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A
Abundant mind-set, 137,

139–140
Accountability to self, 93
Adaptable mind-set,

141–142
Adaptive approach:

description of, 59;
engaging people, 60;
leading change, 60

ADT (attention deficit
traits), 104

Advancing the agenda,
133–135

‘‘Aerobic listener,’’
128–129

Alert mind-set, 137,
138–139

Ancient Taoist philosophy,
61

Apple story, 47–48
Assertive approach:

description of, 59;

engaging people, 60;
leading change, 60

Authentic mind-set,
140–141

Authentic model (use your
heart): commitment to
reflection, 73–94; how to
use your, 34–35;
listening using the,
106–109; as mastery
essential, 31, 32; missing
the mark by inauthentic
connection, 38–39

B
Behaviors: counterfeit, 89;

getting feedback on your,
89–90; models of, 49–50;
personal codes of, 82–87

Bennis, Warren, 52
Blanchard, Ken, 51
Box, George E. P., 51
Buckingham, Marcus, 101
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C
The Cambridge Handbook of

Expertise and Expert
Performance (Ericsson,
Prietula, and Cokely),
118

Campbell Leadership
Model, 52–54

The Campbell Promise,
15–17

Campbell Soup Company,
111, 135

CEO Institute: declaring
yourself practice taught
at, 103; following up with
graduates from the,
95–96; helping to lift
your game at, 119–120;
leadership models
created by participants at,
54; post-game analysis
practiced at, 144;
practicing to speak with
emotion at, 115;
questions of the heart
used at, 78

Change: adaptive approach
to leading, 60; assertive
approach to leading, 60;
dance of, 61; integrated
approach to leading, 61;
leader understanding of
nature of, 70–71;

understanding need for,
44–45

Clapham, Ward, 33
Clifton, Donald, 101
Cokely, Edward T., 118
Collins, Jim, 52
Colvin, Geoff, 119
Comfort zone, 28
Commitment to inquiry:

being consistent and
flexible elements of,
68–69; considering your
underlying assumptions,
57–61; description of, 56,
71; downloading the best
thinking, 63;
prototyping, 65–68;
think about your
experience, 63–65; what
makes people give their
best?, 63–64; what makes
for stronger
performance, 64–65

Commitment to mastery,
150

Commitment to practice:
building relationships
component of, 100–102;
declaring yourself
component of, 102–103;
follow through with
speaking, 111–118; lead
with listening, 104–111;
learning through passion
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and, 120–121; lifting
your game through,
118–120; need for
continuous, 95–96; the
power of, 96–98; practice
required for competence,
118–120; shared
understanding
component of, 98–100;
by world-class
performers, 119

Commitment to reflection:
how well do I walk the
talk?, 87–92, 93; leading
with your head and heart,
74–77; questions of the
heart for, 77–92; what is
my code?, 82–87; why do
I choose to lead?, 78–82

Communication: building
relationships through,
100–102; clarifying
expectations, 113;
declaring yourself
component of, 102–103;
follow through with
speaking, 111–118;
purposeful open
questions used for, 101;
speaking with emotion,
115; true meaning of,
98–99. See also Listening;
Messages; Questions;
TouchPoints

Communis
(communication), 98

Competence model (use
your hands):
commitment to practice,
95–121; how to use your,
35–36; learning how to
learn power of, 96–98; as
mastery essential, 31, 32;
missing the mark due to
incompetence, 39–40;
practice required for
competence, 118–120

Connections. See Authentic
model (heart)

Counterfeit behaviors, 89
Covey, Stephen M.R., 52,

89
Creativity and community

metaphor, 58
Cultural differences:

respecting, 86–87;
understanding
distinctions of, 109

D
Dance of change, 61
Danish culture, 87, 109
Darwin, Charles, 96
Decision making: advancing

the agenda, 133–135;
fear of making the
wrong, 133–134;
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Decision making:
(continued)
following up with results
of, 136–137; identifying
what’s really going on
for, 129–130; using your
heart to improve, 73–77.
See also Leaders

Declaring yourself,
102–103

Dreamers, 80
Drucker, Peter F., 45

E
Einstein, Albert, 71
Emerson, Ralph Waldo,

88–89
Employee engagement

metric, 17–19
Energy: TouchPoint green,

106, 108; TouchPoint
red, 106–107;
TouchPoint yellow, 106,
107–108; tuning into
other people’s, 108–109

Engaging people: adaptive
approach to, 60; assertive
approach to, 60; benefits
of, 149; speaking from
your heart for, 113–115

Ericsson, K. Anders, 118
Ethical codes: description

of, 82; examples of
reinforcing, 82–87

Evolution leadership
model, 58

Exponential effect:
description of, 12; of a
TouchPoint, 12–14

Exponential listening,
109–111

F
Falstaff (Verdi), 45
Feedback: as basis for new

learning and growth, 45;
learning to listen to, 86;
personal leadership
model prototype, 67–68;
walking the talk
facilitated by, 91–92; on
your behavior, 89–90

The Fifth Discipline (Senge),
61

Fingerspitzgefühl (‘‘fingertip
sensitivity’’), 124

Following up, 136–137
Framing the issue, 130–133
Friedman, Thomas, 96

G
Gallup employee

engagement database,
17–19

General Mills, 83
Goldsmith, Marshall, 88
Goode, Richard, 137–138
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Gordon, Bob, 115
Green energy, 106,

107–108
Gretzky, Wayne, 97, 98

H
Halberstam, Dave, 94
Harvard Business Review, 51
Harvard Business School,

57
Hay Group, 91
High standards, 17–19
Hollywood leadership

model, 58
Honesty. See Integrity
Hot, Flat, and Crowded

(Friedman), 96
How can I help?, 124–125,

126, 147
How did it go?, 126,

136–137
How well do I walk the

talk?, 87–92, 93

I
Illogical leadership:

consequences of, 42;
description of, 37–38

Inauthentic leadership:
consequences of, 42;
description of, 39–40

Incompetent leadership:
consequences of, 42;
description of, 39–40

Inquiry. See Commitment
to inquiry

Integrated leadership
approach, 61

Integrity: accountable to
self for your, 93; personal
codes of, 82–87; walking
the talk for, 87–92, 93

Interactions: appreciating
value of, 3; connections
made through, 2–3. See
also TouchPoints

Internal investigation unit,
33

Inventory of Leadership
Styles, 91–92

The issue: advancing the
agenda of, 133–135;
asking ‘‘how can I help?’’
with, 124–125, 136, 147;
Campbell Leadership
Model on addressing,
52–55; description of, 4;
following up on,
136–137; framing the,
130–133; leading change
approach to, 60–61;
leading with your heart
to understand, 104–105;
less and less time to
address, 2; ownership of
the, 6–8; sharing
ownership of the, 9; as
TouchPoint variable,
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The issue: (continued)
3–4; tough-minded on,
14–19; when someone
else owns, 7–8; when you
own, 6–7; when you
share, 9; using your heart
to improve judgments
on, 73–77

J
Journeys and adventure

model, 58

K
‘‘Knock on the door,’’ 1–2
Kotter, John, 52

L
The leader: assessing your

approach as, 19–23;
being touch-minded and
tender-hearted, 23;
description of, 5;
tender-hearted approach
by, 21–23; as
TouchPoint variable, 3,
5–6; tough-minded
approach by, 14–19, 20;
understanding of human
nature and change by,
70–71

Leaders: developing
personal authority,

73–92; having trusted
advisor, 92; mastering
the touch, 123–147;
personal codes of, 82–87;
translating promises into
performance, 145–147;
walking the talk, 87–92;
why they choose to lead,
78–82. See also Decision
making

Leadership: benefits of
using personal authority
for, 73; challenges of,
149; illogical, 37–38, 42;
inauthentic, 39–40, 42;
incompetent, 39–40, 42;
styles of, 91–92;
TouchPoints mastery to
facilitate, 25–46;
TouchPoints as the real
work of, 3

Leadership codes:
description of, 82;
examples of reinforcing,
82–87

Leadership metaphors:
creativity and
community, 58;
evolution, 58;
Hollywood, 58; journeys
and adventure, 58; sports,
57–58; war, 57

Leadership models:
authentic (use your

166

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Index

heart), 31, 32, 34–35,
38–39, 73–94, 106–109;
behavior guided by,
49–50; Campbell
Leadership Model,
52–54; competence (use
your hands), 31, 32,
35–36, 39–40, 73–94,
95–121; logical (use your
head), 31, 32–34, 37–38,
47–71, 105–106; overlap
of company’s and
individual leader’s, 55;
requirements of an
effective, 49; usefulness
of generic, 51–52. See
also Personal leadership
model

Leadership styles:
Inventory of Leadership
Styles on, 91–92;
pacesetters vs. visionary,
91–92

Leading change: adaptive
approach to, 60; assertive
approach to, 60;
integrated approach to,
61; understanding nature
of change for, 70–71;
understanding need for,
44–45

Learning: learning how to
learn component of,
96–98; from mistakes,

144–145; passion and
practice required for,
120–121; practice
required for competence
and, 118–120

Lincoln Center Jazz
Orchestra, 120

Listening: ‘‘aerobic
listener’’ approach to,
128–129; building
relationships through,
100–102; for evidence,
105; exponential,
109–111; with your
heart, 105–106, 106–109;
lead with, 104–111;
shared understanding
through, 99; TouchPoint
triad of, 127–130. See also
Communication

Logical model (use your
head): commitment to
inquiry for, 47–71; how
to use your, 32–34;
listening using, 105–106;
as mastery essential, 31,
32; missing the mark
through illogical, 37–38

M
McGregor, Douglas, 69
McKenna, Neil, 83–84, 124
Management theory, 69
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Marsalis, Wynton, 120
Mastering the touch:

commitment to, 150;
commonalities of,
123–124; how did it go?
follow through of,
136–137; TouchPoint
triad for, 125–135

Mastery: barriers to, 27–29;
commitment to, 150;
essentials of, 31–36;
leadership need for,
25–26; making the
necessary change for,
40–41; making time for,
29–31; missing the mark,
36–40, 42; promising and
keeping commitment to,
42–44; self-assessing
your, 41–42

Mastery barriers: being too
comfortable as, 28; lack
of time, 28–29; mastery
seem as overwhelming as,
31; stress as, 27–28

Mastery essentials: checklist
for use, 41–42; use your
hands (competent skills),
31, 35–36, 39–40,
95–121; use your head
(logical model), 31,
32–34, 37–38, 47–71,
105–106; use your heart
(authentic connection),

31, 34–35, 38–39, 73–94,
106–109; making
changes to better use the,
40–41; missing the mark
for using, 36–40

Messages: clarifying
expectations, 113;
importance of clear,
112–113. See also
Communication

Mette. See Norgaard, Mette
Microsoft, 35
Missing the mark:

consequences of, 42;
description of, 36–37;
making personal changes
to avoid, 40–41; no
genuine connection as,
38–39; no solid skills as,
39–40; no underlying
logic as, 37–38

Mistakes: fear of making,
133–134; what to do
following, 144–145

Models. See Leadership
models

‘‘My Life as a Knowledge
Worker’’ (Drucker), 45

N
Norgaard, Mette: on

commitment to practice
of leadership, 95–96; on
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commitment to results
and relationships, 23; on
cultural differences,
86–87, 109; experience
with breaking a
relationship, 10–11, 107;
finding what she loves to
do, 81–82; on how codes
reflect on others, 87; on
Inventory of Leadership
Styles insights, 91–92; on
understanding need for
change, 44–45

Now, Discover Your Strengths
(Buckingham and
Clifton), 101–102

O
Olesen, Mikkel Vendelin,

123
The other people:

description of, 5;
engaging, 60, 113–115,
149; offering to help,
124–125, 126, 147; as
TouchPoint variable, 3,
4. See also Relationships

P
Pacesetters leadership style,

91–92
Pandora, 123
Passion: connecting

purpose of project to,

133; learning through
practice and, 120–121

Performance: Leader’s role
in translating promises
into, 145–147; what
makes for ever-stronger
performance?, 62, 64–65;
what makes people give
the very best
performance?, 62, 63–64

Performance reviews:
leading with heart
applied to, 75–77;
recognizing effects of, 75

Personal authority:
answering questions of
the heart for, 77–87;
benefits of using, 73;
leading with your head
and heart for, 74–77;
walk the talk for,
87–92

Personal codes: description
of, 82; examples of,
82–87

Personal leadership model:
being both consistent/
flexible when using,
68–69; importance of
developing your, 48;
overlap of company’s and
your, 55; steps for
crafting your, 56–68. See
also Leadership models
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Personal leadership model
prototype: advantages of
creating, 65–66; getting
feedback on, 67–68;
process of creating your,
66–67; process of
developing ideas for, 66

Personal leadership model
steps: answering two vital
questions, 56, 62–63;
considering your
underlying assumptions,
56, 57–62; downloading
the best thinking, 63;
moving from prototype
to prime time, 65–68;
thinking about your
experience, 63–65

Police internal investigation
unit, 33

Practice. See Commitment
to practice

Prietula, Michael J., 118
Purposeful open questions,

101

Q
Questions: how can I help?,

124–125, 126, 147; how
did it go?, 126, 136–137;
how well do I walk the
talk?, 87–92, 93;
purposeful open, 101;

what is my code?, 82–87;
what makes for
ever-stronger
performance?, 62, 64–65;
what makes people give
the very best
performance?, 62, 63–64;
what’s really going on?,
129–130; why do I
choose to lead?, 78–82.
See also Communication

R
Red energy, 106–107
Reflection. See

Commitment to
reflection

Relationships: commitment
to results and, 23;
communication
component of building,
100–102; leadership
focus on, 22; TouchPoint
potential for building/
breaking, 10–11, 107. See
also The other people

Roosevelt, Teddy, 81
Royal Canadian Mounted

Police (RCMP), 33

S
Senge, Peter, 61
Shakespeare, William, 93
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Shared understanding,
98–100

Speaking exponentially,
115–118

The Speed of Trust (Covey),
89

Sports leadership metaphor,
57–58

Starr, Pamela Vaull, 80
Stress barrier, 27–28

T
Talent Is Overrated: What

Really Separates
World-Class Performers
from Everybody Else
(Colvin), 119

Tender-hearted approach:
description of, 21;
reflections on, 21–23;
using tough-minded and,
23

Time/timing: as barrier to
mastery, 28–29; as key to
offering to help,
124–125; making time
for mastery, 29–31

TouchPoint A’s:
abundance, 139–140;
adaptability, 141–142;
alertness, 138–139;
authenticity, 140–141;
overview of, 137–138

TouchPoint triad: advance
the agenda note of,
133–135; description of,
125–126; frame the issue
note of, 130–133; listen
intently note of,
127–130;
listen-frame-advance
notes of, 125–127

TouchPoints: appreciating
value of, 3; being fully
present to someone else’s
needs during, 97–98;
daily sequence of, 3;
description of, 2–3;
exponential effect of,
12–14; four A’s of an
effective, 137–142;
mastery essential
enabling you to make
judgments in, 31–36;
mastery of, 25–46;
missing the mark for
exercising mastery of,
36–40, 42; personal
codes reinforced during,
82–87; positive versus
negative, 10–11;
potential of, 9–12; as the
real work of leadership,
3; shared understanding
during a, 98–100; three
variables of, 3–6; ‘‘traffic
signal’’ colors of energy
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TouchPoints: (continued)
during, 106–109;
Visionary leadership style
for, 91–92; walkabouts as
creating proactive, 7;
walking the talk, 87–92.
See also Communication;
Interactions

Tough-minded approach:
The Campbell Promise
as example of, 15–17;
reflections on, 21–23;
setting high standards
using, 17–19; still being
caring with people,
14–17; using
tender-hearted and, 23

Transparency: declaring
yourself for, 102–103;
engaging people and role
of, 113–115

Trusted adviser, 92

U
Unilever apple story, 47–48
Use your hands

(competence model):
commitment to practice,
95–121; how to use your,
35–36; as mastery
essential, 31, 32; missing
the mark due to
incompetence, 39–40

Use your head (logical
model): commitment to
inquiry for, 47–71; how
to use your, 32–34;
listening role of,
105–106; as mastery
essential, 31, 32; missing
the mark through
illogical, 37–38

Use your heart (authentic
model): commitment to
reflection, 73–94; how to
use your, 34–35;
listening role of,
106–109; as mastery
essential, 31, 32; missing
the mark by inauthentic
connection, 38–39

V
Verdi, Giuseppe, 45
Visionary leadership style,

91–92

W
Walkabouts, 6–7
Walking the talk:

accountable to self for,
93; getting feedback for,
91–92; having trusted
adviser to help, 92;
making time for what is
important for, 90–91
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War leadership metaphor,
57

What Got You Here Won’t
Get You There
(Goldsmith), 88

What is my code?, 82–87
What makes for

ever-stronger
performance?, 62, 64–65

What makes people give
the very best
performance?, 62, 63–64

What’s really going on?,
129–130

Wheatley, Meg, 52
Why do I choose to lead?,

78–82
‘‘Winning with integrity,’’

84–85
Wisdom, 61
World Business Forum,

54
Worldviews, 59–60

Y
Yellow energy, 106,

107–108
YLE (Finland), 117
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