements, personal, 6–9

N
Networking, 57–61

events, 58–60
playing to your strengths while,

60
challenging your mind-set while,

58
No, saying it, 82–83

O
Obama, Barack, 211
Office Space, 171

P
Parent, role of, 4
Planning, life, 1–2
Positivity, 40–45

influencers, 44
making it contagious, 40–45
tracking your progress, 45

Potential, limiting it in others,
34

Presentations, 157–161
involving the audience,

159–160
objectives, 157–158
tips, 160–161
using stories, 158–159
using videos, 159

Professionalism, 10, 13
Promptness, 10
Protector, body, role of, 5
Puppet master, 171–181

R
Rebel, being a, 23, 30
Redknapp, Harry, 190
Referrals, 196
Reflection, self-. See Awareness,

self-
Relationships, as a value, 10
Research, separating it from

writing, 156
Responsibilities, adding more to

team-members, 203
Responsiveness, 10, 17, 21
Robbins, Tim, 35
Roles, 4–6
Routines, 91–103

examples, 95
getting started, 101–102
identifying them, 92–97
naming them, 98–99
prioritizing, 102
versus a habit, 92

S
Seinfeld, 101
Selling

yourself, 13–22
ideas, 13
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Shawshank Redemption, 35
Simplicity, as a value, 10
Skeptical, Born to be, 53, 76,

88, 94, 108, 120, 174, 185,
202

Spouse, role of, 4
Stiller, Ben, 219
Success, 44, 215–217, 219,

225

T
Time-blocking, 79–90

to help with making
commitments, 80–83

to minimize distractions,
86–87

to plan your day, 84–86
to protect your time, 88–90

To-Do Lists, 73–78
as a tool, 73–74
how they create guilt, 73–74
prioritizing them, 78
versus goals, 77–78
why we create them, 73

Tolle, Eckhart, 218
Twain, Mark, 43

V
Values, core, 9–10
Voicemails

creating professional, 13–14
greetings, 14–16

Volunteer, role of, 6

W
Whitehead, Alfred, 91
Why

barriers to asking, 72
questions of, 66–69
teaching to ask it more, 70–72
as the most important word to

an auditor, 65–72
understanding more by asking,

65–69
Wooden, John, 20, 199
Word-fillers

conversation, 151–153
written, 154–156

Work-life balance, 93

Z
Ziglar, Zig, 44
Zoolander, 219
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